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TOMTAT:

Bai viét nhim do ludng cdc nhan t6 4nh hudng d&€n quyét dinh mua san pham bao hiém chim
soc stic khde (CSSK) ctia khdch hang c4 nhan (KHCN) trén dia ban TP. Pa Ning. K&t qui kiém
dinh c4c thang do di rit trich dudc 6 nhan t& quan trong tic dong d&€n quyét dinh mua san pham bdo
hi€m CSSK ctia KHCN véi miic 6 anh hudng manh mé 1an lugt 1a: (1) Gid ¢4, (2) Tu van vién, (3)
Nhém tham khio, (4) Kénh phan phéi, (5) Chat lugng dich vu, (6) Uy tin thuong hiéu. Dua trén két
qud nghién cttu, mot s6 ham ¥ chinh sich duge dé xuit cho nha quan tri, cd quan quan 1y nha nudc

c6 nhitng gidi phap dé€ cdc nhan & dnh hudng d&€n quyét dinh mua sian phim bio hiém thuc su

1t A N z R - 2ot 4t R = N R
mang lai hi€éu qué va phat tri€n xing v4i tiém nang ctia nganh Bao hiém.

Tit khoa: hanh vi mua, bio hi€ém, cham séc siic khde, khach hang cd nhan, nhan t6 4nh hudng,

TP. Pa Ning.

1.Pat van dé

Cudc sdng ngay cang hién dai, 4p luc cong viec
ngay cang nhiéu song song vi mdi trudng nhiéu 6
nhiém khi€n ty 1é mic bénh tat ngdy cang cao,
khi€n cho nhu cau dugc CSSK khiam chita bénh
ngay cang ting 1én. Bio hiém sitc khde san sé gdnh
ndng tai chinh cho cd nhan lic om dau, bdo lanh
vién phi, c6 thé diing § cd sd y t& trong nuSc 14n
qudc t&€ véi han mifc cao... Diéu ndy da 1am khong
it c4 nhan cAm thdy lo 1dng va ban khoin nhi€¢u hon
vé gidi phdp ti€t kiém tai chinh khi 8m dau, bénh
tat xay d&€n. Pong nghia véi viéc nhu cau gidm chi
phi kham chita bénh nhung vin c¢6 dudc dich vu
chim séc y t&€ tot nhit cda moi ngudi ngdy cang
ting. Do vay, can tim hiéu cdc nhan t& 4nh hudng
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dén quyét dinh chon mua sian phim bio hi€m
CSSK cho c4 nhan ciia khach hang, gitip ho c6 thé
yén tAm lam viéc va cong tic vi da c6 su chudn bi
k¥ cang cho nhitng diéu rii ro c¢6 thé x4y ra. Qua
d6, dua ra mot s§ gidi phdp gitp cho nhitng nha
quén tri phat trién loai hinh bio hiém nay.

2. Cd s 1y thuyé&t va phuong phap nghién citu

2.1. Co'sé'ly thuyét

Bio hiém sic khde 1a loai hinh bdo hiém cho
trudng hop ngudi dude bdo hiém bi thuong tat, tai
nan, dm dau, bénh tit hoic CSSK dudc doanh
nghiép bao hi€m tra tién bdo hi€m theo thda thuin
trong hgp ddng bio hi€m [5].

Theo Schiffman, Leon G, and Leslie Lazar
Kanuk (2004), “Hanh vi ngudi tiéu dung 1a toan bd
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hanh dong ma ngudi tiéu dung boc 1 ra trong qua
trinh trao ddi sidn phdm, bao gdbm: diéu tra, mua
sim, st dung, ddnh gia va x 1y thdi bd sdn phim
va dich vu nhiim thda min nhu ciu ctia ho [1].

Nghién ctu cia Pham Thi Loan (2011) dua ra
md hinh Cédc nhin t6 dnh hudng t6i quyét dinh
mua B3o hiém nhin tho Manulife trén dia ban
tinh Khanh Hoa, cu thé gdm: (1) Su kién va dong
¢d thic ddy mua bdo hiém nhan tho, (2) Y ki€n
ctia ngudi than, (3) Thuong hiéu cla cdng ty bdo
hi€m, (4) Tam ly chi tiéu va ti€t kiém, (5) Kénh
phin phéi [2].

Nghién cdu ctia Nguyén Thi Thuy (2014) dua
trén cic co s§ 1y thuyét cu thé vé hanh vi mua mod
hinh cu thé @€ dua ra cdc nhin t6 4nh hudng dén
quy&t dinh mua bdo hi€m nhan tho nhusau: (1) Ung
ho ctia ngudi than, (2) Tim hiéu cong ty bdo hiém,
(3) Tu van vién, (4) Kénh phan phdi hgp 1y, (5) Su
kién trong cudc song [3].

Sau khi tim hi€u co s 1y thuy&t, trén co s& 2 mo
hinh nghién citu tham khao trong nudc, kho sit y
ki€n chuyén gia trong linh vic quan 1y bio hiém va
tinh hinh thyc t€ tai thi trudng Pa Néng, tic gia da
xay dung md hinh nghién cttu nhu sau: (Hinh 1)

Hinh 1: Mé hinh nghién cdu chinh thdc
Uy tin thuong hiéu —
Chét hrgng dich vu

Qhiémthan khao 1 Quyét dinh mua sin pham bao

x —— —
hiém cham soc stre khoe cia
khach hane ¢4 nhin

—>

Kénh phén phéi —

Gia ca

Tu van vién

T md hinh, téc gid dua ra gia thuyé&t nghién citu
nhu sau:

H1: Uy tin thuong hiéu c6 4nh hudng d&n quyét
dinh mua san phim bao hi€ém CSSK ctia KHCN.

H2: Chat lugng dich vu ¢6 4nh hudng d&€n quyét
dinh mua sdn pham bao hiém CSSK ctia KHCN.

H3: Nhém tham khdo cong ty ¢6 4nh huéng dén
quyét dinh mua sian phdm bio hiém CSSK cia
KHCN.

H4: Kénh phan phdi cong ty c6 4nh hudng dén
quyét dinh mua sian phdm bio hiém CSSK cta
KHCN.

H5: Gia cd cong ty c6 dnh huéng d&€n quyé&t dinh
mua sin phadm bio hiém CSSK ctia KHCN.

H6: Tu van vién cdng ty c6 dnh hudng dén quyét
dinh mua sdn phim bao hi€ém CSSK ctia KHCN.

2.2. Phuong phdp nghién ctiu

Céc bi€n quan st clia nhitng thang do Uy tin
thuong hiéu (ky hiéu: UTTH, gdm 4 bi&€n quan st);
Chat lugng dich vu (ky hiéu: CLDV, gbm 4 bién
quan sit); Nhém tham khdo (ky hiéu: NTK, gdm 3
bi€n quan sat); Kénh phan phdi (ky hiéu: KPP, gdm
4 bi&n quan sit); Gia ca (ky hiéu: GC gdbm 3 bién
quan sit); Tu van vién (ky hiéu: TVV, gdbm 4 bién
quan sit) va Quyét dinh mua (ky hiéu: QPM, gdm
3 bi€n quan sit). C4c thang do st dung Likert bac 5
(1- Hoan toan khong dong ¥; 2- Khong dong y; 3-
Binh thudng; 4- Pdng ¥ va 5- Hoan toan dong ¥).

Céc thang do nghién citu dugc kiém dinh thong
qua hé s6 tin cdy Cronbach’s Alpha. Sau d6 danh
gid lai bing phuong phéap phan tich nhan t6 kham
phé EFA, phan tich Anova cdc bi€n kiém soit.

Viéc ki€m dinh mé hinh dugc thuc hién bing
phuong phép hdi quy bdi tuyén tinh thong qua phan
mém SPSS 22.0.

Béang cAu hdi khio sdt dugc giti d&€n cdc KHCN
c6 nhu ciu st dung dich vu bdo hiém stc khde,
KHCN di va dang st dung sin pham bdo hiém
stc khée... sinh séng tai TP. Pa N&ng. Theo Hair
va cdc cong su (1998), quy luat tdng quit cho cd
mau tdi thi€u trong phan tich nhian t& khim pha
gdp 5 14n s6 bi€n quan sdt v s6 lugng miu phi
hdp cho phan tich hdi quy da bi€n gip 5 lan s&
bi€n quan sét [4]. Trong nghién ctu nay cia téc
gid c6 ti't cd 25 bi€n quan sit can tién hanh phian
tich nhan t&, vi vy s6 mau t5i thi€u cin thiét 1a
25% 5 =125. T4c gi4 da ti€n hanh ning s6 lugng
ngudi khdo sat 1a 250 miu dé md rong quy mod
khdo st va nim bit tdm Iy cling nhu tim hi€u cdm
nhin KHCN hon. Miu dugc chon theo phuong
phép thuin tién, phi xdc sudt. Nhu vay, s6 phi€u
phdt ra: 250 phi€u; s& phi€u thu vé: 217 phi€u; s6
phi€u hgp 1&: 210 phi€u. Thai gian thuc hién khdo
sat tr thang 11/2022 - thing 01/2023. Phudng
phép thu thap dit liéu: khdo sdt dugc ti€n hanh
thong qua hinh thiic phdng van tryc ti€p bing bdn
cau hdi trén gidy.

3. K&t qua nghién ciu

3.1. Kiém dinh Cronbach’s Alpha

Sauki€m dinh Cronbach’s Alpha cic thang do
bi€n ddc 1ap va bi€n phu thudc trong mo hinh, két
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qué cho thiy c6 25 bi€n quan st di do tin cay dé
thuc hién cdc budc phin tich ti€p theo. Vi két
qua phan tich dd tin cdy cdc thang do & K&t qua
phan tich dd tin ciy cho thiy cdc Cronbach’s
Alpha déu c6 tong cao va hé s6 tuong quan tdng
bién cao, thé hién do tin cdy nhat quin ndi tai cao.
Do d6 c6 su lién két giita cdc bi€n quan sét trong
cing mot nhan t6 véi nhau va mdi bi€n quan sdt
déu c6 déng g6p gi4 tri vao nhan td c6 lién quan.

3.2. Phén tich nhén t6'khdm phd (EFA)

Theo cdc nguyén tic phan tich nhan t6 khim
phd EFA. K&t qua phan tich nhan t6 khdm ph4 1an
diu clia cdc bi€n doc 1ap cho thdy bi€n Tu van
vién 4 c6 hé sd tdinhan t6 < 0.5 nén loai bi€n nay
ra khdi thang do va ti€n hanh phin tich 1an 2. K&t
qua phan tich khdm ph4 EFA 14an 2 d6i v6i 24 bién
quan sit c6 gia tri Eigenvalues déu 16n hon 1 va
t6ng phuong sai trich dugc 1a 71.125% > 50%. K&t
qua cho thdy cdc nhém y&u t6 van giit nguyén
(khdng tach thanh nhém mdi) va 6 nhém y€u &
dudc trich ra c¢6 thé gidi thich d&€n 71.125% su
bi€n thién clia dit liéu. Piéu nay cho thd'y mo hinh
EFA la phu hgp.

K&t qud phan tich nhan t6 khdm pha EFA céc
bi€n doc 1ap cho thdy, Factor Loading clia cdc bi€n
déu > 0.5 nén dugc xem 12 c6 ¥ nghia thiét thuc.
DPong thdi khdc biét hé s§ tdi nhan t§ Factor
Loading cia mot bién quan sat giita cdc nhan to
déu dam bao gia tri phan biét giita cic nhan to.

Nhém nhan t6 F1 vAn giit tén nhur md hinh
nghién citu dé€ nghi 1a “Uy tin thuong hi¢u”, gdm 4
bi€n quan sit c6 hé sd tdi nhan t6 tir 0.701 dén
0.826.

Nhém nhan t6 F2 van giit tén nhuy md hinh
nghién cttu dé nghi 1a “Kénh phan phdi”, gom 4
bi€n quan sit c6 hé s6 tii nhan & tir 0.620 dén
0.791.

Nhém nhan t6 F3 van giit tén nhuy md hinh
nghién cttu dé nghi 1a “Chat lugng dich vu”, gdm 4
bi€n quan sit c6 hé s& tdi nhan t6 tir 0.664 dén
0.826.

Nhém nhan t6 F4 vAn giit tén nhu md hinh
nghién ctfu dé nghi 1a “Gid c¢4”, gdbm 3 bi€n quan
sdtc6 hé so tdi nhan & tr 0.723 dén 0.856.

Nhém nhan t6 F5 van giit tén nhu md hinh
nghién citu dé nghi 12 “Nhém tham khdo”, gdm 3
bi€n quan sdt c6 hé s6 tii nhan & tir 0.747 dén
0.759.

Nhém nhan t6 F6 van giit tén nhuy md hinh
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nghién ctfu dé nghi 1a “Tu van vién”, gdm 3 bi€n
quan sdt c6 hé s6 tdinhan t tr 0.639 dén 0.811.

BAng 1. K&t qua phén tich nhén t6 khédm phé
EFA bién phu thuéc

Component Matrix2

Component
1
Quyétdinh mua 3 .876
Quyétdinh mua 2 .862
Quyétdinh mua 1 .858

Béang 1 cho thdy, Factor Loading clia cdc bién
déu > 0.5 nén dugc xem 12 c6 ¥ nghia thiét thuc.
DPong thdi, cdc thanh phin trong thang do Quyét
dinh mua t6ng thé da hoi tu thAnh mot nhan 8. Nhu
vay, tac gia c6 thé st dung nhan t6 Quyét dinh mua
tong thé d€ nghién citu va phan tich.

Kiém dinh su phit hdp ctia mo hinh biing hdi quy
boi: Sau khi ti€n hanh phan tich hdi quy 6 nhan t&
c6 quan hé tuyé&n tinh va cting chiéu vé6i bi€n phu
thudc vé6i sig = 0.00 déu nhd hon 0.05. Hé s6 R2
hiéu chinh = 0.616, nghia la sy phu hgp ciia md
hinh 12 61.6%; 38.4% con lai do cdc yé€u t6 ngoai
mo hinh. Nhu vay, cdc két qud cda dif liéu thu thap
dugc gii thich cd ban dat yéu cAu cho md hinh.
(Bang 2)

Hién tugng da cong bién giita cdc bi€n doc 1ap
dnh hudng khong ding k€&, vi d6 chidp nhin
Tolerance 16n va gia tri 16n va hé s6 phéng dai
phuong sai (VIF) déu nhd hon 2.

T nhitng phan tich trén, ta c6 dudgc phuong trinh
hdi quy nhu sau:

QbM =0.130*UTTH + 0.136*CLDV

+0.189*NTK + 0.164*KPP
+0.279*GC + 0.242* TVV

Phén tich Anova: Cac bi€n kiém sodt nhu: gidi
tinh, d tudi, nghé nghiép, thu nhap déu c6 mic y
nghia > 0.05 nén chua di diéu kién d€ khing dinh
s khac biét. Piéu nay cho thdy quyét dinh mua san
phdm bao hiém CSSK ctia KHCN trén dia ban TP.
Pa Ning khong bi tic dong bdi cic bién ki€m sodt
nhu gidi tinh, nhém tudi, nhém nghé nghiép, nhém
thu nhap.

M0 hinh hiéu chinh (Hinh 2)

4. K&t luan va kién nghi gidi phap

Qua két qua phan tich c6 thé thdy c6 6 nhan t&
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BAng 2. K&t qud phan tich héi quy

Coefficients?
T Unstandardized Coefficients | Standardized Coefficients ( Sig Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) -.249 225 -1.106 | .270
UTTH 130 .052 130 2.501 013 712 1.404
CLDV .150 .056 136 2.661 .008 742 1.348
1 NTK A74 .047 189 3.700 | .000 137 1.357
KPP 164 .056 164 2930 | .004 620 1.614
GC 238 .044 279 5.364 | .000 716 1.396
TW 222 .050 242 4454 | .000 655 1.526
a. Dependent Variable: QPM
Model Summary®
Model R R Square Adjusted R Square Std. Error of the Estimate | Durbin-Watson
1 7922 627 616 43290 1.984
a. Predictors: (Constant), TVV, UTTH, NTK, CLDV, GC, KPP
b. Dependent Variable: QDM

Hinh 2: Mé hinh hiéu chinh

dén 1a Chat lugng dich vu v6i 4 = 0.136. Va cudi

ciing, thainh phin “Uy tin thuong hiéu” 13 thanh
phan it c6 sy 4nh hudng d&€n quyét dinh mua cia

Gidea  |—t=======
i KHCN véi a =0.130. Tuy nhién, mirc d quan trong
Tuvénvien | TTTTT0C khong c6 su chénh 1&ch 16n giita cdc nhan 6.
P ' Thong qua k&t qud nghién citu, tic gid dua ra
Nhom thamkhdo | "= - Quyét dinh mua sin mot s6 dé€ xudt nhu sau:
_______ pham bio hiém chim ) , Lo , ., . - . A
: T . Nh?m gidi phap gid cd: Nguti mua khé nhan
Kénh phin phoi cd nhin bi€t vé 1gi ich cia bao hiém mang lai. Ngudi mua

Chét lrong dich vu

Uy tin thuong hiéu

tac dong dén quyét dinh mua sian phim bio hiém
CSSK ctia KHCN trén dia ban TP. Pa Néing trong
thdi gian qua. Vi th€, d€ gia ting hanh vi mua clia
KHCN , tdc gid s& dua ra d& xudt nhim cdi thién 6
nhén t6, d6 1a: Uy tin thuong hiéu, Chat lugng dich
vu, Nhém tham khdo, Kénh phan phoi, Gid ca va
Tu van vién. Trong d6: Gid c4 1a thanh phin quan
trong v6i 4 =0.279. Tu van vién 1a thanh phin quan
trong th hai v6i & = 0.242. Nhém tham khao 1a
thanh phan quan trong thi ba v6i 4 = 0.189. Kénh
phan phdi thanh phan tht thtt tw véi 4 = 0.164. Tip

b4o hiém thudng quan tim t&i mic phi (gid ca cla
sdn phdm bao hi€m). Hién nay, vin con nhiéu biéu
hién canh tranh khong lanh manh nhu: ha phi bao
hi€m, ting chi hoa hdng bdo hi€ém ma khong hé chi
ydén chat lugng sin phdm bao hiém ciing nhu chit
lugng dich vu. Do co ché€ mé cita cho cdc doanh
nghiép bao hiém nudc ngoai vao Viét Nam hoat
dong kinh doanh b4o hi€m nén tinh hinh canh tranh
vé mifc phi bdo hi€m cang gay git, tranh chip thi
trudng, 16i kéo khach hang van diénra. Vi vay, Cuc
Quéan ly, gidm sat bao hiém phai truc ti€p quan ly,
gidm sit hoat dong kinh doanh bio hiém va cic
hoat dong dich vu thudc linh vyc kinh doanh bao
hi€m theo quy dinh ctia phap luat. Cic cd quan
quan 1y nha nuéc nhu Bo Tai chinh cin dua ra mitc
phi san ddi v6i tiing mét hang.
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Nhém gidi phdp tu vdn vién: Doanh nghiép bdo
hi€m cin trg gitip clia cic tu van vé quan Iy rii ro,
tu van vé tai chinh, ngan hang, tu van vé dau tu,
bdo hiém..; Cic doanh nghiép bido hi€m can
khong ngirng tim ki€m va nang cao tu vin vién
b4o hiém gidi c6 nhiéu ki ning nhu ki ning quing
cdo ti€p thi, ki ning ndm bét tdm 1y khdch hang
cling v6i d6 1a sy cdn than, ti mi va tan tuy. Ngoai
viéc tim ki€m, m& rong doi tugng khach hang,
ngudi ban bdo hiém ciing cin phdi quan tim,
chim séc nhitng khach hang thin cii d€ gia ting
niém tin noi ho, b&i khong phai chi dgi ngudi mua
dit but ky 1a xong, hgp ddng bdo hi€m con rang
budc ban phdi c6 trach nhi€m vdi ngudi tham gia
bao hi€m trong thdi gian dai.

Nhoém gidi phdp nhém tham khdo: Quyét dinh
mua san phdm niao d6 ciing chiu 4nh huéng bdi
nhitng nhém tham khéo, trong khi Viét Nam c6 van
héa nhiéu th& hé song chung nhau trong mot gia
dinh. Ty tifng loai sdn phdm bao hiém ma mic do
4nh hudng clia vd va chdng khidc nhau. Vi vy, ludn
tim ki€m nhitng gidi phdp dé cai thién nhitng nhan
t6 tic dong din d&€n quyét dinh mua sidn phdm bio
hiém ctia khdch hang. B&i, bdo hiém khdng ngirng
chi ban sdn phim cho 1 KHCN trong gia dinh, ma
thudng tu vin thém dé cic thanh vién trong gia
dinh, ngudi thin hay nhitng ban be, ddng nghiép
cling tham gia ddi v6i nhitng sdn pham bdo hi€m
danh cho KHCN nhu Bdo hi€m stic khde, Bédo hiém
con ngudi.

Nhém gidi phdp kénh phdn phéi: Ngoai cic
kénh phan phdi truyén thong, bdo hiém can chu
trong phat trién kénh phan phdi ban chéo sdn phdm
giita bao hiém phi nhan tho va bio hiém nhan tho.
Hinh thitc k&t hgp trén s& ti€t kiém chi phi do tao
dai ly. Bén canh do, ddi mé6i cd ché& tuyén chon
trung gian vé nguyén tic dai ly va chi nhanh bdo
hi€ém 14 nhitng trung gian c6 quyén hanh dong thay
mit cong ty bio hi€m trong viéc td chifc hoat dong
st dung san phdm ctda cong ty, do vdy viéc tuyén
chon c4c loai trung gian nay phdi hét sitc chiit ché.

Kénh hdp tic phan phdi bdo hi€m qua ngin

TAILIEU THAM KHAO:

hang t&t nhat thi trudng, ludn 1y khach hang lam
tam di€m va khong ngirng gia ting 1¢i ich cho tat
c4 cdc bén lién quan. Tan dung cdc th€ manh sin
c6 clia cong ty bdo hi€m va ddi tdc ngan hang,
ciing nhu 4p dung cong nghé s6 vao hoat dong
kinh doanh.

Nhém gidi phdp chdt lugng dich vu: Quyét dinh
mua sin phim bao hiém ctia KHCN sé ting khi ma
cdc san phdm dich vu t6t, thi tuc gidi quyét nhanh,
hinh thitc cAp bao hiém da dang, phong phi va dich
vu gia ting nhiéu.

Phan cong hdp 1y ngudn luc cdn bd, dai ly truc
dudng day néng 24/24 dé ti€p nhan thong bao tir
khich hang mot cdch nhanh chéng, kip thoi. Cac
doanh nghiép bao hi€m cin tao niém tin, 4n tuong
t6t v4i khdach hang bing cich nhanh chéng gidi
quy&t nhitng van dé ctia khdch hang trong qua trinh
sit dung dich vu bao hi€m, nhit la trong qud trinh
khdch hang cin gitip d& gidi quyét nhitng rdi ro
phiét sinh. Tuy nhién, doanh nghiép bdo hiém cin
tao moi diéu kién thuin 1gi d& khach hang nhan
tién bdi thudng nhanh chéng, diing véi diéu khoan
cam két trong hgp ddng bdo hiém va diing quy trinh
clia Bd Tai chinh trong viéc chi trd bdi thudng.
Doanh nghiép bdo hiém khong ngimng tao ra cic
nhém san pham bao hi€m, cdc géi sin phdm bio
hiém véi mic gia phit hgp véi nhiéu phian khic
khéach hang; ¢6 thé thay d6i hodc bd sung céch thic
thanh todn, phan phdi sdn phadm tdi tay khach hang,
tao diéu kién thuan 1gi nhat cho khdch hang mua va
st dung san pham bao hiém.

Nhom gidi phdp uy tin thuong hiéu cong ty: Cac
doanh nghiép bao hi€m nén cé nhiéu hoat dong tai
trg cu thé, sy kién, chuong trinh thuc t&€ va ti€n hanh
qua nhiéu nim d€ tao uy tin thuong hiéu thong qua
chinh c4c hoat dong d6. Pdng thdi, cic hoat dong
nay can dugc quang b4 rong rii trudc, trong va sau
khi ti€n hanh d& mang thong tin d&€n véi khich
hang, dé nhiéu ngudi bi€t dén. Viéc quang ba phai
l1am cho kh4ch hang thi'y dudc nét riéng ctia doanh
nghiép, khdc hin véi nhitng doanh nghiép bao
hi€m khdc =

1. Nguyén Xuan Lin, Pham Thi Lan Huong, Pudng Thi Lién Ha (2010). Hanh vi nguoi tiéu ding, Ha Noi: Nha

xudt ban Tai chinh.
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FACTORS AFFECTING THE DECISION
OF INDIVIDUAL CUSTOMERS IN DA NANG CITY
TOBUY HEALTH CARE INSURANCE
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ABSTRACT:

This study is to measure the factors affecting the decision of individual customers in Da Nang
City to buy health care insurance. The study find out that there are 06 important factors affecting
this decision of individual customers. These factors, listed in the ascending order of impacting
level, are: (1) Price, (2) Consultant, (3) Reference group, (4) Distribution channel, (5) Service
quality, and (6) Brand reputation. Based on the study’s results, some policy implications are
proposed for administrators and state management agencies to better develop the insurance
market in Vietnam.

Keywords: buying behavior, insurance, health care, individual customer, impacting factor, Da
Nang city.
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