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TOM TAT:

Nghién ctfu nay c6 muc dich d4nh gi4 tdc dong ctia chat luong dich vu (CLDV) tdi su hai long
ctia khach hang (SHLCKH) trong bao hiém trach nhiém dan sy d6i v6i chii xe 6 to, bing viéc khao
sat 320 chii xe & to. Cong cu Cronbach Alpha, EFA, CFA va phan tich hdi quy bodi dugc sit dung.
K&t qué cho tha'y Hinh 4nh cdng ty khong ¢6 4nh hudng; cdc nhan t6: Kha ning ddp ting, Ning luc
phuc vu, Khd ning ti€p can, Khd ning tu van, Ky thuat dich vu, D0 tin cay va Cong nghé thdng tin
vGi cdc miic @0 Anh hudng khadc nhau t6i sy hai 1ong cia céc chi xe 6 to.

Tir khéa: chi't lugng dich vu, sy hdi long, bao hi€ém, trach nhiém dan sy.

1. Dat van dé

CLDV la y€u t6 mang tinh chi€n lugc va thiét
y&u cho sy ton tai va thanh cong ctia mdi doanh
nghiép trong sy canh tranh khoc liét hién nay
(Phillip va cong su, 1983). Cac doanh nghiép da
nhin ra mot s8 1¢i ich tiém ning tir viéc trién khai
cdc chuong trinh CLDV, bao gdm nhu ting
SHLCKH, gitt chan khach hang, tao long trung
thanh cho khéach hang, tich cyc truyén miéng, ting
cd hdi ban chéo, tao phiic 1¢i cho nhin vién va cai
ti€n hinh d4nh (Al Bassam&Al Shawi, 2011). Do
vay, CLDV dugc xem nhu mdt tiéu chuin xuat sic
cho cdc yéu cau ctia khdach hang va lam khdch hang
hailong hon.

Dich vu b3o hi€ém 13 mdt loai hinh dich vu dic
biét vi n6 nhim théa man chirng muc ndo dé cia
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con ngudi vé& sy an toan; diy 12 nhu ciu ma vi tri
clia n6 chi ditng sau nhu ciu du tién 1a nhu cau
sinh 1y (Maslow va cdng su, 1970). Dich vu béo
hi€ém c6 san xuat khong dong thdi véi tiéu ding
nén khac véi cac dich vu khic (Zeithaml va cong
su, 1988). Chat lugng va gia tri clia dich vu bdo
hi€m c6 thé dugc danh gia sau khi khach hang mua
hgp ddng bao hi€m mot thdi gian, tai thdi diém yéu
cAu (Solomon, 2014), hoic c6 thé sau khi khich
hang da trdi nghiém trong qud trinh mua lai
(Przybytniwski, 2015). Trong linh vyc tai chinh va
dic biétla bdo hi€ém, hoat dong kinh t&€ gin chit vdi
viéc giit chan khach hang (Diacon&OBrien, 2002
dan theo Toukatos, 2007). Mitc do duy tri mdi quan
hé clia ngudi tham gia bdo hiém véi doanh nghiép
b4o hiém phu thudc vao viéc giit chan khich hang
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¢6 hai long véi CLDV clia doanh nghiép cung cip
dich vu hay khong. Cac nghién ctu truGe day da
khéng dinh sy khong hai 1ong ctia khdch hang trong
hoat dong bdo hiém bit ngudn tir viéc dich vu dudc
cung cap kém (Wells&Stafford, 1995).

Béo hi€m trach nhi¢ém dan sy (TNDS) chd xe cd
gidi ddi vdi ngudi thit ba 13 loai hinh bio hi€ém bit
budc khong phu thudc vao sd thich hay nhu ciu
tham gia cia chii phuong tién xe cd gi6i ma bat
budc tit cd nhitng ai tham gia giao thong la chi
phuong tién hay dugc nhugng quyén sé hitu ¢ dicu
khién phuong tién xe co gidi déu phai tham gia bao
hiém theo quy dinh ctia Nha nuc. Tuy nhién,
khong phéi vi bit budc ma cac doanh nghiép bdo
hi€m khong chi trong vao viéc ning cao CLDV
dem lai SHLCKH. Va hon th€ nita, CLDV khong
nhitng 14 ngudn stiic manh canh tranh chii y&u giita
cic doanh nghiép bao hiém, ma con lam ting ty 1&
tham gia bio hiém ciling nhw nhan thifc clia cdc chi
xe cd gidi ddi v6i loai hinh bdo hiém nay.

2. Pdi tugng va phudng phap nghién cifu

Téng thé clia miu nghién ciu 1a chii xe 6 td
dang luu thdong va hoat dong trén dia ban tinh
Thanh Héa. Do han ché& vé kinh phi, nén nghién
clfu da ti€n hanh phan vang va khu vuc trong tinh
dé khio sat, nhung vin ddm bio tinh khoa hoc va
tinh dai dién cia mau.

Kich thuéc miu trong nghién ctu dudc ti€n
hanh tinh todn dua trén co s§ 14y mau theo Hair va
cong sy (1998): ¢ mau t6i thi€u bing 5 1an cic
ménh dé trong thang do va trong nghién citu nay c6
47 bi€n quan st nén cd mAu tdi thiéu 1a 475 =235
quan sat.

Phuong phap ti€n hanh khdo sit dugc nhém
nghién cttu thuc hién khéo sit tryc ti€p doi véi cac
chi xe tai khu vyc thanh phd Thanh Héa va bing
céc hinh thic gidn ti€p khic ddi vé6i cic chi xe &
céc khu vic 1an can va xa thanh phd Thanh Héa.

3. K&t qua nghién cifu

3.1. M&u nghién citu

MZAu nghién cifu nay bao gdbm khach hang 1a cic
chi xe 6 t6 trén dia ban thanh phd Thanh Héa. Céc
chii xe 6 td dugc chon theo phudng phdp chon miu
ngiu nhién, vé6i s luong chii xe 6 to dugc khio sit
12 320, c& miu nay dam bdo va phi hgp véi cdch

xdc dinh ¢8 miu diéu tra theo Hair va cong su
(1998). Phi€u khio sit s& bao gdm vé cic thong tin
cd nhin va cdc danh gid cia khach hang vé chit
lugng dich vu, vé su hai long cia ho.

3.2. Két qua nghién ciiu

3.2.1. Pdc diém ciia mau nghién ciiu

Theo két qua khio sit, doi tugng khach hang 1a
chu xe 6 t6: gidi tinh ¢6 256 nam (80%) va 64 nit
(20%), tham gia nghién citu v6i do tudi 1a 18 ngudi
dusi 20 tdi (5,6%), 79 ngudi tir 21-30 tudi
(24,7%), it 31-40 tudi c6 147 ngudi (45,9%), tir 41-
50 tudi c6 63 ngudi (19,7%), tir 51-60 tudi c6 13
ngudi (4,1%) va trén 60 tudi khong c6 dif lidu; thu
nhip < 5 triéu ddng/ngudi/thdng c6 16 khach hang
(5,0%), tir 5-10 triéu ddng/ngussi/thang c6 62 khach
hang (19,4%), tir 11-15 triéu dong/ngudi/thang c6
124 khach hang (28,8%) va tor 16 tricu
ddng/ngudi/thing c¢6 118 khich hang (36,9%).
Trinh d6 hoc van cap 3 ¢6 16 ngudi (5,0%), PH/CD
¢6 217 ngudi (67,8%), Thac s céd 47 ngudi (14,7%)
va Tién s c6 40 ngudsi (12,5%).

3.2.2. Két qud nghién ciiu

Theo md hinh nghién citu, mdi quan hé chat
lugng dich vu va su hai 1ong cta khach hang, su
khéng dinh hai long thong qua hanh vi mua trong
bao hiém bit budc trach nhiém dan su chi xe 6 to
gdm c6 8 bi€n ddc 1ap va 2 bién phu thudc.

T4t ca cac thang do qua ki€m dinh 1an 2 déu c6
hé s6 CronbachAlpha khé cao (> 0,7) va cdc bién
quan sit clia thang do déu c6 hé sd tuong quan bién
tong > 0,3, do d6 déu dudc st dung cho phan tich
EFA tiép theo.

K&t qué phan tich EFA d6i véi chl xe 6 to cho
thay tdng phuong sai trich bing 68,345% (> 50%)
va KMO 1a 0,848 (> 0,5) va kiém dinh Bartlett c6 ¥
nghia thong ké (Sig. < 0,05) nén phén tich EFA la
phit hgp, khdng c6 nhém nhan t6 méi dudc tao ra.
(Béng 1)

K&t qua ki€ém dinh gi tri phan biét giita cic
bi€n trong md hinh cho thay tat cd cac hé s tuong
quan cda tirng cip khéi niém khéc biét so v6i 1 & do
tin cdy 95%, do d6 cdc khai niém nghién cttu déu
dat dugc gid tri phan biét. K&t qud phan tich CFA
céc chi tiéu do luong d6 phu hgp ctia mo hinh cho
tha'y hé s6 Chi-square/df = 1.734 < 3, TLI = 0.906,
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Bdng 1. BAng KMO va Bartlett Test
ddi vé&ichl xe 6 16

Kaiser-Meyer-Olkin Measure
i 848
of Sampling Adequacy.
Bartlett's Approx. Chi-Square 7244 661
Test of df 851
Sphericity Sig 00

Nguén: Tdc gid téng hop tix phan tich dit lidu so cdp

CFI = 0.916 déu 16n hon 0.9 va hé s6 RMSEA =
0.048 < 0.08, vi thé€ md hinh c6 su phu hgp vdi thi
truong. K&t qud cdc gia tri P-value clia cic bién
quan sit bi€u dién cdc nhan & déu cé gia tri =
0.000, do d6 céc bi€n quan sit dugc khing dinh c6
kha ning bi€u dién t6t cho nhin t& trong md hinh
CFA. Cac thang do nghién cttu da ddm bao cac yéu
cAu phan tich. Nhu vay, k&t qua sau khi phin tich
CFA kiém dinh sy tudng quan ctia cdc thanh phin
thang do gdm 8 bi&n doc 1ap (36 bi€n quan sat) va 2
bi€n phu thudc (3 bi€n quan sat/1 bi€n phu thudc)
cho thdy cdc thanh phan clia thang do déu dat dudc
gid tri hoi ty, gia tri phan biét, c6 su tuong quan va
datyéu ciu vé gia tri cling nhur do tin cay.

K&t qua phan tich SEM, véi df = 669, Chi-

square = 1235.689 véi p-value = 0.000 < 0.05, Chi-
square/df = 1.847 <3, CFI=0,911, TLI = 0,901 déu
16n hon 0,9; RMSEA =0.052 < 0.8 nén khflng dinh
mo hinh phit hgp véi dit liéu thi trudng. K&t qué cac
gid tri P-value clia cdc bi€n doc 1ap déu c6 gia tri
thap hon gid tri 0.05, do d6 cic bién doc 1ap déu thé
hién sy 4nh huéng tdi bi€n phu thudc. (Bang 2)

Nhu vy, yéu t& “Kha ning tu van” c6 tdc dong
manh nhat tdi sy hai 1ong clia khiach hang, dong
thoi sy HL cda chi xe ciing tdc dong manh t6i HV
mua bio hiém bit budc TNDS ciia cic chii xe d td.
Nhu vay, céc gid thuyét H2, H3, H4, H5, H6, H7,
H8, H9 dugc chip nhan, con gid thuy&t HI khong
dugc chip nhan nghia 12 y&u 8 Hinh 4nh cong ty
khong anh hudng tGi sy hai long ctia khach hang.

Sau khi phan tich cdc y€u t6 ctia chat lugng dich
vu 4nh hudng dén sy hai long va hanh vi clia chii xe
0 t0, md hinh con lai 7 nhan t6 cau thanh chat lugng
dich vu: NL, KT, DU, TC, KN, TT va TV. (Bing 3)

K&t qua hdi quy SEM & Bang 3 udc lugng mdi
quan hé nhian qua giita chit lugng dich vu d6i véi sut
hai 1ong clia chi xe 6 to c6 k&t qui P < 5% khing
dinh ring Chat lugng dich vu c6 tidc dong tich cuc
dén su hai long clia chli xe 6 t0, v6i hé s6 chuin
héa dat 0,896. M6 hinh hoan toan phu hdp véi dir
liéu thi truGng.

BAng 2. K&t qud ki€m dinh gid thuyé&t mé hinh déi véi chl xe 6 t6

Giéﬂ Mai quan hé H?: 36" Sjli s Gia tr) tdi Giatn Két qua ) Thﬂt}_l
thuyét chuanhéa | chuan (S.E) han (CR) P anh hudng
H3 HL | < | NL 134 .056 2.591 .010 Chap nhan 4
H6 HL | <— | KT 125 .046 2.460 014 Ché&p nhan 6
H8 HL | <— | TT 231 .053 4.269 b Ché&p nhan 2
H2 HL | <- | DU 204 .055 3.923 b Chép nhan 3
H7 HL | < | TC 131 .070 2.101 .036 Chép nhan 5
H5 HL | < | TV 247 .063 4112 b Chap nhan 1
H1 HL | <— | HA .094 077 1.545 122 Khong Chép nhén
H4 HL | <— | KN A1 .056 2.101 .036 Ché&p nhan 7
H9 HV | <- | HL 436 .057 6.731 b Ché&p nhan
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Nguén: Tdc gid tong hop tix phan tich dit lidu so cdp
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Bdng 3. K&t qud udc lugng mai quan hé nhan qud gitia chét Iugng dich vu
dai véi su hdi long cla chl xe 6 16

Méi quan hé Hé so chuan héa

Sai 6 chuén (S.E)

Giatritéihan (CR) | GiatrjP Kétqua

HL | <

CLDV .896 408

5.838 ok Ch&p nhan

4. Kétluan

K&t qua nghién citu cho thdy, ¢6 7 nhan td cla
chat lugng dich vu tdc dong téi sy hai long cla
khdch hang trong bdo hi€ém TNDS chi xe 6 to;
trong d6, nhan t6 Kh3 ning tu van c6 tic dong
manh nhat téi sy hai 1ong clia khdch hang. Bdo
hi€ém TNDS chii xe 6 t6 12 mdt nghiép vu bdo
hi€m bit budc d6i vdi cdc chii xe 6 to nhung trén
thuc t€ dit 1a bit budc, song cdc chii xe 6 to ciing
chua thuc sy hi€u 16 dugc nhitng quyén 1gi va
trach nhiém khi tham gia bdo hiém, chua thuc su
hai 1ong ty nguyén tu gidc tham gia bdo hiém,
nhiéu khdch hang con khién cudng khi mua bdo
hi€m, ty 1& tham gia bdo hi€m clia cic chi xe 6 tO

TAILIEU THAM KHAO:

Nguén: Tdc gid phan tich tir dit li¢u so cdp

chua cao. Do vdy, cong tic tu van cAn phai dugc
chii trong. Bén canh d6, ciing cAn ning cao ning
lyc phuc vu, kha niang dap dng ciing nhu trinh do,
chuyén mon ctia nhian vién/dai ly bdo hiém, tao
dugc sy tin cdy cao cia khach hang; md rong va
da dang héa cdc kénh phan phdi san pham dé viéc
ti€p can mua bio hiém cho khich hang dugc dé
dang hon. Mic du y€u t6 hinh 4nh cong ty khong
4nh hudng dén sy hai long cla khach hang nhung
cdc DNBH ciing cin ddm bdo cdc y€u t& hitu hinh
(co s& vat chat, trang phuc clia nhin vién, gidy
chiing nhéan bdo hiém) trang trong, lich sy va hap
din nhim ting sy hai long cho khdch hang khi
ti€p xtic W
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ABSTRACT:

This study is to evaluate the impact of service quality on the satisfaction of customers with the
civil liability of car owner insurance by surveying 320 car owners. Cronbach’s alpha, exploratory
factor analysis, confirmatory factor analysis, and multiple regression analysis are used in this
study. The study’s results show that the corporate image does not impact the satisfaction of
customers while the factors of responsiveness, service capacity, accessibility, consulting ability,
technical services, reliability, and information technology affect the satisfaction of customers at
different influencing levels.

Keywords: service quality, satisfaction, insurance, civil liability.
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