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TOM TAT:

Su biing nd clia cich mang cong nghiép 4.0 dang 1am thay ddi c4ch thifc kinh doanh clia céc
cong ty bdo hi€m d€ bit kip xu thé phat trién cong nghé trén thé gidi. Viéc ting dung tri tué nhan
tao (artificial intelligent) trong nganh Bdo hi€m dugc xem 12 mot gidi phdp hiéu qua nhiim nang
cao hiéu suat cia doanh nghiép va gia ting sy hai long khach hang. P& dat dugc muc tiéu nay,
tdc gid da lugc khio hon 105 tai liéu va thuc hién phdng van sau 10 chuyén gia trong nganh Bio
hi€m, am hi€u vé tri tué nhan tao (AI). K&t qua cho thdy Al c¢6 thé hd trg trong viéc xi Iy don
yéu cau bdo hi€m (proposal for insurance), thim dinh bdo hi€m (underwriting), xtt ly bdi thudng
(claim processing), phdt hién gian 1an (fraud detection), x& 1y ngdn ngit tu nhién (natural
language processing) va trai nghiém ctia khach hang (customer experience). Nghién ctu cling
chi ra 1gi ich cho cdc cong ty bdo hi€m ciing nhu cdc chii hgp ddng khi ting dung Al trong giao
dich va quan Iy hoat dong bao hi€m nhim ddng tao ra gié tri cho c4 hai bén (bén mua bao hiém
va bén bdn bio hi€m).

Tit khéa: dong tao ra gid tri, tri tué nhan tao, hdp ddng bao hiém, gidi quyét bdi thudng, phat

hién gian 14n, trdi nghiém cta khach hang.

1. Dit van dé

Viét Nam 1a qudc gia ¢6 dan s6 hon 90 triéu
ngudi, c6 41% ty 1& ngudi dung Internet, chi€m ty
1&¢ cao nhi't khu viyc Pong Nam A. Song song véi
sy gia ting dang k€ vé nhu ciu bdo hi€m, viéc
trién khai cong nghé méi 1a diéu hoan toan c6 thé
trong mdt tuong lai khong xa. Chinh pht Viét
Nam di d4y manh ng dung cdng nghé thong tin
trong linh vuc bdo hi€m, nim 2021, Bdo hi€ém xa
hoi Viét Nam di trién khai viéc tich hgp, cung cap
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15 DVC mtc d6 4 cia nganh lién thdong v4i céc
bd, nganh trén cdng DVC qudc gia. Pic biét, da
xay dung va trién khai thanh cong tng dung
“VssID - Bdo hiém xi hoi s6” trén nén tang thiét
bi di dong va hién tai da thi di€m viéc sir dung
hinh 4nh thé BHYT méi thay th€ cho thé gidy”.
Sau dai dich Covid-19, cdc cong ty bdo hi€m quan
tam dic biét dé€n ¥ng dung cdc cong nghé, tr d6
g6p phan tao nén mot cudc cdch mang lam thay
d6i cdach van hanh ctia nganh Bdo hi€m truyén
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thong. Nganh Bio hi€m da chuyén bi€n mot cach
tich cuc, khdch hang c6 co hoi ti€p cin bio hi€m
nhanh chéng hon, dugc trdi nghiém nhiéu cong
nghé cao va chuyén nghiép hon.

Tinh d&€n ngay 12/12/2022, thi trudng bio hi€m
Viét Nam c6 78 doanh nghiép kinh doanh bdo
hi€m (trong d6 c6 31 DNBH phi nhan tho, 19
DNBH nhéan tho, 2 DN tdi bdo hiém, 26 DN moi
gidi bdo hi€m) va 1 chi nhanh DNBH phi nhan tho
nudc ngoai. Tong tai sdn clia thi trudng bido hi€m
udc tinh dat 811.312 ty dong, ting 14,51% so véi
cung ky ndm 2021. Tuy nhién, viéc dp dung cong
nghé 4.0 trong nganh B4o hiém Viét Nam vin con
dang trong giai doan hinh thanh so khai va chua
dat dudc thanh tyu ding k& HAu hét cic doanh
nghiép bdo hi€m Viét Nam méi chi trong dén
website d€ so sinh sin phim bdo hi€m, hay
website bdn hang truc tuyén. Mot s6 cong ty phat
trién cdc Gng dung cong nghé & mic do co ban
nh4t nhu ¥ng dung bdn bio hiém trén thi€t bi
thong minh, cong nghé tra 16i khach hang ty dong.
Chi mot vai cong ty bido hi€m di cip nhat dng
dung & mitc cao hon nhu Chatbot. VGi chatbots
dugc hd trd bdi Al khdch hing nhan dugc cau tra
15i bat ky noi dau, bat ky ldc ndo, tr viéc gidi
quyét cdc van dé don gidn lién quan dén chinh
sdch d&€n gidi quyé&t cdc mdi quan tAm va thic mic
ctia khiach hang. Cong ty Bdo hiém Prudential
Viét Nam dd dng dung PRUBot - trong tu van
khach hang. Hé thong nay cé thé ty dong tra 15i
va x{ Iy nhitng tinh huéng tuong tdc v6i khach
hang dugc 1ap trinh trude d6. K& dén la Cong ty
TNHH B4o hi€m nhén tho AIA (AIA Viét Nam)
hién 12 mot trong nhitng cong ty bdo hi€m nhan
tho tién phong dp dung cong nghé Al Bio hiém
c6 tén goi 1a: tng dung MyAIA. MyAIA c6 thé hd
trg khdch hang tuy chinh thong tin ¢4 nhan, quin
ly hop ddng bdo hi€m, thuc hién mot s6 giao dich
co ban va dic biét 1a khach hang c6 thé gt hd so
yéu ciu thanh todn quyén 16i hgp dong, gidi quyét
quyén 1¢i bdo hiém, theo doi ti€n trinh gidi quyét
hd so mot cdch minh bach. Nhg tng dung cong
nghé nay, AIA Viét Nam da gidi quy€&t hon 30.000

hd so dudc thit nghiém thAm dinh qua Al Trong
khi d6, My va chiu Au 12 ndi mé ddu cho lan séng
cong nghé bio hi€m va chi€m ty trong khd 16n
trong so tién ddu tw cong nghé bao hi€m trén toan
cAulén dé&n 7,5 ty USD vao nim 2020.

2.CdsG 1y luan

2.1. Bdo hiém

Bio hi€m 13 mot linh vuc tuong d6i rong va
phitc tap do ban cht von di 1a chuyén giao rii ro tir
bén mua bao hi€m sang bén ban bao hiém. Trong
d6, bén mua bao hiém chip nhan tra phi bio hiém
con bén ban bio hi€ém (cdng ty bio hi€m) cam k&t
bdi thudng hoic trd tién bdo hi€m khi x3y ra sy
kién bdo hiém thong qua hdp ddng bio hi€ém dugc
ky két trudc d6. Theo Aswani va cong su (2020):
Bao hiém 14 bio vé tai chinh chong lai bit ky cic
loai rdi ro. Sy bdo vé nay dugc xac dinh bdi mot
hgp ddng dudc ky két giita cong ty bdo hi€m va
ngudi dudc bdo hiém (ngudi thu hudng). Cong ty
bao hiém Ia cong ty ban bio hiém va ngudi mua
bio hiém I ngudi thu hudng 1gi ich clia hgp ddng
bao hi€m. Cong ty bdo hi€m ddng y chap nhan rii
ro ctia mdt thuc thé duge bao hiém ddi véi cic su
kién trong tuong lai d€ ddi 14y khodn bdi thudng
biing tién dudc goi 1a phi bdo hiém.

2.2. Ly thuyét dong tao gid tri (Value Co-
creation)

Pdng tao gid tri c6 thé dudc phan loai thanh gia
tri st dung va gid tri trao d6i, phan 4nh nhitng ciach
suy nghi khac nhau vé viéc tao ra gid tri (Vargo va
cong su, 2008).

Kh4 ning ddng tao gid tri thong qua viéc tng
dung cong nghé mang lai gid tri s& dung trong
hoat dong cung c4p dich vu chuyén nghiép cho cd
doi bén. Doanh nghiép 4p dung cong nghé nhim
muc dich thay d8i moi trudng kinh doanh dugc
thuc hién thong qua s6 hda cdc quy trinh va phat
trié€n cdc dich vu k¥ thuat tao ra 1gi ich khach hang
va ca cong ty (Saunila va cong su, 2017). Céac
cong ty bao hi€m nim bit trao luu phat trién cong
nghé dang md ra cho ho cd hdi Gng dung cong
nghé nhim mang lai 1gi ich cho cong ty va khach
hang ctia ho.
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2.3. Tritug nhadn tao (Artificial intelligence)

Tri tué nhan tao la hé théng mdy tinh phin ng
véGi kich thich theo cach tuong ty nhu phdn dng
thong thuGng clia con ngudi, trong suy nghi, phdan
dodn va hanh dong (Dick, 2019). May tinh nay da
cho phép con ngudi thuc hién nhiéu nhiém vu nhiim
cai thién hiéu suit va hiéu qua cong viéc. Ngay
nay, trf tué nhan tao ngay cang tré nén phd bién, c6
thé ti&p can dif lieu khdng 16 va kha ning tinh todn
ngay cang nhanh, thic ddy viéc tao ra va cai thién
dd chinh xdc cta cdc Gng dung tri tué nhin tao
(Baum, 2020).

3. K&t qua nghién cifu

K&t qua clia viéc luge khdo ly thuy&t va thuc
hién phdng van siu cdc chuyén gia trong nganh
Bio hi€ém, am hi€u vé tri tué nhin tao dugc ghi
nhan nhu sau:

Céc chuyén gia cho ring Al gitip cdc cong ty
bio hiém bit kip véi thyc t€ thi trudng dang thay
ddi va diéu chinh theo sy phat trién cong nghé
toan cau. Cudc cdch mang cong nghé khi€n nhiéu
cong ty bao hiém thay d8i cdch nghi va cin khing
dinh vai tro clia ho vé tuong lai ctia chinh minh.
Vi Al céc cong ty bdo hi€m c6 thé xdy dung cic
nén ting x{ 1y dif liéu theo thdi gian nhim muc
dich théa man khach hang, phong ngira va ty dong
héa phan 16n cdc hoat dong nghiép vu bdo hi€m
trong tuong lai.

3.1. Cdc truong hop st dung Al

C6 5 linh vuc ¢6 bdn ma cdc cong cu tri tué
nhin tao c6 thé cich mang héa nganh Bio hiém:
X 1y yéu ciu bdi thudng, Cai thién trdi nghiém
cia khach hang, Phit hién gian 1an, Thim dinh
bao hiém (d4nh gi4 rdi ro va du bdo), X ly ngdn
ng{ tw nhién.

Téc gia tom tit lai biing mo hinh (Hinh 3.1) dé
nim bit hé&t tiém ning cla né.

3.1.1. Phdt hién gian lgn, phdt hién cdc khiéu nai
va ngdn ngia ton that

Gian 1an trong linh viic bio hiém ngay cang trd
nén tinh vi hon va vi€c phét hién gian 14n 1a mot
trong nhitng thach thifc 16n nhat ma cic cong ty bao
hi€m phai d6i mit. Cac yéu cau gian 1an phd bi€n
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Hinh 3.1: Cac dng dung cua Al
trong nganh béo hiém

Céc trudng hop sit dung Al
trong nganh béo hiém

Caithién
trai nghiém
clia KH

Xl ly yéu
cau boi
thudng

X ly ngbn
ngt tu nhién
(NLP)

Phat hién
gianlan

Th&m dinh
bao hiém

Nguén: Tdc gid tong hop, 2022

nhat 13 trong linh vic bdo hiém xe cd gidi bao gdm
bdo cdo sai vé xe va phu tiing bi ddnh cép, tai nan
xe, hoic chi phi stra chita ting cao. K& dén, 1a gian
1an bao hiém y t& khi ngudi yéu cau thay ddi hoa
don y t& hoic dién vao yéu ciu ddi véi cdc dich vu
chua dugc nhan.

Trong mdt md hinh truyén thdng, toan bd qui
trinh x4c minh yé&u cAu bodi thudng s& do cic dai ly
bao hiém chiu trach nhiém. Ngay c4 nhitng ngudi
¢6 kinh nghiém lau nim trong nganh ciing c6 thé
gap khé khin trong viéc phat hi€n gian 1an, dic biét
12 nhitng gian 14n it phd bi€n hon. Pay 1a noi Al
phét huy tic dung vdi ti€ém ning phit hién mau ciia
né. Al dugc lap trinh bing cdch st dung cic md
hinh hdi quy logistic d& phat hién sy gian lan. Al
cho phép ki€m tra céc tap dit liéu I6n d€ xac dinh
cdc miu ma con ngudi khdng nhin thiy dugc. Diéu
ndy gidp céc cong ty bdo hiém ngin chin cic yéu
cAu gian 1an trudc khi ching x4y ra, tiét kiém cho
cong ty rat nhiéu tién.

3.1.2. Al trong ddnh gid rii ro va phdt hanh don
bdo hiém

Al c6 thé gitip x4c dinh nhitng rdi ro, diy nhanh
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qué trinh bdo lanh phat hinh don bdo hiém. Thay vi
dya vao cdc tuong téc tryc ti€p trong qué trinh dinh
gid rii ro, cic cong ty bdo hiém c6 thé sit dung cic
thuat todn hoc may d€ xac dinh cac hanh vi rii ro
dugc x4c dinh thong qua dit liéu dugc trich xudt tir
giao ti€p, ching han nhu e-mail, chatbot, x{ 1y
ngdn ngit ty nhién. Vi muc dich dé, trude ti€n, mo
hinh dugc thiét 1ap dé phat hién miu véi tap dit lieu
md rong chita dit liéu lich st vé khich hang dugc
ghi chép lai @€ dat dugc k&t qua chinh xdc nhat
trong phan tich dy dodn rti ro véi muc dich bdo
lanh phat hanh don bdo hiém. Bén canh viéc xac
dinh cdc y&u t& i ro, cdc cong ty bdo hi€ém ciing c6
thé st dung md hinh dy doidn dé dinh gid. Cac mo
hinh dy dodn gitip ho diéu chinh gia (mtc phi bio
hi€m) theo tinh hinh hién tai trén thi trudng.

3.1.3. Xut Iy ngdn ngit ty nhién (NLP)

Xt 1y yéu cau bdo hiém truyén thong 13 mot qua
trinh ton thdi gian lién quan dé&n rat nhiéu thi tuc
gidy t8. N6 yéu ciu cdc chuyén gia xem qua nhiéu
tai lieu dé€ xdc minh trach nhiém gidi trinh cla
khdch hang va xdc nhan tinh hop 1&. Piéu d6 1am
cho viéc danh gid rai ro va phat hién gian 1an trg
nén khé khin hon nhiéu.

Ngay nay, st dung x& 1y ngdn ngit tu nhién
(NLP), cic cong ty bao hiém c6 thé xi Iy yéu cau
bdi thudng nhanh hon ma khong 4nh huéng dén bao
mat ctia ho. Cé4c thuat todn NLP dya vao thong ké
dé trich xuat va phan loai thong tin sau nay sé& phuc
vu cho viéc gidi thich khach hang t6t hon. NLP gitip
cdc cong ty bao hiém t3 chitc dif liéu va tém tit
thong tin dugc cung cAp trong cdc tai liéu cu thé,
ti€t kiém rat nhiéu cong viéc cho nhitng ngudi ra
quyé&tdinh.

3.1.4. Xit Iy ho so yéu cdu boi thuong bing viéc
nhdn dang hinh danh truc quan

Theo cich truyén thdng, dai 1y bio hiém s& phai
xudt hién tai hién trudng va x4c minh nhitng thiét
hai da xdy ra trong mot vu tai nan, thi€n tai hodc
bat k¥ su kién nio khic. Piéu d6 sé khi€n viéc
qudn Iy khi€u nai bi kéo dai, thim chi kéo dai dé€n
vai tudn. Gid dy, quy trinh x4c minh hién trudng
bing cong nghé Al d€ xit 1y mot cach hiéu qua hon.

Thém vao do, viéc nhan dang hinh dnh tryc quan sé
rit ngin qud trinh ndy vi né dudc ty dong héa mot
phin va hoan toan tir xa.

Tri tué nhan tao c6 thé dudc st dung dé udc
tinh chi phi khi khach hang nop don yéu cau boi
thudng. Al s€ st dung thuét todn thi gidc mdy tinh
dé€ xdc dinh mic do thiét hai trong hinh dnh dugc
ngudi dung tdi 1én hodc duva trén cdc tap dit liéu
trong qua khit. Biing cdch nay, Al c6 thé gitip cic
cong ty bdo hiém ti€t kiém tién cho viéc quan 1y
yéu ciu bdi thudng biing cich du dodn chinh xdc
chi phi bdi thudng.

3.1.5. Cdi thién trdi nghi¢m ciia khdch hang

Khich hang dang dan quen véi cic quy trinh tu
dong trong cdc nganh, ddnh gi4 cao viéc tiét kiém
thdi gian theo cach nay. Khach hang lu6n mong dgi
cdc nha cung cip bao hiém tra 15i k&t qua cda viéc
gidi quyét quyén 1gi bdo hiém mot cich nhanh
chéng. D€ rit ngin thdi gian, qué trinh tu ddng hoa
céc truy van cla khdch hang, cung cAp cho ngudi
diing quyén truy cip vao cic chatbot sé& gidi quyé&t
cdc van dé dién hinh. Nhitng vin dé& phic tap nhit
nén Uy thac cho cdc chuyén gia tuw van.

3.2. Loi ich cua dp dung Al trong nganh Bdo
hiém

Biing cdch 4p dung Al cdng ty bdo hiém c6 thé
gidm x4c sult sai s6t Anh hudng d&€n an toan tai
chinh clia doanh nghiép. Viéc xdc minh yé&u cau boi
thudng theo cdch thi cong (bao gdm cic i lieu va
hinh 4nh) dé x4y ra 16i, ton thdi gian va khong hiéu
qué. Céc cong cu tri tué nhan tao c6 thé ddm nhan
6t 16i clia qué trinh nay, cho phép céc dai Iy bdo
hi€m tip trung vio cdc cong viéc phiic tap va sing
tao hon doi hdi phéi ¢6 sy tudng tiac clia con ngudi.

Loi ich ciia vigc vuing dung Al cho doanh nghiép
bdo hiém:

Ung dung cia Al din dé&n ting ning suit, ning
cao ty 1& hai long ctia khiach hang cao hdn, ting
hiéu qua chi phi, han ch& riii ro, gidm thi€u t&n that.

Loi ich cua viéc dp dung Al cho cdc chii hop
dong bdo hiém:

Trén hét, tri tué nhan tao cdi thién trdi nghiém
khidch hang. Chatbot c6 thé trd 15i cdc cau hdi
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cia ho 24/7 va cdc thuit todn (Machine
Learning) d€ xit 1y cdc yéu cAu clia ho ngay lap
titc, thay vi phédi trdi qua qué trinh xdc minh thd
cong ton nhiéu thdi gian.

4. Kié&n nghi

D3i v6i chinh phi, cin sém xay dung hé thong
vin ban phap luat phit hdp véi diéu kién thuc t€ clia
thdi k¥ phat trién chudi gia tri cong nghé bao hiém
hién nay va trong tuong lai nhim tao hanh lang
phéply an toan trong hoat dong kinh doanh.

D&i véi céc cd quan quan 1y, can xAy dung muc
tiéu chién lugc phat trién cong nghé bio hiém trén
quy md qudc gia phit hdp v6i boi canh thuc t€ va xu
th€ clia thé gidi; dau tu, xAy dung ha ting k¥ thuat
s6 ddng bo, phit hdp véi chudi cong nghé bio hiém.

DP&i v6i cac doanh nghiép bido hi€m, cin tip
trung day nhanh chuyén d6i s6 héa cic hoat dong,
dich vu, sdn pham d€ nhanh chéng tham gia tit ca
cdc chudi gia tri cong nghé va ddp tng nhu cAu cla
thi trudng. Pic biét, cong ty bdo hiém can xem xét
dau tu vio cdc chuong trinh dao tao d€ nang cao ky
ning cho nhin vién va ca khach hang dé gitp ho

TAILIEU THAM KHAO:

hi€u ro hon vé cong nghé Al va chiic ning Al khic
nhau dugc 4p dung cho cdc hoat dong bdo hi€m
khic nhau, @€ nang cao hiéu qua trong viéc ap
dung cong nghé mdinay.

5.Kétluan

Viéc 4p dung Al mang lai nhiéu co hdi va 1gi ich
cho nganh Bao hiém. Sy biing nd clia cong nghé
doi hdi cac doanh nghiép bao hi€ém cin x4c dinh lai
vai trd clia minh trong chudi qué trinh dong tao ra
gid tri khi 4p dung Al Nhitng phdt hién ctia nghién
cttu nay s€ la nhitng ggi y cho cidc doanh nghiép
b4o hi€m, dic biét 12 tng dung Al trong quin 1y rii
ro, quan ly dir liéu cta khach hang, cai thién trai
nghiém ctia khdch hang va quy trinh gidi quyé&t boi
thudng va thim dinh bio hiém. Mit khic, nghién
citu cling d6ng gép vé mit hoc thuat nhiim khoi day
cadm hiing cho cdc nha khoa hoc tién hanh nghién
cttu ti€p theo vé tri tué nhin tao trong linh vuc bdo
hi€m, v6n van chua dudc nghién citu mot cach day
dd. Han ché cda nghién cttu nay chua chi ra thach
thitc ma nganh Bio hi€ém c6 thé gip phai trong viéc
dpdung Al m
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ABSTRACT:

The rapid growth of the Fourth Industrial Revolution has foced insurance companies to
change their businesses to keep up with advancements in information technology. The
application of artificial intelligence in the insurance industry is considered an effective solution
to improve the business performance and increase the customer satisfaction. This study reviews
105 documents are reviewed and conducts in-depth interviews with 10 insurance experts with
artificial intelligence (Al) insights. The study finds out that Al applications can assist insurance
companies in processing claims, doing underwriting, dectecting frauds, processing natural
languagess, and enhancing customer experience. The study also highlights the benefits that
insurance companies and contract owners gain when they use Al applications in insurance
transaction management to co-create value for both parties.
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