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Tém tit:

Trong nhitng ndam gan day, sw phdt trién ciia thi trieong bao hiém nhén tho Viét Nam da cé dau hiéu
chitng lgi. C6 nhiéu nguyén nhdn, xét ca vé mat khdach quan va chii quan, trong dé c6 van dé chat
liwong dich vu bao hiém. Bai viét nay xin dwge trinh bdy mt s6 két qua nghién civu ciia chiing toi
danh gia vé chat lwong dich vu bao hiém trén thi truong bao hiém nhan tho Viét Nam dua trén mé
hinh SERVQUAL ciia Parasuraman. Ba sé cac nhan té ma nghién ciru dwa ra, mirc dé danh gid
ciia khdch hang la hai long. Tuy nhién, bén canh d6, ciing con mét sé nhdn t6 ¢é mire dé danh gid
duwdi mire hai long va chii yéu nam ¢ 3 néi dung: (1) Cdc nhdn té thudc vé nang hec chuyén mon
ciia nhan vién/dai Iy bao hiém, (2) Cdac nhan t6 lién quan dén sw bao phii ciia hé thong kénh phan
phoi va (3) Céc nhan t6 lién quan dén viéc gidi quyét quyén loi bao hiém cho khach hang.

Tir khéa: Bao hiém, Bao hiém nhén tho, Chét lugng dich vy bao hiém nhan tho, Thi truong bao
hiém nhan tho Viét Nam.

The service quality of life insurance in Vietnam
Abstract:

In recent years, the development of the Vietnamese life-insurance market has shown signs of slow-
ing down. There are many causes, both in terms of objective and subjective reasons, including ser-
vice quality issue. By employing the SERVQUAL model of Parasuraman, this study presents some
results of authors’ research on service quality of life insurance in Vietnam market. Most of factors
that the research recommends to measure the quality of life insurance are assessed at the level of
satisfaction by customers. However, there are still factors assessed at the level of non-satisfaction:
(1) factors of professional competencies of insurance staff/agents, (2) factors of distribution system
and (3) factors of insurance benefit to the client.

Keywords: Insurance; life insurance, service quality of life insurance; life insurance market of Viet-
nam.

1. D3t van dé

Béo hiém 14 loai hinh kinh doanh cung cdp san
phém dich vu. Do d6, chat luong dich vu sé lam
tang tinh hiru hinh ciia san pham, tir d6 gép phan
thuyét phuc khach hang vé loi ich cua viéc tham gia
bao hiém. COt 16i ciia san pham bao hiém trudc hét
dugc thé hién & céc diéu kién, diéu khoan bao hiém:
bao hiém tra tién khi nao, s6 tién chi tra la bao
nhiéu... Cac diéu kién, diéu khoan nay cho cling mot
loai san pham bao hiém vé co ban 1a gidng nhau va
1a thong 1& quéc té chung do bao hiém hoat dong

trén co s& Luat s6 16n. Chinh vi vay, dé canh tranh,
céc cong ty bao hiém can phai dwa vao chat luong
dich vu cua cong ty nhu: giai quyét boi thuong co
nhanh chéng kip thoi khong, cac dich vu cham soc
khach hang c6 t6t khong, Cé tu van day du, trung
thuc vé san pham cho khach hang khéng, ...

Ngoai ra, dbi véi riéng linh vuc bao hiém nhan
tho, canh tranh khong chi dién ra giita cic cong ty
béo hiém nhén tho véi nhau ma con 1a canh tranh
v6i cac to chire tin dung va ngan hang thwong mai.
Ba&i vi bén canh tinh rui ro, kinh doanh bao hiém
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nhan tho con cé tinh tiét kiém trong viéc huy dong
von tir cac td chirc va ¢4 nhan trong xa hoi nhu mot
trung gian tai chinh. Vi vay, chét Iuvong dich vu
khach hang ludn 1a van dé quan tdm hang dau cua
cac cong ty bao hiém nhén tho trong chién luoc
canh tranh cua cong ty.

Thuc té hién nay ¢ nudc ta, sau thoi gian dau tang
truong “ndng”, thi truong bao hiém nhéan tho di
chitng lai va budc vao giai doan doi hoi c6 su ting
truong theo chiéu sdu. Nhiéu khach hang sau khi
tham gia da huy hop dong trudc thoi han do chat
luong ctia dich vu bao hiém, gay hiéu tng “lay lan”
xau trong nhan thirc chung ciia nhiéu ngudi dan Viét
Nam. Nam 2013, tong sb hgp dong bao hiém nhan
tho cua toan thi truong bi hity 13 169.034 hop dong.

Dua trén md hinh SERVQUAL ctia Parasuraman,
niam 2014 nhém tic gia da tién hanh nghién ctu
danh gia chat lugng dich vu bao hiém trén thi
truong bao hiém nhén tho Viét Nam. Bai viét sé
trinh bay tom tit két qua danh gia thuc trang chét
luong dich vu bao hiém nhén tho theo 23 bién thudc
6 thudc do do nhom tac gia thiét ké va dé xuét trong
nghién curu nay.

2. Tong quan thi truomg bao hiém nhan tho
Viét Nam

Nam 1986 1a nim danh du sy ra doi ciia nganh
bao hiém nhan tho bao hiém nhan tho Viét Nam khi
Tong Cong ty bao hiém Viét Nam thanh 1ap cong ty
bao hiém nhan tho truc thudc (goi tat 12 Bao Viét
Nhan tho). V&i hop dong bao hiém nhan tho dau
tién dugc phat hanh vao ngay 01/08/1996, Bao Viét
tr& thanh doanh nghiép dau tién hoat dong trong
linh vyc trén thi truong Viét Nam. Pay 1a ddu 4n
quan trong cua Bdo Viét cling nhu véi thi truong
bao hiém nude ta, m& ra mot giai doan phat trién
moi cia nganh bao hiém tai Viét Nam.

Dé dap g yéu cau clia qua trinh md cira va hoi
nhap nén kinh té ciing nhu yéu cdu phat trién cua
nganh bao hiém nhan tho, sau Bao Viét Nhan Tho,

B0 tai chinh tiép tuc cip gidy phép cho hang loat cac
cong ty bao hiém khac duoc phép thanh thanh 1ap va
hoat dong trén thi truong: Prudential (ndm 1999),
Manulife (nam 1999), Bao Minh CMG (hi¢n nay la
Daiichi Life) (nam 1999), sau d6 la AIA (nam
2000), tiép sau do la Prevoir, ACE Life, Great East-
ern Life va Cathay Life, Korea Life (Hanwa Life)...
Hién nay, trén thi truong Viét Nam cé 16 doanh
nghiép bao hiém nhan tho dang hoat dong; trong d6
chu yéu 13 cac doanh nghiép c¢6 vén dau tu nuéc
ngoai, ¢6 uy tin va c6 kinh nghiém trén thé gidi.
Nang lyc tai chinh cda toan thi truong dugc thé hién
qua s0 lidu bang 1.

Hién nay, cac san phiam bao hiém nhan tho ma
cac doanh nghiép dang cung cép trén thi trudng la
kha da dang va phong pht, va dugc chia thanh 2
nhoém: (1) Nhom 1: gdm cac san pham truyén théng
1a Bao hiém tron doi, Bao hiém sinh ky, Bao hiém
tir ky, Bao hiém hdn hop, Bao hiém tra tién dinh ky,
va Bao hiém huu tri; (2) Nhom 2: gdm cac san phdm
lién két dau tu 1a Bao hiém lién két don vi va Bao
hiém lién két chung.

Trong nhitng nim gan day, chiu anh huéng cua
nén kinh té thé gi6i co nhiéu bat on va dién bién
phirc tap, nén kinh t& Viét Nam ciing bi anh huong
dang ké: tang truong kinh té cham lai, ng cong ting
1én, hé thong tai chinh, ngan hang tiém an nhiéu
rii... Cac yéu té kinh t& vi mo d6 ciing da anh
hudng dén su phat trién cua thi truong bao hiém néi
chung, thi trudng bdo hiém nhdn tho néi riéng. Tuy
nhién, so véi cac linh vuc khac trong nén kinh té,
dac biét 1a trong hé théng tai chinh, thi truong bao
hiém van dat dugc nhiing két qua rat dang khich 1.
Piéu d6 duoc thé hién qua mot sb chi tiéu phat trién
cua thi truong (Bang 2).

Xét vé thi phan theo doanh thu phi bao hiém,
Bang 3 cho thdy, Prudential va Bao Viét Nhan Tho
van 1a hai doanh nghiép din dau trén thi trudng
trong nam 2013. Bung tht 3 1a PVI Sunlife du cong
ty moi gia nhap thi truong trong nam 2013.

Bing 1: Ning lwe tai chinh ciia thi trwong bao hiém nhén tho Viét Nam (giai doan 2008-2013)

Pon vi: Ty dong

Nam 2008 2009 2010 2011 2012 2013
Tong tai sin 37.044 | 57.440 64.980 71.455 79.360 96.608
Téng DPNVBH 36.711 41.225 45.898 50.108 57.394 67.199

Nguon: Cuc qudn 1y, gidm sdt bao hiém (2014)
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Bang 2: Mét s chi tiéu phat trién ciia thi treong bio hiém nhan tho Viét Nam

Chi tiéu 2008 2009 2011 2012 2013

SO0 lugng doanh nghiép bao 11 11 14 14 16
hiém nhan tho

Doanh thu phi bao hiém nhan 10.307 11.839 15.998 18.397 23268
tho (ty VND)

Pong gop vao GDP cuia doanh 0,70 0,72 0,63 0,69 0,91
thu phi bao hiém nhan tho (%)

Tong s tién boi thuong va tra 2.029 4250 7236 7.792 7.889
tién bao hiém (ty VND)

Nguon: Cuc quan Ly, gidm sdt bao hiém (2014)
Bang 3: Thi phin theo doanh thu khai thac
méi nam 2013

S Doanh nghiép Thi phan
TT bio hiém (%)
1 | Prudential 23
2 | Bao Viét Nhan Tho 21
3 | PVI Sunlife 13
4 | Manulife 11
5 | Dai-ichi 9
6 | AIA 8
7 | ACE Life 6

Nguon: Cuc quan ly, giam sat bao hiem (2014)

3. Thiét ké nghién ciru vé chat lwgng dich vu
trén thi trwong bao hiém nhan tho Viét Nam

Viéc thiét ké thuéc do SERVQUAL dé danh gia
chat lugng dich vu bao hiém nhén tho ¢ Viét Nam
cua nhém nghién ctru dugc dya trén co sé cac thudc
do SERVQUAL cua Parasuraman (1993), cia Sand-
hu va Naresh Nagpal (2011), Upadhyayam va Bad-
lani (2011) nghién ctru vé dich vu bao hiém nhan
tho & An P9, va cia Tran Thi Thiy Duong (2012)

nghién clru vé dich vu bao hiém nhan tho cua
Prudential tai Thanh phd Pa Ning. Ngoai ra, do
pham vi nghién ctru ctia nhom 1a nghién ciru vé chét
lwong dich vu cua ca thi trudng bao hiém nhan tho
va thye hién tai thanh phé Ha Noi, nén nhém nghién
ctru khong st dung nguyén ven cac thudc do da
dugc su dung trong cac nghién ctru néu trén. Thay
vao d6, nhém nghién ctru da thuc hién khao sat va
thao luan voi 3 1anh dao, 6 khach hang tir cac cong
ty bao hiém nhan tho khac nhau trén thi truong Ha
Noi vé cac thude do nay. Tir két qua khao sat, nhom
nghién ctu dé xuit 6 thudc do chat lwong dich vu
bao hiém nhan tho bao gdm: (1) Hinh anh céng ty,
(2) Ning Iyc nhan vién bao hiém, (3) Giai phap tai
chinh, (4) Tiép can dich vu, (5) Pam béo, va (6) Tin
cdy (Hinh 1).

Trén co so cac thude do dé xuét, nhom nghién
clru da thiét ké bang hoi va thuc hién diéu tra 240
khach hang cta cac doanh nghiép bao hiém nhan
tho trén dia ban thanh phd Ha No6i gdm Bao Viét
Nhan Tho, Prudenrtial, Dai-ichi, Fubon, Great

Hinh 1: Cac thuéc do chit lwong dich vu biao hiém nhan tho

< Hinh anh cong ty
< Niing lwe chuyén mon ciia nhan vién/dai 1y bao hiém
Chit
lwong < Giai phap tai chinh
dich —
vu A
X < Tieép can dich vu
BHNT < p . . J
< DPam bao

Tin cay

A

'ouon: Thiét ké cua nhom nghién ciru
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Bang 4: Danh gia cia khach hang theo thwéc do “Hinh anh cong ty”

Co sé vat chat Thong tin Cac chuong | Trang phuc va Moi trudng
k¥ thuat cua truyén thong trinh su kién thai d6 cua lam viéc
cong ty cua cong ty khach hang nhan vién/dai
1y bao hiém
Diém danh gia 4,167 3,930 4,048 4,048 4,181
trung binh
Khoang cach 0,833 1,070 0,952 0,952 0,819

Nguon: Két qua diéu tra cua nhom nghién cieu

Estern, Cathay. Thang do Likert duoc sir dung dé
danh gia mirc 6 hai long cua khach hang dbi voi
chét lugng dich vy, trong d6: 1- hoan toan khong hai
10ng, 2- khong hai 1ong, 3- khong ¥ kién, 4-hai long,
va 5- hoan toan hai long. Két qua c6 227 phiéu diéu
tra hop 1& duoc thu vé. St dung phin mém SPSS dé
xu ly $b ligu, voi d0 tin cay 95% cac bién duoc kiém
dinh déu dat yéu cau.

4. Thyc trang chit lwong dich vu bao hiém
nhan tho ¢ Viét Nam thong qua két qua diéu tra

4.1. Hinh dnh cong ty

Bang 4 cho thiy, diém danh gia cua khach hang
d6i v6i cac nhan té thudc nhoém Hinh anh cong ty 1a
khé cao. Trong 5 nhén t6 thi ¢6 4 nhan t6 dat diém
trung binh trén 4 diém. Phan 16n khach hang hai
long va cho r.%mg cac diéu kién vé co s vat chét
nhu: van phong, cic trang thiét bi, d6 dac, cong
nghé thong tin... cta cac doanh nghiép bao hiém
nhan tho (doanh nghiép bao hiém nhan tho) 13 hién
dai va day du; cac doanh nghiép bao hiém nhan tho
déu chon tru s& lam viéce la nhitng dia diém va
nhitng toa nha dep, thuan ti€n cho khach hang; cac
chuong trinh sy kién dugc cac doanh nghiép bao
hiém nhan tho té chuc ¢o y nghia va thé hién su
quan tdim dén khach hang; nhan vién/dai 1y bao
hiém dugc cho 13 ludn xudt hién véi trang phuc gon
gang va chuyén nghiép, thai do lich su, nhiét tinh va
nha nhan; dugc doanh nghi¢p bao hiém dao tao bai
ban.

Céc khach hang dugc hoi y kién cho biét, ho déu

dugc cac doanh nghiép bao hiém nhén tho ting qua
nhan céac dip nhu ngay sinh nhat, ngay 8/3, ngay
20/10; hay doi khi dugc tham gia cac sy kién nhu
day trang diém, day nau an. Tuy nhién, ciing c6 mot
sO khach hang cho biét ho khong duoc quan tam
nhiéu. Nguyén nhén 1 do hop dong bao hiém ma ho
tham gia co s6 tién bao hiém tha‘ip, hoac do ho tham
gia theo nhom va trudng nhém thuong khong
chuyén qua ting dén cho hét timg nguoi. Nhiéu
khach hang c6 ¥ kién rang, cac nhan vién/dai 1y bao
hiém hay noéi qua nhiéu, lam khach hang c6 cam
giac bi phién ha, quiy ray.

Riéng voi nhan té thong tin truyén thong, diém
danh gia trung binh ctia khach hang la dudi 4 (3,993
diém). Nhiéu khach hang danh gia hinh anh va ngon
ngit quang c4o cta cac doanh nghiép bao hiém nhan
tho 1a dep, an tuong, thu hat dugc khach hang. Tuy
nhién, bén canh d6 ciing c¢6 nhiéu y kién cho ring,
quang céo cta cac doanh nghiép bao hiém chua
rong rai. Khach hang chu yéu nhan dugc thong tin
quéang c4o qua cac to roi ma dai 1y cung cip, quang
c4o trén cac phuong tién thong tin dai chung gin rat
it hodac gan nhu khong co.

4.2. Nang lyc chuyén moén ciia nhdn vién/dai ly
bio hiém

San phim bao hiém 14 san phdm dich vu. Vi vay,
nhan t6 con ngudi déng vai trd quan trong trong
viéc tao nén chat Iuwong dich vu. Panh gia vé Nang
lyc chuyén moén cua nhan vién/dai 1y bao hiém, két
qua diéu tra (Bdng 5) cho thay, cac nhan té thudc

Béang 5: Danh gia cia khach hang theo thuéc do “Trinh do chuyén mon nghiép vu ciia nhian

vién/dai ly bao hiem”

Trinh 6 chuyén m6n | Phan irng nhanh Cham soc, quan tam San sang
nghiép vu dé giai dap | va thoa dang dbi khach hang va hiéu giap do
moi thic méc cla véi cac yéu ciu | duoc lgiich cuthé cia | khach hang
khach hang cua khach hang ting khach hang
biém danh gia 3,806 3912 3,907 3,907
trung binh
Khoang cach 1,194 1,088 1,093 1,093

Nguon: Ket qua diéu tra ciia nhom nghién ciiu
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thudc do nay déu dat diém trung binh thip so véi
cac nhan t6 thudc cac thudc do khac, dudi 4 diém.
Ly do 1a s6 luong khach hang dwgc diéu tra cho
diém tbi da (5 diém) 1a it hon. M6t s6 nguyén nhan
khién khach hang khong cho diém cao la:

- San pham bao hiém nhan tho 13 nhirg san pham
tai chinh phirc tap, kho dé hiéu tai sao phi bao hiém
phai nop thé nay tuong Gmg véi quyén loi bao hiém
thé kia (khong don gian nhu khi giri tién tiét kiém
tai ngan hang)... va nhan vién/dai 1y bao hiém giai
dap thuong khong thoa mén yéu ciu cua khach
hang;

- Mot sb khach hang, dac biét 1a khach hang c6
gia tri hop dong nho, nhiéu khi c6 cam giac khong
dugc nhan vién/dai Iy bao hiém cham soc, quan tam
dltng mc;

- Khi nhan vién/dai 1y bao hiém cé ¥ dinh chuyén
sang lam viéc noi khac thuong lo 1a trong viéc cham
soc khach hang;

- Nhiéu khi c6 sy chénh l¢ch rat 16n vé trinh d§
chuyén mon gitta nhan vién/dai 1y bao hiém cua
cung mot cong ty hodc cua cac cong ty khac nhau.

Viéc khach hang cho diém thép, thé hién mtc do
hai long khong cao ddi véi trinh do nghiép vu cua
nhén vién/dai Iy bao hiém so véi cac thudc do khac.
Diéu d6 ciing cho thdy, cac doanh nghiép bao hiém
nhan tho Viét Nam can chu trong dén cong tac phat
trién nguén nhan luc, dac biét 1a lyc lugng dai ly vi
day 1a kénh ban hang chi yéu.

DPé dap Gmg yéu cAu mo rong thi trudng, trong
nhitng nim qua s6 luong dai Iy bao hiém nhén tho
tang rat nhanh. Tinh dén 31/12/2013 toan thi trudng
bao hiém nhén tho Viét Nam c6 101.221 dai ly ca
nhan, 357 dai ly td chirc v&i 140.152 ca nhan truc
thudc. Sb luong dai ly tuy nhiéu, nhung ) nguoi
gan bo véi nghé lai khong nhiéu. Theo ¥ kién cua
mdt can bd 1am vé cong tac quan 1y dai 1y ctia Bao
Viét Nhan Tho, c6 khoang 80% dai ly dugc tuyén
dung s& nghi viéc ngay trong 2 nam dau tién, chi c6
khoang 20% la try dugc véi nghé. Chinh vi vay, cac
doanh nghiép bao hiém nhan tho phai lién tyc tuyén
dung dai ly mdi, anh huong dén chat lwong hoat
dong cua dai ly la diéu kho tranh khoi. Ngoai ra,
tinh chuyén nghiép cta dai Iy bao hiém nhan tho
cling 1a diéu can ban t6i khi ma theo thong ké cua
Hiép hoi bao hiém, co khoang 90% sb dai ly bao
hiém nhan tho dang hoat dong trén thi truong theo
phuong thirc ban thoi gian, tirc 1a nghé bao hiém chi

N
A 6

duogc coi la nghé “tay trai”.

San pham bao hiém 1 loai san pham tai chinh dac
biét. Do d6, nd6 doi hoi ngudi ban bao hiém phai
thuc sy 1a mét chuyén gia tu vén tai chinh, khong
chi ¢6 k¥ ning ban hang t6t ma con phai am hiéu
kién thac vé tai chinh, c6 trinh do. Trong khi do,
tinh trang phd bién hién nay ¢ Viét Nam 14, dai Iy
béo hiém thuong khong c¢o trinh d6 cao, hodc dugc
dao tao chuyén nganh vé tai chinh, bao hiém. Sinh
vién tot nghiép dai hoc thuong c6 tdm ly khong
mubn lam cong viéc cua mot dai 1y bao hiém.

Do s6 luong dai 1y phai tuyén dung va dao tao
16n, dia ban hoat dong cua cac doanh nghiép bao
hiém nhan tho lai trai rong trén pham vi ca nudc,
nén cong tac quan ly dai ly ctia cac doanh nghiép
bao hiém nhan tho con nhiéu han ché. Vu an “siéu
lra” 232 ty dong cua khach hang ctia Bui Thi Thu
Hang, dai 1y bao hiém nhan tho Prudential 1a mot
minh chirng. Tai toa an, Hr:ing khai: “T6i chi tham
gia hoc 1 budi, nhitng budi sau vi cong viéc gia
dinh nén t6i da khong theo hoc. Sau do, toi van dugc
cép chimg chi dé du tiéu chuan 1am dai 1y bao hiém
Prudential” hay “Theo quy dinh cua Cong ty
Prudential, chi can lam mét 01 phiéu thu ma khong
giai trinh dugc ly do thi phai dinh chi cong tac.
Trong khi thuc té, t6i dd bao mat 04 quyén ma
khong bi xir 1y, ho chi héi cho qua va van tiép tuc
cap phiéu thu cho t6i hoat dong tiép”.

Trong thuc té dé ky duoc hop dong bao hiém,
nhiéu dai 1y bao hiém nhan tho da quang cdo sai su
that vé noi dung, pham vi hoat dong cua doanh
nghiép bao hiém nhan tho cic diéu kién ciing nhu
diéu khoan bao hiém, giy thiét hai cho ngudi mua.
Cé dai Iy con htra hen khuyén mai nhiéu hon so véi
quy dinh, ching han hira giam phi, hoan phi hoic
cic quyén lgi khic ma doanh nghi¢p bao hiém
khong cung cip cho khach hang. Tham chi c6 dai ly
con ngan can bén mua bao hiém cung cip cac thong
tin lién quan dén hgp dong bao hiém hodc xui giuc
bén mua bao hiém khong ké khai chi tiét lién quan
dén hop ddng bao hiém, hodc dai Iy xui giuc bén
mua hiy bo hop dong hién c6 dé mua hop dong
moi, hay 161 kéo khach hang cii khi chuyén cong ty.

Vi viy, dé canh tranh va phat trién, trong thoi
gian toi cac doanh nghiép bao hiém nhan tho can c6
giai phap phu hop dé phat trién ngudn nhan luc bao
hiém, dic biét 1a luc luong dai 1y, dé dam bao ca vé
mit s6 luong va chét lugng. Pay co thé duoc coi 1a
chia khoéa cho sy thanh cong cia cac doanh nghiép
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Béng 6: Danh gia ciia khach hang theo thwéc do “Giii phap tai chinh”

Cong ty co nhiéu
san phdm bao hiém
phii hop dé khach
hang lya chon

hoat

Céc dicu khoan
bao hiém linh

Cong ty ¢ phi‘éuo san
pham bao hiém bd trg
hiru ich, phu hop

Gia tri dong tién
dugc dam bao khi
tham gia bao hiém

biém danh gia 4,167 4,066 3,933 4,123
trung binh
Khoang cach 0,833 0,934 1,067 0,877

Nguon: Két qua diéu tra ciia nhém nghién ciiu
bao hiém nhan tho trén thi truong.

4.3. Gidi phap tai chinh

Bdng 6 cho thy két qua diéu tra vé mirc do hai
1ong ctia khach hang déi véi thude do “Giai phép tai
chinh”. 3 trong s6 4 nhan t6 duoc khach hang cho
diém d4nh gia trung binh trén 4. Chi c¢6 nhan té “Sy
dam bao cua gia tri dong tién khi tham gia bao hiém
tai cong ty”, diém trung binh chung 1a 3,933 duéi
muc hai long. Pic diém cua san pham bao hiém 1a
vira mang tinh tiét kiém, vira mang tinh rui ro.
Chinh vi vy, néu so véi cac san pham tiét kiém cua
ngan hang, san phim bao hiém nhan tho khong thé
so sanh duoc vé mit 13i sudt. Hon nita, hoat dong
dau tu cta cac doanh nghiép bao hiém nhan tho
cling bi phap luat han ché nhiéu so v6i cic ngan
hang thuong mai va t6 chirc tin dung (vi du, doanh
nghiép bao hiém nhan tho khong dugc cho vay truc
tiép). Nén nhiéu khach hang khi tham gia bao hiém
nhén tho, néu so sanh véi 1ai suét tién giri, da khong
hai long va cho rang ty 18 1ai 1a qua thip. Trong
nhitng ndm 2011- 2012, 1i suat tién giri gan 15%,
trong khi 13i sut ky thuat cua cic san pham bao
hiém nhén tho chi 4%-6%.

4.4. Tiép cin dich vu

Bdng 7 cho thdy su danh gia vé muc do hai long
ctia khach hang ddi véi viée tiép can dich vu bao
hiém. C6 2 nhan t6 “S6 lwong nhan vién/dai 1y bao
hiém du dé dap Gmg nhu ciu khach hang” va “Céc
hinh thtrc thanh toan Ia da dang va linh hoat phu hop
v6i khach hang” ¢6 diém danh gia trung binh trén 4

diém, cho thay sy hai long ctia phan 16n khach hang.

Danh gia vé sy bao phu rong khip cua mang ludi
chi nhanh, van phong cho khach hang dén giao dich,
diém trung binh 13 3,947; khoang cach v&i mong doi
cua khach hang 1a 1,053. Thyc té hién nay, cac van
phong, chi nhanh ban hang cua doanh nghiép bao
hiém nhan tho 16n (nhu Bao Viét Nhan tho,
Prudential) dugc bao phu kha tdt, dén tung quan,
huyén trong thanh phd. Tuy nhién, do khu vyc cac
huyén ngoai thanh c6 dién tich dia ly rong, trong khi
chi trung tam huyén maoi ¢6 van phong dai dién, nén
khach hang & xa cam thy van chua thuan tién. Con
dbi v6i cac doanh nghiép bao hiém nhan tho ndm ¢
tép dudi (nhu Great Estern, Fubon), sé lugng cac
van phong, chi nhanh mé tai cac khu vuc con it. Pay
ciing 12 1y do tai sao diém d4nh gi4 cta nhén t6 nay
la khong cao.

Panh gia vé viée giai quyét quyén loi bao hiém
cho khach hang (nhu tré tién bao hiém, hoan phi bao
hiém, khoéi phuc hiéu luc hop ddng...), diém binh
quan la 3,934; khoang cach so véi mong doi cta
khach hang 1a 1,066 diém. Pay 1a mot trong nhiing
nhan t6 ma diém danh gia trung binh cta khach
hang 1a khong cao. S6 lwong khach hang cho diém
4 1 nhiéu nhét véi 103 phiéu/227 phiéu. Phan 16n
khach hang 13 hai 10ng voi viée giai quyét quyén loi
cua doanh nghiép bao hiém nhan tho vi khi c6 su
kién bao hiém xay ra hay hity bo hop dong, cac
doanh nghiép bao hiém nhan tho déu tra tién day du
cho khich hang. Tuy nhién, khach hang van mong

Bang 7: Panh gia ciia khach hang theo thuéc do “Tiép cin dich vu”

C6 mang ludi chi C6 s0 lugng nhan Giai quyét nhanh Cac hinh thtic
nhanh, van phong vién/dai ly bao chéng, kip thoi va thanh toan la da
rong khip thuan | hiém du dé dép tng | day du moi quyén | dang va linh hoat
tién cho khach nhu cau khach loi bao hiém cho | phu hop véi khach
hang dén giao dich hang khach hang hang
biém danh gia 3,934 4,101 3,934 4,198
trung binh
Khoang cach 1,066 0,899 1,066 0,802

Nguon: Két qua diéu tra cua nhom nghién ciru
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Bang 8: Danh gia cua khach hang theo thuwéc do “DPam biao”

Danh tiéng va tai
chinh cua cong ty tot

Nhan vién/dai 1y bao hiém giai
thich trung thuc va rd rang céac
dicu khodan bao hiém

Khach hang cam gidc an
toan va yén tam trong céc
giao dich v&i cong ty

biém danh gia 4278 3,885 4,198
trung binh
Khodang cach 0,722 1,115 0,802

Nguon: Két qua dieu tra ciia nhom nghién ciru
mudn thoi gian giai quyét tra tién can duoc thuc
hién nhanh hon. Ngoai ra, s khach hang hoan toan
khong hai long (7 phiéu/227 phiéu) va khong hai
long (13 phiéu/227 phiéu) 1a cao hon so véi cac
nhan té khac. Mot s6 khach hang nay khi duoc hoi
thi ho cho biét, ho c¢6 tranh chip véi doanh nghiép
bao hiém nhan tho khi dugc giai quyét quyén loi
bao hiém, chu yéu la v6i san pham bd sung; hodc
khi ho hily bé hop dong khong dugc giai quyét
nhanh chong.

Dic diém cua san phim bao hiém 1a san pham vo
hinh. Chinh vi viy, viéc giai quyét quyén loi bao
hiém nhanh chéng, kip thoi va day du duoc coi 1a
cach t6t nhit dé 1am ting tinh hitu hinh cua san
pham bao hiém. Khong chi chi tra nhanh chong, day
di tién bao hiém cho khach hang khi su kién béo
hiém xay ra ma ca khi khach hang hity bo hop dong.
Co6 nhu vay, mdi tao niém tin cho khach hang va
cong ching ndi chung. Nam 2013, ty 1€ huy bo hop
dong cia toan thi truong 1a 9,56%. Trong do, cac
doanh nghiép bao hiém nhan tho 16n ty 1¢ hiy bo
hop dong co xu hudng cao hon. Vi du, tai Bao Viét
Nhan tho, ty 1& niy trong 3 nim gan day rat cao:
nam 2011 la 16,2%, nam 2012 1a 16,5% va nam
2013 1a 15,5%. Du ly do 1a gi thi con s6 nay ciing
cho thay, hodc 1a khach hang khong hai 1ong nén
phai hity bo hop dong, hodc giai phap tai chinh ma
doanh nghiép bao hiém nhan tho ban cho khach
hang 1a khong phu hop.

4.5. Pam bdo

Danh gia vé mirc d6 hai long cua khach hang déi
véi thude do Sy dam bao, bang 8. Khach hang danh
gia cao vé danh tiéng va ning lyc tai chinh cua cac

doanh nghiép bao hiém nhan tho trén thi truong
cling nhu cam giac an toan, yén tdm trong cac giao
dich voi cong ty. Nang luc tai chinh ctia cac doanh
nghiép bao hiém nhén tho trén thi truong hién nay
déu rat tot voi mire von diéu 16 cao hon nhiéu so voi
vbn phap dinh (1a 600 ty). Vi du: Tinh dén cudi
thang 10/2014, v6n diéu 1¢ ciia Bao Viét Nhan tho 1a
2.000 ty dong, ciia Cathay 1a 2.007 ty dong, cua
Hanwa 13 1.891 ty dong, cua Dai-ichi 1a 1.141 ty
dong, ciia Prudential 1a 1.136 ty dong, cua PVI Sun-
life 1a 1.000 ty dong. Niang luc tai chinh tot ctia cac
doanh nghiép bao hiém nhén tho 13 nhan t§ quan
trong tao nén tam ly tin cdy cho khach hang, dé ho
thdy dugc dam bao khi tham gia bao hiém.

Tuy nhién, danh gia vé viéc giai thich diéu khoan
bao hiém ctia nhan vién/dai 1y bao hiém, diém trung
binh chi dat 3,885; Nhan t6 nay vira thé hién thudc
do “sy dam bao” cuia doanh nghiép bao hiém nhan
tho, nhung ddng thoi cing thé hién nang luc chuyén
moén cua nhan vién/dai ly bao hiém. Chinh vi vay,
diém danh gia ciia nhan t nay thap, dudi 4 diém, 1a
phu hop véi mic danh gia vé thuéc do “Nang luc
chuyén mén cua nhan vién/dai 1y bao hiém”.

4.6. Tin cdy

Panh gia vé su “Tin cdy”, bang 9 cho thiy diém
danh gia binh quan ctia khach hang la cao so vdi cac
thude do khéc, déu trén 4 diém. Piéu d6 cho théy,
phan 16n khach hang rat hai long véi viée cac doanh
nghiép bao hiém nhan tho ludn gitr dung 161 htra nhu
cam két, thuc hién dich vu dling ngay tu lan dau tién
va cung cip dich vu dung vao thoi diém cam két.

5. Danh gia chung

Danh gid chung vé mic do hai long ciia khach

Béang 9: Panh gia cia khach hang theo thwéc do “Tin cdy”

Cong ty gitr ding cac
101 hira nhu da cam ket

Cong ty thuc ‘hiér} dich vu
ding ngay tur lan dau ti€n

Cong ty cung cap dich vu
ding vao thoi diém cam két

biém déanh gia 4,207 4,137 4,114
trung binh
Khoédng cach 0,793 0,863 0,886

Nguon: Két qua diéu tra ciia nhém nghién ciiu
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hang d6i v6i chat lugng dich vy bao hiém nhan tho,
két qua diéu tra cho thay, diém trung binh dat 4,048
diém; khoang cach so vi mong doi ctia khach hang
14 0,952 diém. Nhu vy, xét vé tong thé, khach hang
hai long véi chét luwong dich vu bao hiém nhan tho.

Phan 16n cc nhan t6 thudc cac thude do déu co
diém danh gia 16n hon 4,0 diém va dudi 4,2 diém.
Céc danh gia co mirc do hai 1ong thap hon (dudi 4
diém) chu yéu nim 6 3 noi dung:

- Mot 14, cac nhén t6 thude vé ning luc chuyén
mon cua nhan vién/dai ly bao hiém;

- Hai 13, c4c nhan t6 lién quan su bao phi caa hé
théng kénh phan phéi, co tao diéu kién thuan tién

cho khach hang tiép can dich vu hay khéng;

- Ba 14, cac nhan t6 lién quan dén viéc giai quyét
quyén loi bao hiém cho khach hang.

Thi trudng bao hiém nhan tho Viét Nam 4 thi
truong c6 tiém nang to 16n. Nhu cau ctia nguoi dan
ciing lién tyc tang 1én ciing voi su phat trién cua cac
diéu kién kinh té- xa hoi. Vi vay, trong thoi gian t6i,
dé khai thac tiém nang thi trudng, cac doanh nghiép
bao hiém nhan tho cin phai c6 nhitng giai phap dé
tiép tuc phat huy nhimng thé manh dang c6, dong
thoi khic phuc duge nhimg diém yéu con ton tai dé
phat trién chit lwong dich vu, nhim théa man tét
nhat nhu cau ctia khach hang.(J
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