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MO PAU

1. Tinh cap thiét caa dé tai

Dé phat trén mot cach tich ge va kn vitng trong th truong
bao hiém cnh tranh gay # nhr hién nay, Bio Minh Ba Ning phii
tim cach duy tri khach hangéhi c6 king cach nang caarghoa man
va mrc d6 trung thanh €a khach hang.

2. Muc tiéu nghién aru

- Xac dinh mic d6 anh hrong aia cac nhandtdén sr hai long
ctua khach hangdéi véi cong ty Bio Minh Ba Nang.

- Xay drng cH sb hai Iong @a khach hangddi véi cong ty Bio
Minh Da Ning king viéc sr dung mé hinh ACSI - M6 hinh Gsd
hai long khach hangua My dugc phat trén dra trén mé hinhia
Thuy Si.

3. Pham vi nghién aru

- Nghién u chi tap trung xaatinh cac nhanjtanh hrong dén
su hai 16ng khach hangrtdé dua ra ch s hai 1ong khach hangit
cong ty Bio Minh ba Nang.

- Pham vi chon méu chi tién hanh trén pim vi caa thanh ph
ba Nang.

4. Phwong phap nghién au

Dé dat dugc cac mac tiéu chinh ga nghién ¢u, dé tai sr dung
phuong phap nghiénw dinh fwong, duoc tién hanh Bng phrong
phap pldng Van truc tiép nhing khach hang s dung cac &n
phim/dich w ciaa céng ty Bo Minh Ba Ning théng qua 4ng cau
hoi.
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M6 hinh Iy thugt nghién ¢u duoc xay drng dra trén gn ting
ly thuyét md hinh mang (SEM) va k thuat xu ly dit liéu bing phin
mém SPSS & hop AMOS.

5.Poi twgng nghién aru

Khéach hang cé nhan: hg khach hangé vadang s dung
cac @n phim/dich wi bao hiém tai cong ty.

6. CAu trGc bai nghién airu

Ngoai ptin mo dau bao ém din nhip, muc tiéu nghién gu,
phuong phap nghiéntw, ciu tric d@a luan vin; ludn van gdm c6 5
chuong ax thé nhr sau:

Chwong I: Co sv ly luan vé sy hai long khach hang.

Chwong I1: Tong quan ¥ tinh hinh hat dong kinh doanhui
cong ty Bio Minh ba Ning.

Chwong Il : Thiét ké nghién ¢u.

Chwong IV: Két qua nghién ¢u.

Chwong V: Két luan va kén ngh.

Chwong 1: CO SO LY LU AN VE SU HAI LONG
KHACH HANG

1.1. Ly thuyét vé sir hai long khach hang

1.1.1. Khai ngm é s hai long khach hang

C6 nhéu quandiém danh gia khac nhauévsy hai long Ga
khach hang nimg theo Kotler & Keller (2006),ushai long la nic
d6 ciia tang thai @am giac @a mbt ngudi bat ngun tir viéc so sanh
nhan thirc vé mt san prim so \6i mongdoi ciia ngroi do.

1.1.2. S can thiét va @im quan twng aia do lwong sr hai
Iong khach hang (Customer satisfaction measurementSM)

1.1.2.1. $ can thi¢t do lwong sr hai long khach hang
(Customer satisfaction measurement — CSM)
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Sy hai 16ngda nhanh chéngdrthanh ¥u 6 quan tong dé cac
doanh nghip canh tranh vadn tai néu ho c6 khach hangis sang
mua én phim haic dich w caa hp. Trong véc danh gia nic d6 hai
long aia khach hang, cady t6 sauday throng duogc do luong:

- Sy hai long 6ng the (overall satisfaction) & cac an phim
hoac dich w.

- Sy hai long ¢ cac thdong & cu thé cia mdt san phim haic
dich w.

1.1.2.2. Bm quan tong do lwong s¢ hai long khach hang.

bo luong sr hai 1ong @a khach hang (CSM) la ¢h pheong
tién hiru ichdé dat duoc mot O myc tiéu @a cac & chic kinh doanh
(Parasuraman et al, 1988;. Gronroos, 1991; ReidhhE996 va
Kotler & Keller 2006). CSM la it cong @ dé chin doan va d béao.

1.1.3. Cé&c §u té quyeét dinh dén s hai 1ong khach hang

1.1.3.1. Cht luwong dich w

Chat luong dch w dugc dinh nghia 1a "sr khac bét gita mong
doi ciia khach hang vaam nhin vé dich w" hoic "sr hai 1dong hac
khéng hai 1ong ¢a khach handuogc hinh thanh & kinh nghiém aia
ho khi mua va & dung dch w" (Gronroos, 1984 va Parasuraman va
cong sr,1988).

1.1.3.2. Gia é dich w

Gia @ la hinh thirc biéu hign hing tién aia gia ti hang hoéa va
dich wi. Gi4 @& duoc xacdinh dra trén gia tr sr dung va @m nhin
cua khach hangd/sain prim, dich w ma minh & dung.

1.1.3.3. Véc duy tri khach hang

Ngoai viéc lam &ing sr hai long khach hang, cac céng ty ngay
nay con phi ra src phat huy cac éi rang bwéc bén virng va long
trung thanh ai khach hangaa minh.
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1.2. Téng quan W chi sb hai long khach hang

1.2.1. Cli s hai 1ong khach hang (CSI)

Chi s mic do hai long @a khach hang — Customer
satisfaction index (CSKugc ung ding nhim do luong sr thoa man
cia khach hangbi véi cac nganh, cac doanh nghio nhiéu gqubc
gia phéat tén trén tié gioi. Xay dyng vatng ding CSI ntim xay
dung mbt hé thdng théng tin ¢ sr hai long @a khach hang, lamoc
s& cho cac clin lwvgc aanh tranh, #p thi, xay drng throng hiéu, xtic
tién throng mai & cip doanh ngtéip, nganh vaxcip quc gia.

1.2.2. Muc tiéu aia viéc s dung chi sj hai long khach hang

Cac doanh nghp cin phii coi CSI nhr mét hinh thic kiém
toan hing nim véi tai san vo hinh 1a uy tin, thong higu, tinh @m ma
khach hang danh cho minh, cac théng tia €SI én dugc lién tic
cap nhit vao ¢ théng théng tin aa doanh nglép dé lam a so trong
hoachdinh céc cHin luoc trong trong lai.

1.2.3. Mpt s md hinh chi s3 hai long khach hang (CSI
Model)

1.2.3.1. MO hinh SCSB (Swedish Customer Satisfacti
Barometer)

Nam 1989, Fornell va caddng nghép cia 6ngd Dai hoc
Michiganda gitp Thiy Dién thiét lap hé thngdo leong sr théa mén
cia khach hangtiu tién trén th gioi o cip do quc gia (SCSB -
Swedish Customer Satisfaction Barometer) (Fordé92) vaday la
co s cho Vic thiét 1ap chi sb hai long khach hang sau nay.

1.2.3.2. M& hinh ACSI (American Customer Satigfadindex)

Trong mé hinh chsd hai long @a My (ACSI), gia ti cam
nhan chu tacdong boi chit lvong am nhan va s mongdoi cua



-7-

khach hang, khid, ar mongdoi cuaa khach hang cé taong tnrc
tiép dén chit lvong cim nhan.

1.2.3.3. Mé hinh ECSI (European Customer Satisfadtidex)

ECSI (European Customer Satisfaction Index — MohH»o
Luong CH SO Hai Long Gia Khach Hangy mot sb quic gia EU)dai
dién cho not sy thay ddi vé md hinh ACSI (Eklorf, 2000). Cadie
tric W ky vong khach hang, éhlwong aam nhan, gia ti cam nhin,
si hai long va s trung thanh g¢a khach hangtuoc md hinh hoéa
gidng nhr trong ACSI.

1.2.3.4. M6 hinh MCSI (The Customer Satisfactiatexnof
Malaysia)

MCSI cung ép nhing thdng tin co tinh chin lugc Vé sy thoa
man khach hang w#anh gia & vé chit lugng dch w.

1.2.3.5. M6 hinh CSISG (The Customer SatisfactimiexX of
Singapore)

Chi s5 hai long khach hangia Singapore (CSISG) laghbién
phap mang tinhd$c ngdit vé sy hai long @a khach hangat giam
trén cacinh wc va téu linh wic trong nganh céng ngig dich w
cua Singaporetuoc phat trén boi Vién nghién ¢u tai SMU (ISES)
va Go quan Phat téh Ngwdn nhan rc Singapore (WDA). Ndugc
san xuit va dip nhit trén @ s3 hang quy va hangim.

1.3 Cac nghién @u c6 trwéc vé chi sb hai long khach hang
cO lién quan.

1.3.1. Ap @ng chi s hai long khach hang da chau Au
trong nganh dch v beu chinh, mé hinh phweng trinh cau tric
(Structural Equation Models - SEM) sodi phuwong phédp binh
phwong i thiéu ting phin (Partial Least Squares - PLS),
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Christina O’Loughlin, Germa Coenders, 2002, Depantant
d’Economia, Universitat de Girona, Girona.

Trong bai nghiénieu nay, @ hai phwong phap ép cin SEM
va PLSduoc so sanh ing cachdanh gia nhn thic cia khach hang
d6i vai cac @n ptim/dich w cia hru chinh Bing cach & dung ot
dang CSI.

1.3.2. Phét trén m6 hinh chi 3 hai long khach hang: Mt
#ng dung cho Enh vwc dign thogi di déng Thé Nhi Kp, Ali
Turkyilmaz, Coskun Ozkan (2007), Industrial Managemt & Data
Systems, Vol. 107 Iss: 5, pp.672 — 687

Muc dich aia nghién ¢u nay la nm phat trén va thr nghiém
mot mo hinh ch 5 hai 1ong @a khach hang &i cho nganhdién
thoai di dong T NHi Ky (TMPS).

1.3.3. Mt ing deng aia mo hinh cli s6 hai 1ong khach hang
quéc gia Mj (ACSI) trong dch w y % tgi Sarajevo, Bosnia va
Herzegovina, 2nd International Symposium on Sustabie
Development, June 8-9 2010, Sarajevo.

Muc dich aia nghién ¢u nay ladé kiém tra cac rai quan k¢
gitta ky vong cHit luong dch w, sy hai long, g phan nan va aim
tin cdng dan trongd canh cac dch w y ¢ céng &ng ti Sarajevo,
Bosnia va Herzegovina.

1.3. M6 hinh nghién &u va cac ga thuyét

1.3.4.Ung dung ch¥ s hai l1dng khach hangdén dich vu vi@n
chuyén, Adela Poliakové, 2010.

Trong nh wrc van ti cdng @ng hang lat, rit nhiéu khach
hang khac nhau cé/kvong va im nhin ¢ chit luong dch w ma o
mudn ar dung, nhu du cia hp tao ra ndt tdng hop tuyet voi. Mai
nguoi chdng ta, ngoi sir dung cac dch w nay, co6 th xacdinh ky
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vong aia riéng minh, niing ky vong aia nhrng ngroi s dung dch
vu van tai c6 thé 1a khac nhadang K.

1.4. M6 hinh nghién é&u va cac gi thuyét

1.4.1. M6 hinh nghién gu

Nghién gtu nay & dung mé hinh ACSHé xay drng chi s hai
long khach hangit céng ty Bio Minh ba Ning

1.4.2. CAc kin trong md hinh

1.4.2.1. K vong aia khach hang

Su ky vong aia khach hangdvchit luong dch wi & niém tin
trugc khi thr vé dich wi va throng duoc st dung nhr tiéu chidn haic
tham krio khidanh gia.

1.4.2.2. Gia tr cam nhin

Gia tii cam nhin duoc dinh ngha la "kt qua hay bi ich khach
hang nkn duoc lién quandén tdng chi phi (trongié bao ém gia
phai tra cong Wi cac chi phi khéc lién quatén viéc mua) héc danh
gia Hng thé caa ngroi tiéu dung ¥ nhirng gi nkn dugc so Wi nhiing
gi da o ra" (Holbrook, 1994 va Zeithaml, 1988).

1.4.2.3. Chit luwong aim nhin

Chit luong ém nhin bao gm 2 phin: (1) chit lvong Gm
nhan sin phm (hitu hinh) va (2) cfit luong ém nhan dich w (v
hinh).

1.4.2.4. Long trung thanhia khach hang

Engel va Blackwell (19823inh ngha long trung thanh la thai

d6 va hanh vidapung 6t hudng i mot hoic mot vai nhan hu doi
v6i mot loai san prim trong nét thoi ky bai mot khach hang.
1.4.2.5. & phan nan ga khach hang
Sy phan nan @a khach hangluoc do nhr 1a mbt ty 1é phan
tram 5 nguoi dwoc hoi cho thiy ho da phan nan e tiép voi mot
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cong ty ¥ mot san phim haic dich w trong ndt khung thyi gian quy
dinh. Sr hai long c6 mt mdi quan 1§ tiéu arc v6i cac khéu mi cua
khach hang, khach hang cang hai long thi it conkhg dé khiéu nai.

1.3.3. Céc gi thuyét

Dya vao mé hinh nghiénia, tac gh dddua ra 9 gi thuyét.

Chwong 2: TONG QUAN VE TINH HINH HO AT PONG

KINH DOANH T Al CONG TY BAO MINH PA NANG

2.1. Khai quat chung & Téng cong ty é phan Bao Minh va
Cong ty Bao Minh Pa Ning

2.1.1.Vai nét chinh g téng cong ty é phin Bdo Minh

Ton ch hanhdong: “Sy an toan, inh phudc va thankdat cia
khach hang va xaohla muc tiéu hat dong aia chang téi”.

2.1.2. Gisi thigu vé Cong ty Bio Minh Pa Ning

2.1.2.1. Qué trinh hinh thanh va phéagtri

Cung Wi qua trinh é phin hoa cong ty Bo Minh, ngay
01/10/2004 chi nhandugc cip trén phé chin tro thanh Cong ty Bo
Minh Da Ning c6 tp sy dong hi dia ch 166-168 Ngugn Vin Linh
— quan Thanh Khé — thanh ptba Ning.

2.1.2.2. §do t6 chic Cong ty Bo MinhPa Ning.

2.1.2.3. Cacén phim hio hiém aia cong ty

2.1.2.4. The trang 8¢ dung ngwn lyc cia cong ty Bo Minh
Pa Nang.

2.2. Tong quan W tinh hinh hoat dgng sin xuit kinh doanh
ciia céng ty Bio Minh Pa Ning.

2.2.1. TH trwomg aia cong ty o hiém Bdo Minh Pa Néing.

Cong ty hat dong chi yéu tréndia ban thanh ghba Ning, do
d6 cong ty xadinh ddi tuong khach hang chyéu 1a cac nha may, xi
nghiép, céng ty, doanh ngép tr nhan...
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2.2.2. Khach hang

Hién nay, khach hangrh nhit cua cong ty 1a cac cong ty kinh
doanh, céng ty trach rim hitu han, dch wi van chuyn bing xe ©
gisi. Tiép theodd la khach hang trongnh wrc bio hiém tai sin — K
thuat. Cac khach hang trontnh wrc bao hiém con ngoi chiém vi tri
thir ba i ddi tugng 1a ngroi lao dong trong cac doanh ngimi, hoc
sinh, sinh viéndi cac tirong tréndia ban thanh ghba Ning.

2.2.3.Péi thii cgnh tranh

Cacdéi tha canh tranh chinhi@ Bio Minh hién nay bao m:
Bao Viét, Bao hiém Dau khi, Pjico, Bo hiém Buu dién...

2.2.4. Phan tich tinh hinh hat déng kinh doanh aia cong ty
qua cac am.

Qua king $ liéu doanh thu hangam aia céng ty cho thy cé
su bién dong. Doanh thu am 2009 tip hon so Wi 2008, thip hon so
v6i ké hoach dua ra va 2010dng so i doanh thu am 2009, thp
hon so i ké haach dua ra. PhAn trim hoan thanhé&haoach & doanh
thu rim trong hai am 2009 va 2010 #ip hon so \6i nam 2008
nhung phin trim hoan thanh & hoach \é loi nhuan trong hai am
naydéu cao lon so i nam 2008.

2.2.5. Phan tich tinh hinh hat déng kinh doanh aia cac laii
hinh bdo hiém qua cac @m.

Cac nghép v bio hiém tau thiy, baio hiém con ngwi, bao
hiém xe @ gidi, bao hiém tai sin, bio hiém ky thuat déu cé sr tang
truong nke va trong dbi on dinh qua cac am. Trong cac lai hinh
bao hiém nay, ko hiém xe @ gidi chiém ty trong cao nht trong tng
doanh thu hat dong tr cac lai hinh hio hiém.
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2.3. Phrong thitc tiép can khach hang.

Bao Minh rit linh haat trong cach thc tiép cin khach hang.
Cong ty tép xtc Wi khach hang théng qua &énh trrc tiép va gian
tiép.

2.4. Thuc trang xay drng va phat trién thwong hiéu cia
cong ty.

Tur khi thanh 4p dén nay, ban lankdao céng ty luén nin thic
rd tim quan tong aia viéc xay drng cho cong ty @t tén téi riéng.
Véi nhan thic throng hién phai gan lién v6i sic manh aia doanh
nghiép, Wi hiéu qua dich w mang 4i cho khach hang va nhan cach
cua ng, cong tydd khéng ngng my rong dia ban hat dong, thanh
lap thém chi nhanté tao thé dang vitng chic trén th truong.

Chwong 3: THIET KE NGHIEN CUU

3.1 M6 hinh nghién @&u va thangdo

3.1.1 M6 hinh nghién gu

M6 hinh s hai 1ong khach hangia My do Fornell xay dng
nam 1996dugc Sr dung trong bai nghiéniw nay.

3.1.2 Thangdo nghién aru

Trong d6, ar ky vong ¢dm 3 bén quan séat, ch luong cGim
nhan gom 3 bién quan sat, giaitcam nhin gdm 2 bién quan sat,s
hai 1ong @m 3 bién quan sat,ysthan phtn gdm 1 bén quan séat va
sy trung thanh gm 3 bén quan séat. Tuy nhién, theo thatmtir mo
hinh ACSI thi nhandtsy than phén chi 1 bién quan séatdiéu nay €
kho khin cho vic tinh toan @ng nhr chay ra kKt qua. Do d6, tac gi
da thém vao 1 Bn quan sattuoc lay tr mé hinh ch sb hai long
khach hangia cac méc EU (ECSI)dé do lvdng cho nhand sy than
phién, a1 thé nhr sau:
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3.2. Phrong phap nghién @éu

Sir dung phrong phap nghiéntw dinh hrong.

3.3. Tién trinh nghién citu

3.3.1 Xay @ng thangdo va cong @ nghién aru

Phiéu diéu tra @m 2 phin nhr sau:

Phan I: Mot s théng tin md 4 nguoi duge phong van nhr tudi
tac, gi tinh, ngté nghiép, thu nkp.

Phan II: Pay la plan chinh @a hing cau bi duoc thiét ké gdm
16 bién quan sat, tim Bu v& mong mén, cim nhin, sr hai long va
mirc d trung thanh ga khach hangdvchit lugng sin pram/dich wi
cia Bao Minh Dba Ning ma lo dang s dung.

3.3.2. Test th phiéu khdo sét

3.3.3. Thu tlép di liéu

C6 nhu céach tkic thu thip di lisu nhr phong Van qua thr,
phong vin qua e-mail, pbng Vin quadién thaai, phong Van truc tiép.
Bai nghién @¢u nay § lya chon phrong phépdiéu tra tirc tiép.

* M 4u va théng tin miu

Md hinh nghién éu c6 6 nhand véi so bién quan séat 1a 16.

Néu theo tiéu chin nim miu cho ndt bién quan sat thi kich tic
mau cin thiét & n = 80 (16 x 5) & lén. Bé tinh dai dién cia mhu
duoc dam hio, dr kién kich thréc miu thu Wi xur Ii 1a 200.Dé dat
dugc kich thréc méu dé ra, khang 230 lng cau bi duoc giri di
phong Van.

3.3.4. K hogch phan tich dr ligu

3.3.4.1. Ma hoa thango

-14 -

Bang 3.2. M& hda cac thand@o ar hai Iong (md hinh ACSI)
tai cong ty Bao Minh Pa Ning.

Thangdo theo md hinh ACSI
STT Ma hoe Dién giai
Thanh plin Ky vong khach hang (CE)
Ky vong W chit lugng ng thé vé sain prim/dich w ma

1 CEl .
Bao Minh cungép.

) CE> Ky vong W& mirc ¢ dapung 6t nhu éu riéng bét ca nhan
cua KH

3 CE3 Ky vong cac 8n phim/dich w caa Bao Minh cung ép it

bi hong/sai khac.
Thanh plin chit lvong ¢im nhin khi sr dung (PQ)
Cam nhin t6t vé chit luvong ©ng the caa sin prim/dich w

4 PQ4 | | ) ,
ma Eao Minh cung ap.

5 pOS Cam nhin 6t Bao Minh dap ung nhu @éu riéng bét ca
nhan @a minh.

Cac an phim/dich w ma Bio Minh cung dp cé tinh
6 PQ6 . .
chinh xac vaio tin ciy cao.

Thanh plin gia ti cam nhan (PV)

. o7 V6i mic chit luong sin pram/dich w1 Bao Minh cung
cip, gia ma KH phi tra hoan toan &ngdang va é.

o - Voi mac gia ma KH phi tra, chit lugng sin phim /dich
vu ma Eao Minh cung @p 1a wrot troi.

Thanh plan ar hai long (ACSI)

ACSI [Nhin chung, KH hoan toan hai lonai chét luong dch w
ma Eao Minh cung ép.

10 ACSI Bao Minh dapung ky vong KH.
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" ACSI [Bao Minh khéng c6 s khac bét nhiéu ddi véi cong ty ko
hiém ly teong ma KH no uéc
Thanh plin than phin (CC)

Néu khong hai long, KH & phan nan chinh tit haic

12 CC12 X . .
khéng chinh tirc v san prim/dich w cia Biao Minh.

13 CC13 |Phan nan 16i day nhit cia KH da dugc xir ly tot

Thanh plin 1dng trung thanh (CL)

Néu cin phai chon lai mot cong ty o hiém khac, KH &
14 CL14 _ ,
chon lai Bao Minh.

Néu sin phim/dich w cua coéng ty Bo hiém khac & hon
15 CL15 |ma Edo Minh khéng thayddi gia hién ti, KH vin € s
dung Bao Minh.
Néu sin phim/dich w cia Bio Minh ting gia, KH \in si
dung Bao Minh.
(Nguén: Bg thangdo aia md hinh ACStuoc tac gii dich)

3.3.4.2. Céc plong phéap phén tichivgc sr dung trong
nghién ¢u

* Phan tich moa

* Phuong phap phan tich nhaé khingdinh - CFA

Trong kém dinh thangdo, phrong ph&p phan tich nhae t
khing dinh CFA (Confirmatory Factor Analysis), phan tidu d¢ric
mdment cé nkiu vu diém hon so \6i phuong phéap trugn thdng nhr
phuong phéap B sb tuong quan, phong phap phan tich nhaé kham
pha (EFA) [Bagozzi & Foxall 1996]. Ly do la pbng phap CFA cho
phép kém dinh ciu trac ly thugt caa cac thangio lrdng nhr moi
quan R gita mt khai ném nghién ¢u voi cac khai ngm khac ma
ma khéng b chéch do sai & do luong. Mat khac ching ta cé éh

16 CL16
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kiém dinh gié ti hoi tu va gia ti phan bt cia thangio mpt cach it
don gian, trec quan, nhanh chéng ma khéninamhiu tha tuc nhr
cac phrong phap trugn thong khac.[Steenkarmp & Trijp, 1991]

* Phuong phéap phan tichdi quy hing mé hinh gu tric SEM

Phan tich bi quy la phan tich #ng kédé xac dinh xem céac
bién doc lap quy dinh cac bin phy thusc nhr thé nao?bay l1a nét
phuong phéap thng ké ma gia trky vong aia mot hay nhéu bién
ngau nhiénduoc dr toan dra vaodiéu kién cac bén ndiu nhién khéac.

M6 hinh du tric tuyén tinh (Structural Equation Modeling -
SEM) la mét ky thuat thong kédé kiém tra vadanh gia nbi quan ¢
nhan qu bang cach & dung bt sy két hop cia cac 8 liéu thong ké
va gh dinh tinh nhan gu SEMdugc xem la g két hop cia phan tich
nhan 6 va phan ticliuong din.

* CAc hwdc trong tién trinh phan tich SEM

Bugc 1: M6 hinh @ thé

Buéc 2: Dir todn cac thdngdty do

Buéc 2: Dir todn cac thdngdty do

Chwong 4: KET QUA NGHIEN CUU

4.1.Pic diém nhan khiu ciia mau

Phan tichdic diém nhan klu cia méu V& gi6i tinh, nglé
nghiép, d6 tudi, thu nhp.

4.2. Phan tich nhan é khang dinh CFA

Sir dung CFA \6i muc dich danh gia mé hinkduoc ar dung dé
do luong CSI 1a phu bp voi dir ligu thi truong hay khéng?bé tién
hanh nghiénweu, CFA téi qua 4 lréc nhr sau:

4.2.1. Xay ¢ng nhém nhan 6 ca nhan

M hinh ACSldugc do wong Bi 6 nhém nhand; 16 bén quan sét
duoc thé hién ky hiu va i dung chi &t duoc trinh bayy muc 3.3.4.1.
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4.2.2. Phat trén mé hinhdo luwéng ng thé

Ky hiéu mé hinh:

- CAc bén do luong duoc (bién quan sat): hinh amnhit

- Bién tiém an (bién phy thugc): hinh elip

- Phrong sai mdi nhdm nhand duoc chi ra king miii tén hai
dau két thac wi clng ndt bién.

- Céc ¢ sH hdi quy duoc trinh bay dc theo nii tén not chiéu
chi raduong din duoc gia thiét gitra hai bén.

- Hiép phrong sai t hién két qua giita nii tén vong cung hai
dau giira hai bén.

- Uéc lugng phrong sai sai & biéu thi két qua trénduong din
tir sai $ e dén bién quan sat (viwduong din tir sai $ el dén bién
guan saCEJ)

- Uéc lrong he s tai nhan ©: biéu thi két qua trénduong din
tir bién quan satién nhém nhand (vi du tir dudng din tir bién quan
SatCE dén nhom nhand Su mong doi

4.2.3. Thiét ké nghién aku dé tgo ra két qud thiec nghiém
Khi tién hanh CFA c6 63 B dugc udc luong thé hién ¢ bang 4.2

Bang 4.2: Trong 9, phuwong sai, hép phwoeng sai

Weights Covariance Variance | Means |ntercept | Total
Fixed 22 0 0 0 0 22
Labeled 0 0 0 0 0 0
Unlabeled| 10 15 22 0 0 47
Total 32 15 22 0 0 69

(Nguén: Tinh toan ga tac gii dva trén kt quz phan tich)
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4.2.4.banh gia gia ti mé hinhdo luwong
St dung pHin mém AMOS 18 cho &t qua vé cac tham & caa
mo hinh ling phrong phap CFA bénuibi.

76
~ Chi-: = 141.902 ; df= 89; P= .000 ;
Hin - @1 81 I~y QR =
h (=2 CE2 |- RMSEA= .055
42 @ . N
Ket @ Fat e
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WS s
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M0 @ ree N,
h (e7) PV7 g o5 \
CF 80 89 t N
A @ J )
B @ . 7
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T . e
7
T
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- A
1L @ G ung wari
pa @
nh

giad do phu hyp chung éa mé hinh

Theo Carmines & Mclver, 1981 thi CMIN/df <=3 va RES
<=0.08, theo Bentler & Bonett, (1980) TLI, CFI >8Qhi mé hinh
dugc xem & phu bp V6i dir liu thi truong. Két qua chay md hinh
cho thiy Chi-square/df = 1.594 <=3; CFl = 0.920, TLI = 74¢>0.9)
va RMSEA = 0.055 nén c6 &hkét luan md hinhdugc xem 1a phu
hop voi dir liéu thi truong.

4.2.4.2. Gia ti hgi tu
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Theo Gerbring & Anderson (1988) ching thangdo dat gia
tri hoi tu khi cac tong $ chuin héa @a thangio déu cao lvn 0.5 va
c6 y nghia thdng ké P < 0.05. Sau khith hién CFA hing Amos Kt
qua cho thiy cac ¢ sb chuin hdadéu >0.5 va cac hisd chra chun
héadéu cé y nglia thing ké nén cac khai ém dat duoc gia ti hoi ty.

4.2.4.3. Tinhkion nguyéndon huwong

Qua phan tichésd cronbach’s alpha, cac nh&ndd k¢ b >
0.6 do iy c6 tht khing dinh d tin ciy caa cac nhandt Cac nhém
nhan & déu dat yéu d@u. Céac btn c6 & sb twong quan bin tong I6n
hon 0.3 (xem ph luc) dat yéu du nén gir lai ¢¢ phan tich Bi quy
tiép theo

Panh giado tin cay tong hyp, thng phrong sai trich

Do tin cly téng hop (Pc) va éng phrong sai trich (Pvcitéu
lén hon 0.5dat yéu du.

4.2.4.4. Gia tf phan bét

Theo Kt qua, tit ca P-value <0.05 nén cac khagmi dat gia td
phan bét.

4.3. Quy trinh thwc hi¢n phan tich hbi quy bing mé hinh
SEM

4.3.1. Xaadinh nhém nhan % ca nhan

Ctr mdi miii tén trong md hinh cho tadnphueong trinh Wi
quy. M6 hinh chudc lwong cac B sb hoi quy khoéngudéc hugng he sb
hiép phrong sai. Bi vi, trong mé hinh khéng cé énquan & tuong
quan gira cac nhanstma chi c6 duy niat quan & hoi quy.

4.3.1. Xaadinh nhém nhan % ca nhan
* Ky hiéu:
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- Sy mongdoi la CE, c6 tong $ v6i chit lwong aim nhin 1a
Xy, €O tong & Vi gid tri cam nhin & % va c6 tong $ vai sy hai
Iong 1a X%,

- Chit lugng am nhin 1a PQ, ¢6 ting $ Vai gia tri cam nhan
la x4, VGi sy hai long 1a xva c6 sai 8 1a z.

- Gia ti cam nhan 1a PV, c6 tong $ véi su hai long la ¥va c6
sai 9 1a 2.

- Sy hai long 1a ACSI, c6 tng $ véi s than phén 1a X, Vi
s trung thanh xva c6 sai§1a z.

- Sy than phén 1a CC c6 tng $ véi sy trung thanh la xva cé
sai 9 la z.

- Sy trung thanh la CL va c6 s& & z.

Vén @& chinh madé tai éin giai quyét do chinh 1a tim rahsb
X va z @ia mdi phuong trinh.

4.3.2. Phat trén moé hinhdo lwong va thigt ké nghién aru tgo
ra két qua thgc nghigm
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Cac bén do lwong dugc sr dung hoan toan gng trong mé
hinh CFA. $ luong miu van dam bao tinh khai quat nlh mé hinh
CFA.

Chi-square= 162.907 ; df= 95 ; P= .00
Chi-square/df = 1.71
GFI=.909 ; TLI= .968 ; CFI= .9

Hinh 4.3: Két qué m6 hinh SEM

4.3.3.Danh gia gia ti mo hinhdo lwong
Cac ch s5 danh giado phu hyp cia md hinhdéu dat yéu du.
Vi vay md hinh phu bp véi dit liéu thi truong thé hién & bang bén

dudi.

-22 -

Bdng 4.7. Kt qud mét sb chi sb

Chi sb Két qua tir moé hinh | Gié tri tham chiéu md
hinh tét
Chi-square/df 1.715 <=3
GFl 0.909 >0.9
TLI 0.968 >0.9
CFI 0.975 ~1
RMSEA 0.060 0.03-0.08

(Nguén: Téng hop cia tac gii da trén Kt qua phan tich)

Tuy nhién c6 th diéu chinh cac chsd tréndé mé hinh 6t hon.
Tién hanhdiéu chinh bén d6i gip moc niii tén haidau vao ¢p sai
sb naodd s lam aii thién Chi-square. €thé moc vao ap ell - el3
s3 lam giam Chi-squaredi 10.055 so ¥ md hinh bandau. Lam
turong tir cho ndt sb cip sai $ khac nir e5- 10, el15- e13.
Bang 4.8. Mbi quan hé giira cac sai & c6 gia tri l6n

M.I
el5 <--> el3 10.497
ell <--> el3 10.055
eb <--> ell 10.600
(Nguén : Tinh toan @a tac giz dya trén ket qui phan tich)

Sau khi thrc hién diéu chinh mdi quan 1§ giita cac sai & két
qua CFA cho thy cac ch s danh giado phu hyp cia mé hinh ly
thuyét déu cai thién thé hién bang drdi. M6 hinh phu bp hon véi dit
liéu thi truong.
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Bang 4.9. Cac chsb danh giadd phu hop ciia mé hinhda
dwoc cii thién

Chi & Kétqua trmo | Gid tri tham chiéu
hinh cia mo hinh ot
Chi-square/df 1.517 <=3
GFlI 0.921 > 0.9
TLI 0.977 > 0.9
CFI 0.982 ~1
RMSEA 0.064 <=0.08

(Nguén : Tinh toan 6a tac gii dyva trén kt qui phan tich)

4.3.4. Kém dinh cac gii thuyét ciia md hinh va tinh toan cac
phwong trinh cdu tric

- Sy mongdoi |a CE, c6 tong $ v6i chit luong éim nhan |a
X1, €O tong & Vi gia tri cam nhin & % va c6 tpng $ vai sy hai
long la %,

- Chit lugng &am nhan la PQ, c6 ong $ Véi gid tri cam nhin
la X4, VOi s hai long 1a va c6 sai §laz.

- Gia ti cam nhan la PV, c6 tong $ vai sy hai long 1a xva co
sai 9 1a 2.

- Sy hai long la ACSI, c6 tmg $ voi sy than phién 1a %, voi
su trung thanh xva c6 sai §1a z.

- S than phén 1a CC ¢6 tsng $ vai s trung thanh la gva co
sai 9 1a z.

- Sy trung thanh 1a CL va c6 sa & z.

Bang 4.11: H b phwong sai dia sai $

Estimate Sai $ ciaa nhan t
z1 0.867 chat luong cam nhan
z2 0.083 gia tri cam nhan
z3 0.206 su hai long
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Estimate Sai $ ciia nhan t

z4 0.288 su trung thanh

z5 0.593 su than phien

(Nguén: Tinh toan @a tac gii dia trén It qui phan tich)

Pé kiém dinh mdi quan & tacdong aia cac nhandtthi ta thrc
hién kiém dinh tiong $ cia trng nhan . Néu céc tong $ 1a drong
ta két luan c6 mdi quan & cung chéu (chip nhin Hy) va naroc lai.

Két qua cho thiy trong $ chra chidin héa vada chidn héad
cot “Trong $” cua #it ca cac nhan& déu drong thé hién sr tacdong
cung chéu aia cac tng nhand dén ar hai long @a khach hang.

Dé xac dinh dugc 5 phrong trinh trén ta ph xac dinh duoc
trong $ cua trng nhan d. Cac tong $ trong mé hinh khéng ¢hion
gian la cac tong $ hoi quy ma ta @ dang nhn thiy. Do mé hinh
dugc xac hp c6 nhéu mbi quan 1 nhd bén trong hinh thanh nérbm
nhan é. Vi vy ta phii tién hanh tinh toan charg nhan é dua vao
bang 10; 11. M& hinh ACSI tft hién bing SEM nén khi phan tich
duong din ta tén hanh phan tich mgc lai mii tén i quy.

~

(1) Yeen=0.172CE + 0.86

A~

2) Ygten = 0.119CE + 0.155PQ + 0.083

(3) Ysn = 0.03CE + 0.082PQ + 0.085PV + 0.206

@) Yip =0.794Yg + 0.593
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(5) Yyt = 0.862Yg + 0.089Y;, + 0.288

Duya vao plrong trinh (3) cho thy dugc mic d6 tacdong aia
tirng nhan & dén sy hai long.

Chwong 5: KET LUAN VA KI EN NGHI

5.1. Két luan

Qua nghién €u xay drng ch s hai long khach hangitcéng
ty Bao Minh Ba Ning wi mé hinhdo lrong sr hai 1ong khach hang
cia My, két qua cho thly mdi nhan 6 c6 mic do anh hrong khéac
nhaudén sr hai long khach hang, trontp gia ti cam nhin c6anh
huéng manh nhit.

5.2 Mt sb kién nghi ddi véi cong ty bio hiém Bao Minh Pa
Ning

- Nang cao gié irdugc cam nhin boi khach hang: aln dong
thyc hién cac quydinh & an toan tai chinhfam bio kha nang thanh
toan; xay @ng chén lugc phat trén doanh ngtéip ngin va dai an
(¢én ram 2020); xay dng cac phrong anddi pho Wi kha ning Xiu
nhat; thuc hién chinh séach gin Iy chi phi kp 1y.

- Nang cao cit lugng dugc cam nhin boi khach hang: ap
trung vao cac i¢ch w chim séc¢ khach hangidy nhanh thi gian va
chit luong ghi quyét bdi thuong; nang cao Kn thac, trinh do
chuyén moén ngkp wu chodéi ngii nhan vién.

- Nang cao s mongdoi cua khach hang e khi ar dung sin
phim/dich w cia Bao Minh.

5.3. Han ché ciia dé tai va hwéng nghién atu tiép theo

5.3.1 Han ché

- T4c gi da sr dung y nguyén thango ACSI aia My do
Fornell xay dng rim 1996 ma khéng carstiéu chinh nao.
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- Nghién aru trongdé tai msi chi khao sat 4i thi truong Ba
Ning do iy mé hinh nay cha ©Hng quat héa cho thruong cacdia
pheong khéc trong &€ nuéc.

- Mic du $ lugng 230 niu khao satda dap g duoc yéu éu
vé mirc o dai dién cho bng thé, tuy nhién Bu nghién éu v6i s6
lwong lon hon thi miu 5 ¢ tinhdai dién cho tng thé cao fon.

- M3i nhém nhané caa it ky mé hinh naaloi hoi phai cé it
nhit 3 bién quan sat. Bu $ lwong bén quan sat ma hhon 3 €
gay kho kiin cho qud trinh tinh toan. Trong mé hinh ACSd&kisat,
bién sr phan nana khach hang (tac gidd thém vao 1 bn quan
sét) va gia frcam nhin chi c6 2 bén quan sat.

5.3.2 Heéng nghién aru tiép theo

Hudng nghién ¢u tiép theo @adé tai cin mo rong nghién au
ra cac th truong dia phrong khac; nghiéntu véi sé lwong miu I6n
hon dé dam bao tinhdai dién cho 6ng thé; hiéu chinh thangdo va
tiép tuc kham pha & sung céac in do luong msi dé c6 kb thangdo
tét hon, phu kyp voi nghién aru tai thi treong Viét Nam ding nhr
dic diém san pram/dich wi duoc nghién ¢u



