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Tém tit: Bai viét phan tich vai tro cia truyén thong trong viéc hinh thanh niém tin va
danh hieong dén hanh vi tham gia bao hiém thiong mai tai Viét Nam giai doan 2023-2024.
Trong béi canh thi truong cé ddu hiéu chitng lai nhing nhu cdu van ton tai, nghién ciru lam
ré moi quan hé giita théng tin truyén thong, nhéan thirc va mirc do tin cdy thi trieong. Dira
trén phdn tich tai liéu va tinh hudng thiee tién, két qua cho thdy nhiéu tranh chdp bdo hiém
khéng xudt phdt tir ban chdt san pham ma gdn véi khodng cdch giita théng tin truyén dat va
ky vong khdch hang. Truyén théng hién nay c6 xu huéng nhan manh loi ich nhung chiea lam
ré ddy du diéu kién, nghia vu hop dong, dan dén hiéu sai va suy giam niém tin. Tir @6, bai
viét dé xudt cdch tiép cdn truyén thong minh bach, gdn véi trdai nghiém thwc té, coi ddy la mét
dang gido duc tai chinh. Nghién ciru gop phan xdy dung khung phan tich lién két giita truyén
théng, nhan thire, niém tin va hanh vi, dong thoi lam ré vai tro cia truyén thong trong hé tro
on dinh va phat trién bén vieng thi truong bao hiém thwong mai tai Viét Nam.

Tir khéa: bao hiém thwong mai, hanh vi tham gia, niém tin, phdt trién bén viing, truyén thong
bdo hiém

I. Pit van dé

Trong nhiing nim gan day, thi
truong bao hiém thwong mai tai Viét
Nam di c6 su phét trién dang ké vé quy
md va san pham, trd thanh mot cau phan
quan trong ctia hé thong tai chinh. Theo
sO lidu tr Cuc Quan ly, giam sat bao
hiém (B6 Tai chinh), tong doanh thu phi
bao hiém toan thi truong nam 2024 dat
khoang 227.495 ty dong, tuy nhién tdc do
tang trudng da co dAu hiéu chiing lai, cho
thiy nhu cau bao hiém van ton tai nhung
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dong luc thi truong khong con duy tri &
muc cao nhu trudce.

Mot van dé ndi bat coa thi trudng
thoi gian gan day 1a su dao dong vé niém
tin ctia ngudi tham gia. Nhiéu tranh chap
bao hiém khong xuat phat tir ban chat san
pham ma lién quan dén sy khac biét giira
cach hiéu ctia khach hang va noi dung hop
dong, dic biét trong cac truong hop phan
phdi qua trung gian, phan anh khoang
cach giira thong tin duoc truyén dat va
nhan thirc cia nguoi tham gia.



Phén 16n cac nghién ctru trude day
thuong tap trung vao cac yéu td tai chinh,
chinh sach hoic thiét ké san pham, trong
khi vai trd cua truyén thong trong bao
hiém thwong mai chua duogc phan tich
day du nhu mot yéu t6 anh huong dén
nhan thirc, niém tin va hanh vi thi truong.
Khoang tréng nay dit ra yéu cau tiép cin
truyén thong nhu mot co ché trung gian
trong qué trinh hinh thanh niém tin.

Bai viét tip trung 1am rd mdi quan
hé gitra truyén thong, nhan thc, niém tin
va hanh vi tham gia bao hiém, qua d6 xem
xét vai trd ctia truyén thong trong viéc
hd tro 6n dinh va phat trién bén viing thi
trudong bao hiém thuong mai tai Viét Nam.

Nghién ctru hudng tdi tra 101 cac cau
hoi sau:

Truyén thong bao hiém anh hudng
nhu thé nao dén nhan thirc va niém tin cua
nguoi tham gia?

Nhitng han ché trong truyén thong
dang tac dong ra sao dén hanh vi tham gia
bao hiém?

Truyén thong can duoc diéu chinh
nhu thé ndo dé gdp phan ning cao niém
tin va thac day phat trién bén vimg thi
tredng bao hiém thuong mai?

Bai viét gop phan xay dung khung
phan tich lién két gitra truyén thong, nhan
thirc, niém tin va hanh vi tham gia trong
linh vuc bao hiém thuong mai. Pong thoi,
nghién cu cung cdp goi y chinh sach
nham tiép cén truyén théng nhu mot yéu
t6 quan trong trong quan tri thi truong, tir
d6 hd trg nang cao niém tin va sy on dinh
ctia thi truong bao hiém tai Viét Nam.

II. Co s& Iy thuyét va khung
phan tich

2.1. Vai tré ciia truyén théng trong
thi trwong bdo hiém thwong mai

Trong linh vuc bao hiém thuong
mai, truyén thong khong chi dong vai tro
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quang ba san pham ma con 13 co ché trung
gian gitp giam bét cn xung thong tin
gitra doanh nghi€p va nguoi tham gia. San
pham bao hiém c6 tinh v6 hinh, khé danh
gia trude khi sir dung va thuong gan véi
cac diéu khoan phirc tap. Khi d6, thong tin
dong vai trd quyét dinh dbi véi nhan thic
va hanh vi cta nguoi ti€u dung. Theo ly
thuyét bat can xing thong tin, khi thong
tin khong duoc truyén dat day du va minh
bach, rai ro hiéu sai va lya chon bat loi ¢
thé gia ting (Arrow, 1963).

Do d6, truyén thong trong bao hiém
thuong mai can duogc tiép can nhu mot
qua trinh cung cép, dién giai va chuan hoa
thong tin, giup nguoi tham gia hiéu dung
ban chit san pham, tir d6 hinh thanh niém
tin va dua ra quyét dinh phi hop.

2.2. Cong cu truyén théng trong
bdo hiém thwong mai

Truyén thoéng trong linh vuc bao
hiém thuong mai dugc thyc hién thong
qua nhiéu céng cu khac nhau, c6 thé phan
thanh ba nhém chinh:

(1) Truyén thong tiép thi (marketing
communication): GOm quang céo, ndi
dung truyén thong s0, mang xa hdi va cac
chién dich truyén thong thuong hiéu; 1a
kénh chii yéu trong viéc thu hat sy cha y
va tao nhén thirc ban du vé san phém.

(2) Truyén thong tu van truc tiép
(interpersonal communication): Dién ra
thong qua dai 1y bao hiém, nhan vién tu
van hodc kénh phan phdi bao hiém qua
ngan hang. Pay 1a diém cham quan trong
nhét, noi thong tin dugc céd nhan hoa
nhung ciing tiém an rui ro sai léch néu
khong dugc kiém soat.

(3) Truyén théng cong chiing va bao
chi (public communication): Gom thong
tin tir bao chi, co quan quan 1y va ngudn
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doc lap. Nhom nay co6 vai tro dinh hinh
nhéan thic xa hi, anh hudéng manh dén
niém tin thi truong, dac biét trong cac giai
doan xay ra tranh chép.

Truyén thong trong bao hiém con co
thé dugc xem nhu mot dang giado duc tai
chinh, giup ngudi tham gia hiéu rd quyén
loi, nghia vy va rui ro lién quan dén san
pham tai chinh.

Su tuong tac gitra ba nhém cong
cu nay tao nén hé sinh théi truyén thong
béao hiém, trong d6 tinh nhat quan va minh
bach cua thong tin 13 yéu té then chdt.

2.3. Méi quan hé giita truyén
théng, nhdn thikc, niém tin va hanh vi

Mdi quan hé gitra truyén thong va
hanh vi tham gia bao hiém c6 thé dugc 1y
gidi thong qua chudi tac dong trung gian
gém: nhan thirc — niém tin — hanh vi.
Trong cdc mo6 hinh hanh vi nguoi tiéu
ding, nhan thirc va niém tin thuong déng
vai trd trung gian giita théng tin va quyét
dinh hanh vi (Ajzen, 1991). Cach tiép can
nay cho thiy truyén thong khong tac dong
tryc tiép dén hanh vi tham gia, ma thong
qua viéc dinh hinh nhan thic va cing ¢
niém tin ctia ngudi tiéu ding.

Thir nhét, truyén théng anh hudng
dén nhan thic thong qua viéc cung cap va
dién giai thong tin. Noi dung thong diép,
cach thuc trinh bay va muc dd minh bach
s& quyét dinh cach ngudi tiéu dung hiéu
vé san pham.

Thi hai, nhan thire 1a nén tang hinh
thanh niém tin. Trong cac dich vu tai
chinh, niém tin giir vai tro trung tdm do
ngudi tiéu dung phai dua ra quyét dinh
trong diéu kién khong chic chin. Niém
tin dugc hinh thanh trong bdi canh cac hé
thdng chuyén mon va thong tin trung gian

(Giddens, 1990). Khi thong tin thiéu minh
bach, khong phu hop véi thyuc té, niém tin
c6 thé bi suy giam.

Thir ba, niém tin ¢6 vai trd quyét dinh
d6i voi hanh vi tham gia. Voi san pham tai
chinh ¢6 d0 rii ro cam nhan cao nhu bao
hiém, nguoi tiéu dung chi dua ra quyét dinh
khi mirc d6 tin cdy dat ngudng nhat dinh.

Chudi quan hé nay cho thay truyén
thong khong tac dong truc tiép dén hanh
vi, ma thong qua cac bién trung gian. Diéu
nay 1y giai vi sao cac van dé trong truyén
thong c6 thé dan dén hé qua gian tiép
nhung kéo dai d6i véi thi truong.

2.4. Truyén théong va phdt trién bén
vitng thi trwong bdo hiém

Phat trién bén vimg trong thi trudng
béo hiém thuong mai khong chi duoc do
bang tbc do ting truong doanh thu, ma
con phu thude vao chit lwong tham gia va
murc d6 6n dinh ctia niém tin thi truong.

Trong khung phan tich nay, truyén
thong dong vai tro 12 yéu té nén tang:

Néu thong tin minh bach va can
béng, nhan thire s€ chinh xac hon,

Nhan thtc chinh xac gitp cung cb
niém tin,

Niém tin on dinh tao diéu kién cho
hanh vi tham gia bén viing.

Nguoc lai, truyén thong thién I¢ch
hodc thiéu minh bach c6 thé tao ra ky
vong sai, dan dén xung dot gitra ky vong
va trai nghiém, tir d6 1am suy giam niém
tin va anh hudng tiéu cuc dén phat trién
dai han cua thi truong.

Do d6, viéc tiép can truyén thong
nhu mét cau phén cua quan tri thi truong,
thay vi chi 1a cong cu ban hang, c6 y nghia
quan trong d6i véi muc tiéu phat trién bén
vimg cia nganh bao hiém thuong mai.



Hinh 1. Khung phan tich mbi quan h¢ gitra
truyén thong bao hiém, nhén thuc, niém
tin, hanh vi tham gia va phat trién bén
vimg thi trudng bao hiém thuong mai.
Nguon: Tdc gid dé xudt, ké thira tir Ajzen (1991),

Giddens (1990) va Arrow (1963)
Hinh 1 cho thiy truyén théng bao
hiém duogc tiép can theo huong minh bach
dong vai tro 1a diém khoi dau cua qua trinh
hinh thanh hanh vi tham gia. Truyén thong
anh huong dén nhan thic ctia ngudi tham
gia thong qua viéc cung cip va dién giai
thong tin vé& san pham. Khi thong tin dugc
truyén dat day du va dé hiéu, nguoi tiéu dung
c6 kha nang hinh thanh nhan thic dung vé
quyén loi, nghia vu va riii ro lién quan.
Nhan thiac dung 13 co s dé hinh
thanh niém tin. Trong b6i canh san pham
béo hiém c6 tinh v6 hinh, kho kiém ching
truée khi dung, niém tin tré thanh yéu
td trung gian quan trong trong qua trinh
ra quyét dinh (Giddens, 1990). Khi nhan
thire khong phu hop véi thue té, niém tin
c6 thé bi suy giam, ddn dén phan g tiéu
cuc tu phia nguoi tham gia.
Niém tin sau d6 anh huong truc tiép
dén hanh vi tham gia va duy tri hop ddng bao
hiém. Theo 1y thuyét hanh vi, nhan thtrc va
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niém tin dong vai tro trung gian giita théng
tin va hanh vi (Ajzen, 1991). Diéu nay cho
thay truyén théng khong tac dong truc tiép
dén hanh vi, ma thong qua viéc dinh hinh
nhén thirc va cing ¢b niém tin.

Cudi cung, hanh vi tham gia va duy
tri bao hiém & quy mé thi truong gop phan
tao nén sy 6n dinh va phat trién bén virng.
Nguoc lai, khi truyén théng thiéu minh
bach, khoang cach gitta thong tin va ky
vong c6 thé 1am suy giam niém tin, dan
dén tranh chép, anh huong ti€u cuc dén sy
phat trién dai han cta thi truong.

Khung phan tich nay ké thira:

Ly thuyét hanh vi (Ajzen, 1991) vé
vai tro trung gian ctia nhan thirc va niém tin

Ly thuyét niém tin trong x hoi hién
dai (Giddens, 1990)

Ly thuyét bat can xung thong tin
(Arrow, 1963)

So voi cac nghién ciru trudce, bai viét
6 mot s diém khéc biét:

Tiép can truyén thong nhu mot bién
trung tam thay vi yéu té phu tro

Két ndi truyén thong vé6i phat trién
bén virng thi trudng

Dit trong bdi canh thuc tién Viét
Nam giai doan gan day.

I11. Phwong phap nghién ctru
3.1. Cdch tiép cén nghién ciru

Nghién ctru st dung phuong phap
dinh tinh, két hop giita phan tich tai liéu
va phén tich tinh huéng nham lam ré mdi
quan hé giita truyén thong, nhan thic,
niém tin va hanh vi tham gia trong thi
truong bao hiém thwong mai. Viéc khong
st dung phuong phap dinh lugng 1a mét
lua chon ¢6 chu dich, do dbi tuong nghién
ctru (niém tin va nhan thirc) khé do luong
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chinh xac bang cac chi sé thong ké trong
bdi canh dir liéu con phan tan.
3.2. Nguon dizliéu va tiéu chi lya chon

Dir liéu nghién ctru dugc thu thép tur
hai nhém chinh:

3.2.1. Dit liéu thir cdp

Bao gdm:

Bao cao va thong tin thi truong tu
Cuc Quan 1y, giam sat bao hiém thudc Bo
Tai chinh (2023)

Céc van ban chinh sach lién quan
dén thi truong bao hiém thuong mai tai
Viét Nam

Bai viét tir cac co quan bao chi chinh
théng nhu Thoi bao Tai chinh Viét Nam
(2023, 2025)

Tai liéu qudc té lién quan dén bao
hiém, truyén thong va hanh vi tai chinh,
tiéu biéu 1a OECD (2017).

Pham vi thoi gian: tdp trung giai
doan 2023-2024, la giai doan thi trudong
bao hiém Viét Nam c6 nhiéu bién dong lién
quan dén niém tin va hanh vi tham gia.

Tiéu chi lua chon dit liéu:

Ngudn chinh thong, c¢6 do tin cay cao

Noi dung lién quan truc tiép dén:
truyén thong bao hiém, niém tin, tranh
chap, hanh vi tham gia

Co6 kha nang phan anh xu hudng
hodc van dé ndi bat cua thi truong

Tir khoa tim kiém: “truyén thong
bao hiém”, “niém tin bao hiém”, “tranh
chip bao hiém”, “diéu khoan loai trir”,
“insurance communication”, “insurance
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trust”, “insurance disputes”.

3.2.2. Dit liéu tinh hudng

Gom cac truong hop dién hinh
dugc phan anh trén phuong tién thong

tin dai ching hodc trong thuc tién thi
truong, nhu:

Tranh chap hop dong bao hiém

Phan {mg cua khach hang dbi voi
san pham bao hiém

Céac chién dich truyén thong gay
tranh luan

Tiéu chi luya chon tinh huéng:

C6 lién quan truc tiép dén van dé
truyén théng va nhén thirc

Puoc phan anh tir nhidu ngudn (bao
chi, co quan quan ly, du luan xa hoi)

C6 kha nang minh hoa rd khoang
cach gitra thong tin va ky vong

3.3. Quy trinh phan tich dir liéu

Qua trinh phan tich dugc thuc hi¢n
theo ba budc:

Buéc 1: Thu thap va sang loc dir liéu

Tai liéu va tinh hubng dugc thu
thap, sau do6 sang loc theo ti€u chi vé do
tin cady va muc do lién quan.

Budc 2: Ma héa va phan logi ngi dung

Dir liéu dugc phan loai theo céc
nhom chu dé chinh:

Noi dung truyén thong

Nhan thue ciia nguoi tham gia

Biéu hi¢n niém tin

Hanh vi va phan tng thi truong

Bucéc 3: Phan tich va dbi chiéu:

Két qua duoc phén tich theo khung
Iy thuyét da xay dung (truyén thong —
nhan thirc — niém tin — hanh vi), d6i
chiéu giita dir liéu chinh théng va tinh
huéng thuc tién nhim dam bao tinh nhat
quén va do tin cay cua két luan.

3.4. Kiém chiing va dé tin cdy

bé nang cao do tin cay, bai viét
sit dung phuong phap dbi chiéu ngudn



(triangulation), két hop dit liéu tir co quan
quan 1y, ngudn bao chi chinh théng va
phan tich tinh huéng thuc tién. Viéc so
sanh gifta cac ngudn gitip han ché sai léch
do thong tin don 1¢é va tang tinh khach
quan cua phan tich.

3.5. Gidi han nghién curu

Nghién ctru c6 mdt s6 han ché:

Thir nhit, cac sb liéu st dung trong
bai dugc tong hop tir bédo cdo va ngudn
cong bd chinh thirc, phan anh xu hudng
chung cua thi treong, nhung chua di sau
vao phan tich dinh lugng hodc khao sat
truc tiép. Vi vy, mot s6 nhan dinh van
mang tinh khai quat.

IV. Két qua va thao luin
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Thtr hai, cac tinh huéng duoc Iva chon
mang tinh dién hinh, c6 gia tri minh hoa
nhung khong dai dién cho toan bg thi truong.

Thtr ba, do pham vi bai viét tap trung
vao goc nhin truyén thong, nén cac yéu td
khéc nhur thiét ké san pham, khung phép 1y hay
nang lyc tu van vién chi dugc dé cap & muc
lién quan, chua phai 1a trong tdm phén tich.

Tuy nhién, cach tiép cén nay phu
hop v6i muc tiéu cua bai viét 1a 1am 13 co
ché tac dong cua truyén thong, dong thoi
cling 1a 1y do dé tiép tuc cac nghién ctru
sau hon, dac bi¢t 1a cac nghién ctru dinh
luong hoic khao sat truc tiép ngudi tham
gia bao hiém trong thoi gian toi.

Bang 1. Thuc trang thi truong bao hiém Viét Nam giai doan 2023-2024

Chi tiéu 2023 2024 Ghi chu
Tong doanh thu phi bao hiém \ « .. sr__ |khoang 2275 gom nhan tho
thuong mai khoang 228 nghin ty dong nghin ty dong va phi nhan tho
Doanh thu bao hiém nhén tho giam manh kho?ng 914?’2 tdng trudng cham
nghin ty dong
Y 1 A 5 khoang 78,3 . ,
Doanh thu bao hiém phi nhan tho | tdng nhe nehin ty dong duy tri ting trudng
thudc hé thong
A _410 , ; ; ’
Ty 1€ tham gia BHXH khoaI}g 42-43% luc lugng tiép tuc tang an sinh xa hdi bat
lao dong A A
budc va tu nguyén

Boi canh thi truong bao hiém Viét
Nam giai doan 2023-2024 cho thiy su
khac biét 15 giita bao hiém thwong mai va
bao hiém xa hoi, phan anh xu hudng ting
truong chitng lai cta thi truong bao hiém
thuong mai trong thoi gian gan day. Can
phan biét hai linh vuc nay do c6 muc tiéu,
co ché van hanh va dong co tham gia khac
nhau: néu bao hiém xa hoi mang tinh chinh
sach va co yéu t6 bat budc, thi bao hiém
thwong mai phy thudc nhiéu hon vao niém
tin thi truong va quyét dinh ty nguyén cua
nguoi tham gia. Bai viét khong st dung
s6 liéu bao hiém xa hoi dé suy dién tryc

tiép cho hanh vi tham gia bao hiém thuong
mai, ma chi xem day 1a dit liéu bdi canh
lién quan dén nhu cau bao vé tai chinh cta
nguoi dan. Trén co so do, dir li¢u thi truong
duoc sir dung nhu nén tang dé xem xét vai
trd ctia truyén thong trong viéc hinh thanh
nhan thirc, ciing ¢d niém tin va anh huong
dén hanh vi tham gia bao hiém.

4.1. Théng di¢p truyén théng thién
vé lgi ich

Mot dic diém ndi bat cua truyén
thong bao hiém thuong mai tai Viét Nam
thoi gian qua 1a xu huéng nhan manh loi
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ich san pham, trong khi cac noi dung lién
quan dén diéu kién hop dong va nghia vu
tai chinh it duoc dién giai diy du. Trong
cac kénh phan phéi qua ngan hang, cach
tiép can nay cang dé khién nguoi tham gia
hiéu san pham bao hiém theo huéng gin
v6i tiét kiém hodc dau tu tai chinh.

Theo Cuc Quan ly, gidm sat bao
hiém, nhiéu doanh nghiép bao hiém nhan
tho da dugc yéu cau ting cuong kiém tra
va giam sat hoat dong tu van cua dai ly
nhim bao dam viéc cung cép thong tin
“day du, chinh xac” cho bén mua bao
hiém. Diéu nay cho thay co quan quan ly
ciing nhin nhan van dé chit luong truyén
thong va tu van 1a nguyén nhan quan trong
dan dén phan ng tiéu cuc ciia khach hang
trong thoi gian gan day.

4.2. Thiéu minh bach vé diéu ki¢n
va nghia vu hop dong

Mot van dé noi bat khac 1a céc diéu
khoan loai trur, thoi gian cho hodc nghia vu
dong phi dai han thuong chwa duoc truyén
dat rd rang trong qua trinh tu van. Khoang
cach giita thong tin duge hiéu va ndi dung
hop dong thuc té tré thanh nguyén nhan
dan dén nhiéu tranh chip bao hiém.

Céc phan tich phap 1y tir hé thng
kiém sat cho thiy nhiéu tranh chip khong
xuét phat tir viéc doanh nghiép “khong chi
tra”, ma lién quan dén viéc nguoi tham gia
chwa hiéu day du diéu khoan loai trir trach
nhiém bao hiém. Trong bdi canh san pham
bao hiém c6 tinh chuyén mén cao va khé
kiém chimg trude khi sir dung, viée truyén
thong thiéu minh bach c6 thé lam gia ting
rii ro hiéu sai va suy giam niém tin ctia
nguoi tham gia.

B¢ Tai chinh ban hanh Thong tu
67/2023/TT-BTC huéng dan Luat Kinh
doanh bao hiém cho thiy yéu cau ngay

cang cao doi voi chuan hoa thong tin, tu
van va minh bach héa hoat dong bao hiém.

4.3. Bit cdn xirng thong tin trong
kénh trung gian

Kénh dai 1y va kénh phan phéi qua
ngan hang hién vén 1a cac kénh phan phdi
chu dao cua thi truong bao hiém nhan tho
tai Viét Nam. Theo s6 li¢u thi truong, kénh
dai 1y truyén théng van chiém ty trong 16n
trong doanh thu phi bao hiém. Tuy nhién,
chinh cac kénh trung gian nay ciing 1a noi
d& phét sinh bat can xtng thong tin.

Trong nhiéu truong hop, ndi dung
truyén dat phu thudc 16n vao k¥ ning, ap
luc doanh sb va cach tiép can cua nguoi
tu van. Khi muc tiéu ban hang dugc uu
tién hon chét luong giai thich thong tin,
nguoi tham gia c6 thé hinh thanh nhan
thirc khong day du vé san pham.

Co quan quan ly dd nhiéu lan yéu
cau doanh nghiép bao hiém ra soat cong
tac dao tao dai ly, nang cao chét luong
tu van va ting cuong giam sat hoat dong
phan phéi. Didu nay phan anh bat cén
xtng thong tin trong kénh trung gian
khong chi 1a hi¢n tuong ca biét ma mang
tinh hé thong cua thi truong.

4.4. Tac déng ciia truyén théng
tiéu cuwe dén niém tin thi trwong

Niém tin trong thi truong bao hiém
khong chi bi anh hudng boi trai nghiém
cd nhan ma con chiu tac dong manh tur
thong tin truyén thong va du luan xa hoi.
Trong moi truong truyén thong sd, cac
tranh chdp hodc phan anh tiéu cyc c6 thé
lan truyén nhanh va tao hiéu Gmg tam ly
trén di€n rong.

Giai doan 2023-2024 ghi nhan
nhiéu bién dong lién quan dén niém tin thi
treong bao hiém nhén tho. Theo Thoi bao



Tai chinh Vi¢t Nam, doanh thu phi bao
hiém toan thi truong nam 2024 dat khoang
227.495 ty dong nhung téc do ting truong
khong con duy tri & mic cao nhu trude.
Mot sb phén tich thi trudng ciing cho thay
s6 lwong hop ddng bao hiém nhan tho co
xu hudng gidm sau giai doan khung hoang
niém tin nim 2023.

Nhitng dién bién nay cho thy truyén
thong tiéu cuc khong chi anh huong dén
hinh anh doanh nghiép ma con tic dong
tryc tiép dén hanh vi tham gia va duy tri
hop ddng bao hiém cua khach hang.

4.5. Vai tro ciia truyén thong nhw
mot dang gido duc tai chinh

Bén canh cac tac dong tiéu cuc,
truyén thong bao hiém ciing cho thiy
vai tro tich cuc khi duoc tiép can theo
hudéng minh bach va mang tinh gido duc
tai chinh. Trong linh vuc bao hiém thuong
mai, truyén thong khong chi nhdm quang
b4 san pham ma con gitp nguoi tham gia
hiéu 16 quyén loi, nghia vy va rui ro lién
quan dén hop dong.

Cac yéu cdu ting cuong giam sat
hoat dong tu van, chuin hoa quy trinh dao
tao dai ly va minh bach héa thong tin tir co
quan quan 1y cho thiy xu huéng chuyén
tir “truyén théng ban hang” sang “truyén
thong dinh huéng hiéu biét”.

Dai han, cach tiép can nay c6 y nghia
quan trong ddi véi su 6n dinh va phat trién
bén vimg cta thi trudng bao hiém. Khi
thong tin duoc truyén dat day du va phu
hop, khoang cach giita ky vong va thuc té
6 thé duoc thu hep, tir d6 cung ¢d niém
tin va duy tri hanh vi tham gia bao hiém
6n dinh hon.

V. Két ludn

Thi truong bao hiém thuong mai la
mdt linh vuc tai chinh dac thu, trong do
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niém tin déng vai trd trung tm trong viéc
duy tri va m¢ rong hanh vi tham gia. Nhung
khi di su vao thuc té, day lai 1a mdt nganh
dua rat nhiéu vao niém tin. Niém tin trong
bao hiém khong mat di vi rai ro, ma thuong
mat di vi cach rui ro duoc giai thich. Truyén
thong, vi vay, khong chi la cong cu quang
ba ma con 1a yéu td quyét dinh dén sy on
dinh cua thi truong (OECD, 2017).

Vi thé, truyén théng trong bao hiém
khong thé lam theo kiéu quang céo thong
thuong. Truyén théng trong bao hiém can
duogc thuc hién theo hudéng 6 rang, minh bach
va pht hop v6i kha ning tiép nhén thong tin
ctia ngudi tham gia. Khi nguoi tham gia hiéu
diing ngay tir dau, thi truong s& tu on dinh.

Truyén théng trong bao hiém khéng
chi 14 cong cu quang ba ma con 13 yéu tb
anh hudng truc tiép dén nhan thtc, niém
tin va hanh vi tham gia cta thi truong. Khi
thong tin dugc truyén dat minh bach va
pht hop véi trai nghiém thyc té, niém tin
c¢6 thé duoc cung cd, tir 46 gop phan duy
tri su 6n dinh va phat trién bén viing cua
thi truong bao hiém thuong mai.
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THE ROLE OF INSURANCE COMMUNICATION IN
PROMOTING SUSTAINABLE DEVELOPMENT IN VIETNAM

Nguyen Thi Thuy Linh!

Abstract: This paper examines the role of communication in shaping trust and influencing
participation behavior in the commercial insurance market in Vietnam during the period 202 3-
2024. In the context of slowing market growth despite continued demand, the study clarifies
the relationship between communicated information, consumer perception, and market trust.
Drawing on document analysis and case-based analysis, the findings show that many insurance
disputes are not rooted in the nature of the products themselves, but in the gap between
communicated information and customer expectations. Current communication practices tend
to emphasize benefits while failing to clarify conditions and contractual obligations, leading
to misunderstandings and declining trust. Based on these findings, the paper proposes a more
transparent communication approach aligned with actual customer experience, viewing
communication as a form of financial education. The study contributes by developing an
analytical framework linking communication, perception, trust, and participation behavior,
while also highlighting the role of communication in supporting market stability and the
sustainable development of the commercial insurance sector in Vietnam.

Keywords: commercial insurance, insurance communication, participation behavior,
sustainable development, trust
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