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Trong vai nam gan day, hoat dong mua/ban chéo déng gop rat 16n
cho nguoén thu cdia cac ngan hang Viét Nam, gitip hé théng ngan hang
vugt qua giai doan khoé khan nhat do dai dich COVID-19. Mét trong
nhiing hoat déng mua chéo phd bién hién nay la hoat déng mua bao
hiém dugc phan phdi qua ngén hang (Bancassurance). Bai viét nay xem
xét sy anh hudng cla chat lugng méi quan hé (sy hai long va sy tin
tudng), gia tri cdm nhan va hinh anh dén hanh vi mua chéo cla khach
hang trong pham vi clia Bancassurance tai Viét Nam. St dung ky thuat
phong van chuyén sau vdi cac chuyén gia ngan hang, két qua nghién
clu chi ra rang chat lugng méi quan hé déng vai trd quan trong déi
vdi hanh vi mua chéo bao hiém cta khach hang. Trong do, yéu té su
tin tudng dugc xem la c6 anh hudng manh han so vdi yéu t6 sy hai
Idng. Bén canh dd, yéu té hinh anh cling dugdc can nhac trong cac quyét
dinh mua chéo cla khach hang. Ngugc lai, gia tri cdm nhan cua khach
hang vé san pham bao hiém hau nhu khéng cé tac ddng dén hanh vi
mua chéo.

Abstract

In recent years, cross-buying (or selling) has contributed greatly to the
revenue of Vietnamese banks, helping the banking system to
overcome the most difficult period due to the COVID-19 pandemic.
One of the most popular cross-buying (or selling) activities today is
buying insurance distributed through banks (Bancassurance). The
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paper examines the influence of relationship quality (including
satisfaction and trust), perceived value and image on customers' cross-
buying behavior on Bancassurance in Vietnam. Using an in-depth
interview technique with banking experts, the research results show
that "relationship quality” plays the most important role in customers'
cross-buying behavior for Bancassurance. When considering the
aspects of relationship quality, “trust” is considered to have a stronger
influence than “satisfaction”. Besides, “image” is also considered in the
cross-buying decisions of customers. In contrast, customers' perceived
value of insurance products has almost no impact on their cross-buying
behavior.

1. Gigi thiéu

Mua chéo la thuat ngit dugc gidi thidu 1an dau tién trong nghién ctru ciia Verhoef va cong su
(2001). Mua chéo duge dinh nghia 1a “viéc mua mot s dich vy khac nhau tir cing mot nha cung cap”.
Theo Ngobo (2004), mua chéo dé cap dén “viéc khach hang mua thém cac san pham va dich vu ngoai
danh myc nhitng san phﬁim va dich vu hién c6 ctia minh tir nha cung cép dich vu hién tai”. Do do,
hanh vi mua chéo cta khach hang thé hién khach hang c6 dong lyc mua nhiéu san pham khéc nhau,
dong thoi ho sdn saing mua san pham tir cing mot nha cung cap.

Hoat dong mua/ban chéo da va dang nhan dugc sy quan tam dang ké trong ca nghién ctru va thuc
tién trong hoat dong ban 1é. Ttr goc dd cua cac nha cung ung, vi¢c ban chéo mang lai cho ho co hoi
dé tang doanh thu tir khach hang hién c6, gia tang loi thé canh tranh cho ngan hang (Aurier & N’Goala,
2010). Trong khi d6, tir goc do cua khach hang, viéc mua chéo duge xem 1a yéu t6 quyét dinh trong
mé rong moi quan hé giita khach hang va ngan hang (Reinartz & Kumar, 2003) va ting gia tri co
dugc tir khach hang, hay noi cach khac, gia tri vong doi cua khach hang (Venkatesan & Kumar, 2004).

Trong linh vue tai chinh - ngan hang, hoat dong ban chéo dang ngay cang trd nén pho bién. Cac
ngan hang khong chi ban chéo giita cdc san pham ngan hang truyén thong ma con két hop véi cac san
pham dich vu ciia chirng khoan, bao hiém va quan 1y tai san. Diéu nay c6 1& xuat phat tir xu hudng
toan cau hoa, sap nhap va dac biét 1a tinh bét dinh ctia méi truong kinh doanh (Ngobo, 2004; Liu &
Wu, 2008).

Trong boi canh cac nude chau A, mua/ban chéo ciing tré thanh xu hudng phd bién trong cung cap
dich vu ngén hang (Ghosh, 2006; Claessens va cong sy, 2010). Tai Viét Nam, mdt trong nhitng hoat
dong ban chéo pho bién ciia ngan hang hién nay chinh 14 hoat dong phan phdi bao hiém qua ngan
hang (goi tat 1a Bancassurance). Bancassurance c6 thé dugc hiéu 1a viéc mot ngan hang dong vai tro
nhu mot kénh phan phdi bo sung ctia cic cong ty bao hiém dé chio ban cac san pham bao hiém. Theo
khao sat ciia Ngan hang Nha nudc Viét Nam, hién c¢6 81% cac ngan hang Viét Nam dang trién khai
Bancassurance (Ng6 Hai, 2021). Bac biét, trong giai doan dai dich COVID-19, doanh thu tir cAc mang
kinh doanh truyén thong ¢6 xu hudng suy giam thi Bancassurance dugc xem la mang hoat dong “ctru
tinh”, mang lai dong lyc ting truong cho cic ngan hang (Tram Anh, 2021). Diéu nay xuét phat tir syr
gia ting dot bién vé phi tra trudce tir cac thuong vu Bancassurance doc quyén giita ngan hang va cong
ty bao hiém da dugc ky két thanh cong trong nam.
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Tuy nhién, hanh vi mua/ban chéo theo Bancasurance ¢ Viét Nam chua nhan dugc nhiéu su quan
tAm clia cac nha nghién ctru. Cho dén nay, hau hét cic nghién ciru déu tap trung vao phan tich loi ich,
co hoi va thach thuc cho cac ngan hang khi thuc hién Bancasurance va lai dugc thuc hién dudi dang
tong quan va theo y kién ciia nhom cac gia (Tran Huy Hoang, 2008; Tran Thi Yén Vinh, 2021). Cho
nén, viéc nghién ctiru vé hanh vi mua ban/chéo trong kénh Bancassurance ¢ Viét Nam la rat can thiét.

Theo 1y thuyét vé marketing, hanh vi mua/ban chéo phu thudc nhiéu vao chat lugng mdi quan hé
gitta cong ty va khach hang (Verhoef va cong su, 2002; Bolton va cdng su, 2004). Tuy nhién, cac
nghién ctru thyc nghiém chi méi tap trung vao xem xét sy tac dong cua chat lugng mdi quan hé dén
hanh vi mua chéo ctia khach hang va két qua nghién ctru van chua 16 rang. Pon cir nhw mot s nghién
ctru cho rang khach hang sin sang mua hang hoa khac ctia cing mot cong ty khi ho hai long véi san
pham dich vu hién tai cung cip (Bloemer va cong sy, 2002) va ho c6 long tin ddi véi cong ty (Johnson
& Grayson, 2005). Tuy nhién, Bolton va cong su (2004) chi ra rang sy hai long ctia khach hang c6
tac dong manh hon dén viéc gilt chan khach hang, nhung lai tac dong yéu hon dén hanh vi mua chéo.
Tham chi, mot s6 nghién ctru cho thay sy hai long (Lin, 2012) va su tin tuong (Verhoef va cong su,
2002) lai khong c6 tac dong dén hanh vi mua chéo.

Ngoai ra, rat it nghién ctru danh gia chat lugng mdi quan hé trong khi két hop vdi cac yéu td nhu
gi4 tri cam nhan va hinh anh cong ty dén hanh vi mua chéo. Nghién ciru ctia Tung va Carlson (2015)
1a mot trong s6 it nghién ciru xem xét diéu nay. Tuy nhién, két qua nghién ctru ciing chua dua ra duoc
bang chimg vé su tac dong truc tiép clia chat lugng mdi quan hé dbi v6i hanh vi mua chéo. Pong thoi,
pham vi nghién ctru chi dimg & dich vu ngan hang noéi chung va trong bdi canh cua thi truong tai
chinh phat trién nhu Hong Kong. Do d6, hiéu dung vé vai tro clia chat lwong mbi quan hé dén hanh
vi mua chéo ddi voi riéng hoat dong Bancasurance va trong boi canh ciia cac nuéc dang phat trién
nhu Viét Nam ciing rat dang quan tam.

Vi thé, bai viét nay nhim xem xét liéu chat luong moi quan hé¢, gia tri cam nhén, hinh anh cua
ngan hang c6 anh huéng dén hanh vi mua chéo ctia khach hang trong pham vi cia hoat dong
Bancassurance. Cu thé, thay vi xem xét chat lwgng mbi quan hé nhur 14 yéu té da chiéu, nghién ciru
nay sé& tap trung vao phan tich va so sanh su anh huéng ciia timg thanh t6 ctia chat lugng méi quan hé
(bao goém sy hai 1ong va sy tin tudng) cling voi cac yéu td khac nhu: Gia tri cam nhéan va hinh anh
ngan hang dén viéc mua chéo cua khach hang ddi véi Bancassurance théng qua st dung phuong phép
dinh tinh voi k¥ thuat phong van chuyén siu vai cac chuyén gia ngan hang. Viéc sir dung phuong
phap dinh tinh phi hop véi myc tiéu kham pha kinh nghiém, nhan thirc va quan diém vé cac dong co
dan dén hanh vi mua chéo ciia khach hang d6i véi san pham bao hiém thong qua kénh phan phdi
ngan hang.

Nbi dung cua bai viét ndy dugc trinh bay theo céu triic nhu sau: Trong phan ké tiép, nhom tac gia
s€ thuc hién lugc khao nghién ctru vé mbi quan h¢ gitra chét luong moi quan h¢, hinh anh, gia tri cam
nhan va hanh vi mua chéo. Sau d6, nhom tac gia s& dé xuit mo hinh nghién ciru va dé xuit nghién
ctru twong tmg. Cudi cling, nhom tac gia sé trinh bay phuwong phap nghién ctru, thyc hién kiém tra mo
hinh nghién ctru va dua ra két luan cing véi cac ham ¥ chinh sach.
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2. Co sé ly thuyét va tong két nghién ciru

2.1.  Chdt lwong méi quan hé va hanh vi mua chéo

- Chat lwong moi quan hé dugc dinh nghia 12 mtac 6 dap ng nhu clu va mong doi cua cac bén
lién quan dén mdi quan hé do (Hennig-Thurau & Klee, 1997). Chat lugng mdi quan hé thé hién nhan
thirc cia khach hang vé murc d6 dap ung cua moi quan hé véi cac ky vong, du doan, muc tiéu va mong
mubn ctia khach hang lién quan dén mdi quan hé (Wong & Sohal, 2002). Dé danh gi4 chét lugng moi
quan h¢ trong linh vyec tai chinh, cac nha nghién ctru thuong xem xét hai khia canh chinh 1a sy tin
tuong va su hai long cta khach hang (So va cong su, 2016; Vyas & Raitani, 2016). Day 14 hai thugc
tinh tot dé danh gi4 chat lugng mdi quan hé (Vyas & Raitani, 2018).

- Sw tin twong 1a thudc tinh quan trong cia chét luong mbi quan hé (Crosby va cong sy, 1990;
Ndubisi & Wah, 2005). Crosby va cong su (1990) da dinh nghia su tin tuéng 1a niém tin chic chin
rang nhan vién ban hang s& luén hanh xir theo cach nham phyc vu loi ich 1au dai cta khach hang. Sy
tin tuéng ton tai khi mot bén tin twong vao sy dang tin va long chinh tryc cua déi tic (Morgan &
Hunt, 1994). Hay néi cach khéc, su tin twéng cua khach hang thé hién sy tin twuong vao cam két ciia
mot cong ty trong viéc thuc hién nhiing 161 htra ciia minh va 1am nhiing gi ding cho khach hang.

- Su hai long cua khach hang dugc dinh nghia 1a phan ung théa man cua ngudi tiéu dung voi trai
nghiém dich vu hay san pham. D6 1a sy danh gia vé murc d6 hai long cta sy théa mén trong tiéu ding
san pham va dich vu ciia khach hang (Oliver, 1997). Zeithaml v Bitner (2003) cho rang sy hai long
1a sy danh gia ctia khach hang vé viéec mot san phé‘im hodc dich vy c6 dap ting dugc nhu cu va mong
doi cua khach hang hay khong.

2.2, Anh hwong cia chat lwong moi quan hé doi véi hanh vi mua chéo

Mot trong nhitng khung 1y thuyét pho bién dé giai thich cho y dinh mua hang va/hodc hanh vi mua
hang trong mdi quan hé giita khach hang va cong ty 1a mé hinh chat lugng méi quan hé (Relationship
Quality — RQ). C6 nhiéu bang ching cho thay chat luong mdi quan hé c6 tac dong tich cuc dén qua
trinh ra quyét dinh ciia khach hang nhu: Y dinh mua hang (Canniére va cong su, 2010), y dinh str
dung lai san pham dich vu (Ugwuanyi & Idoko, 2022), hanh vi gin b6 (Fernandes & Pinto, 2019),
gia tang 1ong trung thanh cta khach hang (Supriyanto va cong su, 2021), va y dinh mua chéo san
pham dich vu (Vyas va cong su, 2018). Mot 1y thuyét khac ciing dugc sir dung dé giai thich y
dinh/hanh vi cta khach hang 1a Ly thuyét vé hanh vi c6 ké hoach (The Theory of Planning Behaviour
— TPB) (Ajzen, 1991, 2002; Armitage & Connor, 2001). Tuy nhién, cac nghién ciru thyc nghiém vé
hanh vi/y dinh mua chéo thudng sir dung khung 1y thuyét chat lwong mdi quan hé.

Dién hinh nhu nghién ctru clia Rajaobelina va Bergeron (2009), Wong va cong su (2007) da chi
ra tac dong dang ké ctia chat lugng mdi quan hé ddi voi ¥ dinh mua hang, trong d6 y dinh mua hang
dugc do luong théng quan su ky vong tiép tuc twong tac cia khach hang d6i voi san pham cua to
chirc. Trong bdi canh nganh ngan hang, Lin (2012) nhan thy rang su tin twuéng co tac dong tich cuc
dén hanh vi mua chéo ciia khach hang Pai Loan, trong khi sy hai long khong c6 bat ky anh huéng
nao dén hanh vi mua chéo. Vyas va Raitani (2015, 2018) ciing cho thdy mbi quan hé vé6i khach hang
dong mot vai trd quan trong ddi v6i hanh vi mua chéo. Hon nita, két qua nghién ctru ciia Vyas va
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Raitani (2015, 2018) ciing chi ra rang chat luong mdi quan hé, dugc do luong thong qua sy tin tuong
va su hai long, lam ting y dinh mua chéo cac dich vu tai chinh trong bdi canh ngén hang An Do.

Bén canh do, chi mot s it cac nghién ctru xem xét tic dong dong thoi cua chat lugng mbi quan
hé va cac yéu td khac nhu: Gid trj cdm nhan va hinh anh dén hanh vi mua chéo. Don ctr, Tung va
Carlson (2015) tap trung xem xét anh huong cta chat lugng mdi quan hé dén hanh vi mua chéo cho
thi truong tai chinh phat trién ciia Hong Kong. Vi vay, nghién ctru vé vai tro cta chét lugng mdi quan
hé dén hanh vi mua chéo trong bbi canh thi truong tai chinh ciia cic nude dang phat trién nhur Viét
Nam 14 rat can thiét.

2.3, Cdc yéu té anh huong dén hanh vi mua chéo trong linh viee ngdn hang

Nhiéu nghién ctru d4 chi ra tim quan trong ctia mua/ban chéo ddi véi cac t6 chirc tai chinh va
ngan hang. Nghién ctru ciia Verhoef va cong su (2001, 2002) da khang dinh vai tro ciia ban chéo trong
gia tang kha ning giit chan khach hang va tang gia tri cho t6 chirc. Tuong tw, Ngobo (2004) va Soureli
va cong sy (2008) nhan thiy rang céac to chirc tai chinh c6 thé tao ra nhiéu co hdi hon cho khach hang
mua chéo cic san pham/dich vu, s& lam ting kha ning giit chan khach hang va tir &6 gitp nang cao
loi nhudn cua cac t6 chire tai chinh. Tuy nhién, cling c6 mot s6 it nghién ctru gan day cho thay su tc
dong tiéu cuc cua hanh vi ban chéo dén sy cam nhan cia khach hang vé ngan hang (vi du:
Kwiatkowska (2019)).

Mic di mua chéo duoc dé cap dén tir dau nhitng nam 2000, nhung cac nghién ctru vé hanh vi mua
chéo con han ché, chii yéu trong béi canh ngan hang & chau Au. Ngobo (2004) 1a mot trong sb it cac
nghién ctru da xem xét sy anh hudng cia trai nghiém dich vu ngan hang tai Phap; cac y dinh mua lai
va nhan thirc ctia khach hang vé chi phi chuyén d6i dén y dinh mua chéo. Két qua nghién ctru chi ra
rang y dinh mua chéo ciia khach hang chu yéu lién quan dén cic danh gia ciia ho vé xung d6t hinh
anh, chi phi chuyén d6i va sy thuan tién. So vé6i cac yéu té khac, nhiing trai nghiém ctia khach hang
v6i nha cung cap dich vu ¢6 tic dong yéu hon. Soureli va cong sy (2008) di nghién ctru tic dong
déng thoi ctia boén yéu tb gém: Gia tri cdm nhén, sy hai 10ng, hinh anh, va sy tin tuéng dén y dinh
mua chéo cac dich vu tai chinh ciia khach hang & cac ngan hang ban 1é ciia Hy Lap. Két qua nghién
ctru ciing chi ra ring sy tin twéng va hinh anh anh huéng truc tiép dén y dinh mua chéo ctia khach
hang. Trong khi d6, sy hai 1ong va gi4 tri cam nhan c6 tac dong gian tiép ddi voi y dinh mua chéo.
Gan day, Vyas va Raitani (2018) ciing tim thay bang chiig vé mbi quan hé giita y dinh mua chéo véi
chat lugng mdi quan hé va nhan thirc vé chi phi.

Trén thyc té, cac nghién ciru gan day cho thay hoat dong mua chéo dugc cong nhan 1a xu hudng
quan trong nhat trong dich vu ngan hang & cac nudc chau A nhu Han Qudc va Dai Loan. Tuy nhién,
céc nghién ciru vé chi d&& mua/ban chéo cic san pham tai chinh con rat han ché ¢ chau A, chu yéu
thyuc hién ¢ Dai Loan, An D6 va Han Qudc. Chang han nhur, nghién ciru cho truong hgp Hong Kong,
Tung va Carlson (2015) chi ra ring xung d6t hinh anh va 1ong trung thanh dnh huéng tryc tiép dén y
dinh mua chéo ctia khach hang. Mic du Tung va Carlson (2015) khong tim thiy bang chimg vé sy tac
dong tryc tiép ciia chat lugng mébi quan hé dén ¥ dinh mua chéo, nhung chat lugng mbi quan hé thong
qua sy hai long, sy tin tudng va sy cam két cta khach hang da anh hudng dén viéc gilt chan khach
hang, va tir d6 co tac dong gian tiép dén y dinh mua chéo. Véi bdi canh & cac ngan hang An Do, Vyas
va Raitani (2018) khang dinh rang lgi ich tir trang web do ngén hang cung cap chi co tic dong gian
tiép dén y dinh mua chéo thong qua chi phi chuyén déi. Dong thoi, két qua nghién ciru cling cung cap
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céc bang chimg vé sy tac dong tich cuc ciia nhan thirc vé chi phi chuyén doi cta khach hang va chat
luong méi quan hé dén ¥ dinh mua chéo. Mukerjee va Shaikh (2019) tim thiy anh huéng tich cuc ciia
dinh huéng khach hang 1én y dinh mua chéo. Pdng thoi, ho ciing chi ra rang dinh huéng khach hang
¢6 thé anh huong y dinh mua chéo théng qua trung gian 1a gia tri cam nhan. Tuong ty, trong boi canh
ngan hang & Han Quéc va Pai Loan, Hong va Lee (2012, 2014) két luan réng gia tri cdm nhan, sy tin
tuong, hinh anh va sy hai 1ong 1a nhimg yéu to quyét dinh chinh dén y dinh mua chéo ctia khach hang,
cu thé 14 mua bao hiém qua ngén hang. Bén canh d6, Hong va Lee (2012, 2014) ciing nhan thay chii
nghia tap thé anh huéng dang ké dén sy tin tudng va su hai long, tir d6 anh huong gian tiép dén y
dinh va quyét dinh mua chéo cua khach hang.

Mic du hoat dong mua chéo dugc cong nhan 1a xu huéng quan trong nhét trong nganh ngan hang
& cac nude chau A nhung hoat dong nay chua nhan duoc sy quan tim ctia cac nha nghién ctru & Viét
Nam. Cho dén nay, hau hét cac nghién ctru & Viét Nam tap trung vao phan tich tong quan vé lgi ich
cling nhu nhiing thach thirc khi trién khai Bancasurance thong qua phwong phap tiép can tong quan
va theo y kién cia tac gia bai viét (Tran Huy Hoang, 2008; Tran Thi Yén Vinh, 2021). Theo hiéu biét
clia nhom tac gia, chua c6 nghién ctru nao kiém tra cac yéu té khac nhau anh hudng dén viée ban chéo
hoic kich thich khach hang mua chéo cac sin pham tai chinh & Viét Nam. Vi thé, nghién ctru nay
nham muc dich phén tich cac yéu t6 anh huéng dén hanh vi mua chéo ctia khach hang, cu thé 14 kénh
Bancassurance ¢ Viét Nam.

2.4.  Pé xudt va mé hinh nghién ciru

2.4.1. M6i quan hé giita sy tin twong va hanh vi mua chéo

Trong nghién ctru nay, nhom tac gia st dung sy tin twdng va sy hai long 1a hai thudc tinh thé hién
chat luong mdi quan hé. Dé thay dugc tac dong clia chét lugng mdi quan hé 1én hanh vi mua chéo,
nhém tac gia xem xét anh hudng cua timg thudc tinh trong mdi quan hé nay. Nhiéu nghién ctru thyuc
nghiém chi ra rang, sy tin tudng ciia khach hang déi v6i ngan hang gitip gia ting hanh vi mua chéo
céc san pham, dich vu tai chinh (Lin, 2012; Vyas & Raitani, 2015, 2018). Soureli va cong su (2008)
tim thay tac dong tryc tiép cua sy tin tuéng 1én y dinh mua chéo ciia khach hang, trong khi d6, Liu va
Wu (2009) cho rang sy tin twong dong mét vai tro trung gian quan trong trong viéc mua chéo ciia
khach hang giita cac danh myc san phiam khac nhau trong dich vu ngan hang. Do d6, nhom tac gia
dua ra gia thuyét nghién ciru sau:

Gid thuyét Hi: Sw tin tuong cé anh hwong manh mé dén hanh vi mua chéo bdo hiém tai
ngdn hang.

2.4.2. M6i quan hé giita suw hai long va hanh vi mua chéo

Su hai Iong thé hién tinh cam ctia khach hang trong méi quan hé véi ngan hang. Néu khach hang
hai Iong véi ngan hang, thi mdi quan hé giira khach hang va ngan hang sé duoc duy tri trong thoi gian
dai (Verhoef va cong sur, 2001). Hong va Lee (2012, 2014) chi ra rang sy hai long 1a mét trong nhiing
yéu t6 quan trong tic dong dén hanh vi mua chéo cua khach hang. Cac nghién ctru cia Tung va
Carlson (2015), Vyas va Raitani (2015, 2018) két luan rang sy hai long tac dong dén viéc giit chan
khach hang, va tir d6 tac dong gian tiép dén y dinh mua chéo cua khach hang. Do d6, nhom tac gia
dua ra gia thuyét nghién ciru sau:

Gid thuyét Ha: Sw hai long ciia khdch hang c6 anh hwdng tich cue dén hanh vi mua chéo bdo hiém
tai ngdn hang.
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2.4.3. Moi quan hé gitta gia tri cam nhdan va hanh vi mua chéo

Gia tri cam nhan duoc dinh nghia la chét lvong ma khach hang nhan dugc tir mire gia ho phai tra
(Lichtenstein va cong su, 1993). Gia tri cdm nhan duogc coi 1a yéu tb quyét dinh chinh cta hanh vi
mua chéo (Bolton va cdng su, 2006; Hong & Lee, 2012, 2014). Theo Bolton va cong su (2006), gia
tri cam nhan ctia khach hang d6i véi ngan hang 1a dong lyc chinh dan dén hanh vi mua chéo. Ngobo
(2004) ung ho két luan trén khi cho rang gi4 tri cam nhan vé ngan hang c6 lién quan tich cyc dén y
dinh mua chéo ctia khach hang. Chang han nhu, néu khach hang cam thay thuén tién trong giao dich
cang cao thi khach hang khi do s€ cé xu hudng gia tang y dinh mua chéo. Do d6, nhom tac gia dua ra
gia thuyét nghién ciru sau:

Gid thuyét Hs: Gid tri cam nhdn cia khdch hang vé ngdn hang c6 anh hwéng dén hanh vi mua
chéo bao hiém tai ngdn hang.

2.4.4. Moi quan hé giita hinh dnh va hanh vi mua chéo

Hinh anh ciia ngan hang 1a mot yéu t6 anh hudng tich cyc dén y dinh mua chéo ciia khach hang.
Ngobo (2004) nhan thay rang hinh anh tiéu cyc vé ngan hang s& lam giam xu huéng mua chéo cua
khach hang. Soureli va cong sur (2008) ciing cho rang hinh anh tich cyc vé ngan hang thic day khach
hang gia tang y dinh mua thém cac san pham va dich vy tai chinh. Hong va Lee (2014) giai thich ring
hinh anh c6 lién quan mat thiét voi sy tin twong cia khach hang danh cho ngan hang, tir d6 thiic day
¥ dinh mua chéo ctia khach hang. Diéu nay dan dén gia thuyét nghién ciru duge dé xuat nhu sau:

Gid thuyét Hy: Hinh anh ¢6 anh hwéng manh mé dén hanh vi mua chéo bdo hiém tai ngan hang.

Dé kiém tra cac nhan dinh nghién ciru ndy, nhom tac gia xay dyng mo hinh khai niém véi bién
phu thudc 13 ¥ dinh mua chéo ctia khach hang, va ba bién doc 1ap gom: (1) Chat luong mdi quan hé
(su tin tudng va sy hai long), (2) gia tri cdm nhan, va (3) hinh anh. Hinh 1 minh hoa so dd khai niém
thé hién cac mbi quan hé nay.

Su hai long

moi quan hé

Chit hrgng !

Y dinh
mua chéo

Gia tri cam
nhan

Hinh 1. M6 hinh nghién ctru 1y thuyét
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3. Phuong phap nghién ciru

Trong bai viét ndy, nhom tac gia ap dung phuong phap nghién ciru dinh tinh voi ki thuat phong
van chuyén sau dé thuc hién kiém tra cac dé xuat va mé hinh nghién ctru. Vé co ban, phuong phap
nghién ctru dinh tinh 1a nhim muyc dich kham pha cich moi ngudi nhéan thirc vé mot hién tuong dé tir
d6 c6 thé hiéu, mo ta va giai thich vé hién twong d6 (Merriam, 2002; Nassaji, 2015). Khong giéng véi
phuong phép dinh lugng thuong bit ddu véi mot gia thuyét va sau d6 kiém tra va chimg minh gia
thuyét do, trong tim ciia phuong phép dinh tinh 1a huéng dén qua trinh kham pha théng qua cach tiép
can quy nap dé phan tich dir liéu. Két qua nghién ciru khong nhim muc tiéu khai quat hoa ma la nhiing
kham pha moéi theo ngit canh. Vi thé, cac nha nghién ctru dinh tinh c6 xu huéng néi vé “kha ning
chuyén giao” (tlr ngit canh nay sang ngit canh khac) hon 1a kha nang khéi quét hoa.

Nghién ctru nay nhim xem xét liéu chét luong moi quan hé, gia tri cam nhan, hinh anh cua ngan
hang c6 anh huong dén hanh vi mua chéo ciia khach hang trong pham vi ciia hoat dong Bancassurance,
dua trén quan diém cia cac chuyén gia ngan hang. Theo d6, nhém tac gia chon 20 chuyén gia ngan
hang theo phuong phap chon mau thuan tién va sau d6 tién hanh phong van chuyén sau. Phuong phap
thuan tién 1a phuong phap chon mau ph bién trong linh vuc ngan hang, dic biét 1a cho cac nghién
ctru vé hanh vi tiéu dung cta khach hang (vi du: Soureli va cong su (2008), Chau va Ngai (2010)).
Tiéu chuan Iya chon chinh 13 ¢6 thoi gian 1am viéc tai ngan hang (hodc nghién ctru vé ngan hang) 5
nam, trong d6 tham gia (hodc nghién ciru) vé phan phéi bao hiém (nhan tho/phi nhan tho) qua ngan
hang it nhat 3 nim. Gi6i han 3 nim dugc dua ra boi vi cac hoat dong Bancassurance chi mdi nhén
dugc sy quan tdm ¢ Viét Nam trong nhimng nim gan day.

Do mét s6 yéu t6 khach quan do chinh sach gidn cach xi hoi trong khoang thoi gian tir thang
5/2020 dén thang 7/2020, c6 14 chuyén gia di nhan 10i tham gia phong van. Mdi cudc phong van
dugc thuce hién theo hinh thure online thong qua Google Meet va duge ghi hinh dudi su cho phép cua
nguoi dugc phong van. Qué trinh phong van dién ra trung binh 45 phut véi bang hoi theo hinh thirc
ban ciu tric dugc chuan bi dya trén cac nhan dinh nghién ctru. Phong van ban ciu trac duge coi la
thich hgp hon mot bang cau hoi cdu tric. Bang hoi gdm cac cdu hoi mo lién quan dén nhiing danh gia
vé qua trinh phan phéi bao hiém tai ngan hang. Cu thé, ngudi phong vén s& dwa ra nhimng nhan dinh
lién quan dén cac yéu t6 tac dong dén y dinh mua chéo bao hiém tai ngan hang (gi¢i han trong cac
nhan t6 nhu: Sy tin tuong, su hai long, gia tri cdm nhan, hinh anh cta ngan hang) va sau do so sanh
mirc d6 tic dong clia cac nhan t& d6 va giai thich Iy do. Mic du nhitng ngudi duge phong van da co
kinh nghiém vé Bancassurance nhung dé tranh thong tin bat can ximg, mot s6 thuat ngir quan trong
clia nghién ctru, vi du nhu: Hanh vi mua chéo bao hiém ciia khach hang trong Bancassurance, va cac
khai niém khéc vé gia tri cam nhan, sy tin twdng, hinh anh ngan hang hay sy hai long déu duoc giai
thich chi tiét trudc khi ngudi tra 101 thuc hién so sanh sy tac dong cia cac nhan t6. T4t ca cac giai
thich nay déu dam bao sy phul hop v6i ndi dung cuia cac khai niém tir tong quan tai lidu va da duoc
ghi chu sin trong bang phong van. Do dé, cudc phong van ban ciu trac duoc cho 13 hop 1¢ hon so voi
bang cau hoi dong don gian, nhu duoc dé xuat trong nghién ctru ciia King (1994).

Trong mau phong vén, ¢ 8 chuyén vién ngan hang, 3 nha quéan 1y va 3 giang vién dai hoc. Trong
do, trén 60% c6 hon 7 nam kinh nghiém va 80% dang lam vi¢c tai cadc ngan hang trong top 10 ngan
hang uy tin theo Bao cao danh gia Viét Nam (2020). Chi tiét vé hd so ctia cac ddi tuong phong van
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dugc trinh bay trong Bang 1. Dé bao mat thong tin, nhom tac gia st dung cac ky tu dai dién cho tén

clia cac dbi tugng phong van.
Bang 1.
M ta vé ddi tugng dugc phong van

ID Tudi Gisi  Trinh d6 hoc vén Kinh nghiém Vi tri cong viée hién tai
tinh
B1 28 Nam  Cu nhan Tai chinh 7 nam tai ngan hang, trong Chuyén vién tin dung
d6 6 nam vé Bancasurance.
B2 25 Nam  Cir nhan Kinh té 3 ndm tai ngan hang, trong Chuyén vién tai trg
d6 2 nam vé Bancasurance. thuong mai
B3 32 Nam  Cu nhan Tai chinh - 10 ndm tai ngan hang, trong Pho phong giao dich
Ngan hang d6 ¢6 3 nam lam vé
Bancasurance.
B4 39 N Cu nhan Tai chinh - 15 ndm tai ngan hang, trong Chuyén vién tin dung
Ngén hang d6 ¢6 8 nam vé
Bancasurance.
BS 37 N Ctr nhéan Kinh té 16 ndm tai ngan hang, trong Pho phong tin dung
d6 9 nam vé Bancasurance. KHCN
B6 27 Nam  Cu nhan Tai chinh - 5 nam tai ngan hang, trong Chuyén vién khach
Ngén hang d6 3 nam vé Bancasurance. hang ca nhan
B7 24 Nam  Cu nhan Kinh t& 2 ndm lam vé& Bancasurance. Giao dich vién
B8 30 Nam  Cir nhan Kinh té 8 nam tai ngan hang, trong Pho phong tin dung
d6 3 nam vé Bancasurance. khach hang ca nhan
B9 29 Nam  Cir nhan Kinh té 7 nam tai ngan hang, trong Chuyén vién quan h¢
d6 3 nam vé Bancasurance. khach hang
B10 26 Nam  Cir nhan Kinh té 3 nam tai ngan hang, trong Chuyén vién quan h¢
d6 3 nam vé Bancasurance. khach hang
BI1 42 Nam  Thac si Tai chinh - 20 nam tai ngan hang, trong Giam ddc chi nhanh
Ngan hang d6 9 nam lam vé
Bancasurance.
R1 38 Nam  Thac si Tai chinh - 11 ndm Giang vién
Ngan hang
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ID Tubi Giéi  Trinh dd hoc vin Kinh nghiém Vi tri cong viéc hién tai
tinh
R2 43 Nir Tién si Tai chinh - 19 nam Pho6 bo mon
Ngan hang
R3 42 Nir Tién i Tai chinh - 17 nam Pho khoa
Ngan hang

Vé qua trinh phan tich, nhom tac gia sir dung phuwong phép tiép can ctia Nowell va cong su (2017).
Dau tién, dai dién nhom tac gia s& nghe lai cac cudc phong van nhiéu lan cho dén khi co su quen
thudc nhat dinh véi dir liéu phong van. O bude thir hai, nhém tac gia ra bang va lap danh sach cac ma
dir liéu twong tmg véi timg nhan dinh nghién ctru vé cac yéu td anh huong dén ¥ dinh mua chéo bao
hiém trong ngén hang. O cac budc tiép theo, nhom tac gia s& tién hanh loc va dic biét xem xét dén sy
chdng chéo cua cac dit liéu c6 lién quan dén cac myc tiéu nghién ctru.

4. Keét qua nghién ciru

Phan 16n cac chuyén gia ngan hang cho rang néu so sanh cac nhan t6 tac dong thi gid tri cam nhan
ctia khach hang vé san pham bao hiém dudng nhu anh huéng khong déng ké hodc ¢ thé noi khong
¢6 anh huong dén quyét dinh mua chéo bao hiém ciia khach hang & ngan hang. Nguoc lai, cac nhan
t6 nhu: Sy tin twong, hinh anh cim nhan va sy hai 1ong s& c6 anh huong dang ké. Diém dic biét 1a tat
ca chuyén gia ngan hang déu cho rang yéu té sy tin twuéng c6 dnh huéng manh nhat.

Dién hinh nhur gidi thich ciia B1 nhu sau: “Sy tin tudng ciia khach hang vao ngan hang thuong thé
hién & hai khia canh: (1) Su tin tuong danh cho nhan vién ngan hang da cung cép san pham dich vu
cho khach hang trudc day; va (2) su tin tuéng danh cho ngan hang néi chung, béi vi ho tin rang ngan
hang 1a t6 chirc udn tuan thu cam két cua minh voi khach hang va cung cdp dich vu c6 chat lugng
cho khach hang ctia minh”. B1 ciing nhan manh rang “su tin tudng” chinh 14 yéu t quan trong nhat
anh huong dén “hanh vi mua chéo” san pham bao hiém cuia khach hang. Boi vi, B1 cho rang mot khi
khach hang da tin tuong thi khach hang sin sang mua chéo san pham bao hiém tir nhan vién ngan
hang di quen thudc voi minh ngay ca khi nhan vién d6 c6 thé khong co kha niang xir Iy nghiép vu
chuyén nghiép nhu cac dai 1y méi gioi bao hiém théng thuong.

Nhan dinh nay ciing hoan toan tuong dong véi B5 khi cho rang khach hang hién nay c6 xu hudng
ra quyét dinh mua chéo bao hiém tai ngan hang chi yéu duya trén sy tin tudng vao mdi quan hé ciia
ho v&i nhan vién ngan hang, thay vi nhitng loi ich ma ho cam nhan vé san phiam bao hiém mang lai
cho ho. B5 ciing bd sung thém mét s6 nhan dinh vé sy tac dong ctia su tin tuong dén y dinh mua chéo
nhur sau: “Mot khi lich sir giao dich giita ngan hang va khach hang cang dai thi c6 nghia 1a mbi quan
hé giita khach hang v6i nhan vién ngan hang phu trach cang gin b, rit co thé nhan vién ngan hing
da hoan toan tao dugc “niém tin” cia khach hang. Khi d6, nhimg 16i khuyén hay tu van ctia nhan vién
ngan hang sé& c6 tac dong rat manh dén hanh vi ciia khach hang. Néu xét riéng trong Bancassurance,
niém tin nay c6 thé giup cho ngan hang c6 dugc nhitng hop déng bao hiém co gia tri. Boi vi khach
hang khong chi lya chon san phdm cho minh ma con gidi thiéu cho ca nguoi than va ban bé cua
minh.”
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B3 ciing cho rang sy tin tudng 1a mot trong cac yéu té anh huong dén viéc mua chéo ciia khach
hang d6i v6i cac san pham tai chinh. B3 din chimg mét vai vi du minh hoa cho rat nhiéu truong hop
khach hang tai ngan hang hau nhu khong thay d6i ngan hang trong nhiéu niam, boi vi ho tin tudng
ngan hang va luén muén duy tri méi quan hé 1au dai ctia ho véi ngan hang. Déi véi nhimg khach hang
lau dai nay, ngan hang sé& rat dé dang ban chéo san pham dich vu khac ciia minh. Ngoai ra, B3 ciing
¢6 nhan dinh vé khach hang mua chéo bao hiém trong Bancassurance nhu sau: “Vin hoa nguoi Viét
ching ta thudng dénh gia cao chit tin trong cac mdi quan hé. Chiing ta c6 thé van s& gan bo véi ngan
hang di quen thudc voi ching ta mic di khong phai lic ndo ching ta cling hai long véi san pham
dich vu ma ngan hang 4y cung cp. Diéu nay ciing la dong luc cho cic ngan hang phai luén xay dung
hinh 4nh t6t, dang tin cdy ctia minh v&i khach hang va dic biét luon thé hién rang ngan hang dang
lam nhiing gi tot nhat cho khach hang ctia ho”.

Bén canh céc yéu té sy tin tudng, hinh dnh ngan hang va su hai long ciing ¢6 thé anh hudéng dén
hanh vi mua chéo Bancassurance cua khach hang. D6 13 boi vi nhimng yéu té nay déu c6 mdi lién hé
mat thiét v6i sy tin tudng ctia khach hang dbi v6i ngan hang. Nhan dinh nay dugc thé hién trong phat
biéu ctia B11 nhu sau: “Hinh anh ngan hang chic chin 1 s& c6 sy lién hé véi sy tin tuong cua khach
hang danh cho ngan hang. Thong thudng, khach hang dua ra quyét dinh ciia ho duya trén 4n twong dau
tién cta ho vé ngan hang d6, nhung sau d6 dé phat trién mdi quan hé lau dai giita ngan hang va khach
hang va dan dén ¥ dinh mua chéo céc san pham dich vu khac tai ngén hang thi sy tin tuéng ctia khach
hang vao ngan hang phai dugc thiét 1ap. Khi do, hinh anh ngan hang c6 thé khong con qua quan trong
d6i v6i khach hang nira”.

Tiép can theo mét cach khac, B8 cho réng su tin tudng co6 thé duoc coi la su két hop gitia niém
tin ciia khach hang d6i véi nhan vién ngan hang ma da hd trg giao dich va long trung thanh cua ho
dbi véi ngén hang. Do d96, sy hai long vé chat luong dich vu cung cfip chi 1a khoi dau cho mot moi
quan hé giira khach hang va ngan hang, va chinh sy tin twéng méi 1a nhan t6 chinh thiic day khach
hang gin bo lau dai véi ngan hang. BS phat biéu nhu sau: “Khach hang & chi nhanh t6i thuong mua
chéo bao hiém vi ho tin twéng vao ngan hang... Su tin tudng nay bat ngudn tir mbi quan hé giita nhan
vién ngan hang v6i khach hang va sy hai 10ng ctia khach hang khi sir dung cac san pham dich vu ngan
hang truéce ddy... Khong chi cac san pham bao hiém khach hang sin sang mua... Cac san pham va
dich vu phi tai chinh khac cling dugc khach hang mua chéo qua ngan hang boi vi ho tin ngan hang...”

Khi nhan dinh vé vai tro clia yéu td gia tri cam nhan va hinh anh ngan hang trong tuong quan so
sanh véi sy tin tuong, hau hét chuyén gia ngan hang déu cho rang cac yéu to nhu: Hinh anh va gia tri
cam nhan chan chin ciing ¢ anh huong dén hanh vi mua chéo bao hiém cua khach hang. Nhung néu
so sanh vé6i sy tin tudng thi tac dong clia gid tri cam nhan duong nhu khong con déng ké. Thuc vay,
R2 cho rang “Cac lgi ich tir san phdm bao hiém ma khach hang cam nhan dugc khi dugc nhan vién
ngan hang tu van thi chi c6 thé thu hut sy quan tim ciia khach hang & mot cp d nhét dinh, nhung s&
khong phai 1a nhéan t6 quyét dinh dén viéc mua chéo cia khach hang. Béi vi, khach hang thuong s&
quan tdm nhiéu hon dén uy tin ctia ngan hang trong vai tro 13 ngudi sin sang tham gia hd tro xir 1y
khi khach hang gip phai bat ky diéu gi xay ra trong sudt vong doi ciia hgp dong bao hiém.”. Nhiing
nhan xét ndy duong nhu khong tuong dong voi nghién ciru ciia Roig va cong su (2006) va Bravo va
cong su (2009). Tuy nhién, ngay ca nhitng nghién ctru nay chi ra rang l¢i ich ciia viéc nhan thirc duoc
gia tri, ché‘ing han nhu, sy tién loi hodc canh tranh dich vu va hinh anh c6 thé khac nhau tuy theo vi tri
dia 1y cta timg khu vure va chién lugc ctia ngan hang.
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B9 ciing dong tinh va néu ra quan diém cua minh nhu sau: “Rat kho dé phan biét sy khac biét
trong hinh anh cam nhan cua khach hang danh cho cac ngin hang Viét Nam khi phan phdi
Bancassurance hién nay. Boi vi cac ngan hang hién dang sir dung céc chién luge quang cdo ciing véi
chién lugc hop tac Bancassurance tuong tu nhau. Mic di khong thé phu nhan ring cac dbi tac bao
hiém khac nhau va cach thiic quang céo khac nhau ciing s& anh huéng dén su lya chon ngan hing
trong cac dy dinh mua chéo bao hiém nhung rd rang 1 mot khi mdi quan hé giita ngan hang va khach
hang duge hinh thanh thi hinh anh ngan hang khong con anh huong dén hanh vi mua chéo. Va mot
khi san pham d dugc mua, moi quan hé s& duoc duy tri va c6 thé phat trién thanh sy tin tudng thi khi
d6 khach hang khong con ban tam nita vé cac van dé xay ra véi cac giao dich trude do.”

Noi tom lai, “su tin tudng” va “sy hai long” ddi voi dich vu ngan hang cung cép chinh 14 nhén t6
quyét dinh dén “hanh vi mua chéo” ctia khach hang, trong khi d6, yéu t6 “hinh anh ngan hang” sé& chi
dong vai tro la nhan t6 bo tro. Nguoc lai, “gia tri cam nhan” 1a nhan t6 hau nhu khong co nhiéu anh
huéng dén hoat dong mua chéo Bancassurance.

5. Két luan

Nghién ciru ndy nhim danh gia sy tic dong cua cac yéu to: Chat lwong mbi quan hé, gi tri cam
nhan va hinh anh ngan hang dén hanh vi mua chéo bao hiém cua khach hang tai cac ngan hang Viét
Nam. Két qua nghién ctru thong qua phuong phép dinh tinh cho thay chat lwong mébi quan hé dong
vai trd quan trong cho su lwa chon mua chéo bao hiém cua khach hang tai ngan hang. Trong dé, yéu
t6 sur tin tuong ctia khach hang véi ngan hang dugc xem 1a ¢6 anh huong manh hon so véi yéu t6 sur
hai long. Bén canh d6, yéu t6 hinh anh ciing dwoc can nhéc trong cac quyét dinh mua chéo cta khach
hang. Nguoc lai, gia tri cdm nhan cta khach hang vé san pham bao hiém hau nhu khong c6 tac dong
dén hanh vi mua chéo ctia ho. Két qua nghién ciru nay tuong dong véi cac phat hién tir nghién ciru
ciia Hong va Lee (2012, 2014) tai thi trudng Bancassurance & Han Qudc va Dai Loan, va Vyas va
Raitani (2018) cho thi truong An D9.

Két qua trén cho thay trén thi truong Bancassurance, ngan hang déng vai tro rat quan trong trong
qué trinh ban chéo san phim bao hiém. Trong mbi quan hé ba bén gom: Cong ty bao hiém - ngan
hang - khach hang, ngan hang déng vai tro nhu mot mét xich c6 tinh quyét dinh. Chinh sy tin tuéng
ctia khach hang vao ngan hang, hinh anh ma ho cim nhan vé ngan hang ciing nhu sy hai long ctia ho
vé chét lugng dich vu ngan hang s& anh hudng dén viéc ho co ra quyét dinh mua chéo san pham bao
hiém hay khong. Diéu ny cung cip nhimg ham ¥ quan trong dé ngan hang c6 thé gia ting niém tin,
cai thién hinh anh, va nang cao su hai long ctia khach hang, tir d6 thu hit khach hang, nang cao doanh
thu tir viéc ban chéo san phdm bao hiém, gop phan lam ting doanh thu va loi nhuan noéi chung ciia
ngan hang.

Mic du di nd lyc dé tim hiéu nhing yéu td tic dong dén hanh vi mua chéo san pham bao hiém
ctia khach hang, nghién ctru ndy van con nhitng han ché nhat dinh.

- Thir nhat, nghién ctru hién dang xem xét su tac dong nay dudi goc do ciia cac chuyén gia trong
linh vire tai chinh - ngén hang va nhimng chuyén vién dang truc tiép thuc hién ban chéo san pham bao
hiém ma chwa khai thac dudi goc do tir cac khach hang. Trong twong lai, mot nghién ciru khéc c6 thé
thyuc hién phong van hodc khao sat cac khach hang dé hiéu rd hon vé hanh vi mua chéo ctia ho.
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- Thit hai, do khai thac tir goc do cua cac chuyén gia, cac yéu t6 trong mo hinh ma nghién ctru
kham pha hién chi dimg lai chii yéu ¢ cac yéu t6 nghiéng vé phia ngan hang. Cac nghién ctru trong
twong lai c6 thé bd sung thém nhiing yéu t6 riéng biét tir mdi khach hang c6 thé tac dong dén viéc ho
¢6 mua chéo san pham bao hiém hay khong, chang han nhu: Céc yéu té vé nhan khau hoc, hodc cac
yéu t6 vé tinh cach cua ho. Mic di c6 nhitng han ché nhét dinh, nghién ciru nay cung cép cac ngy y
quan trong cho cac hoc gia va nhimg nha quan 1y khi nghién ciru vé hanh vi ciia khach hang trong
hoat dong Bancassurance.

Tai liéu tham khao
Ajzen, 1. (1991). The theory of planned behavior. Organizational Behavior and Human Decision
Processes, 50(2), 179-211.

Ajzen, 1. (2002). Perceived behavioral control, self-efficacy, locus of control, and the theory of
planned behavior. Journal of Applied Social Psychology, 32(4), 665—683.

Armitage, C. J., & Connor, M. (2001). Efficacy of the theory of planned behavior: A meta-analysis.
British Journal of Social Psychology, 40(4), 471-499.

Aurier, P., & N’Goala, G. (2010). The differing and mediating roles of trust and relationship
commitment in service relationship maintenance and development. Journal of the Academy of
Marketing Science, 38(3), 303-325.

Béo cao danh gia Viét Nam. (2020). Top 10 Ngdn hang thuwong mai Viét Nam uy tin nam 2020. Truy
cap ngay 14/7/2020, tir https://viethamreport.net.vn/Cong-bo-Top-10-Ngan-hang-thuong-mai-
Viet-Nam-uy-tin-nam-2020-9188-1049.html

Bloemer, J., Brijs, T., Swinnen, G., & Vanhoof, K. (2002). Identifying latently dissatisfied customers
and measures for dissatisfaction management. The International Journal of Bank Marketing,
20(1), 27-37.

Bolton, G. E., Katok, E., & Ockenfels, A. (2004). How effective are electronic reputation
mechanisms? An experimental investigation. Management Science, 50(11), 1587-1602.

Bolton, R. N., Lemon, K. N., & Bramlett, M. D. (2006). The effect of service experiences over time
on a supplier retention of business customers. Management Science, 52(12), 1811-1823.

Bravo, R., Montaner, T., & Pina, J. M. (2009). The role of bank image for customers versus non-
customers. The International Journal of Bank Marketing, 27(4), 315-334.

Canniére, M., Pelsmacker, P., & Geuens, M. (2010). Relationship quality and purchase intention and
behavior: The moderating impact of relationship strength. Journal of Business & Psychology,
25(1), 87-98.

Chau, V. S., & Ngai, L. W. L. C. (2010). The youth market for internet banking services: Perceptions,
attitude and behaviour. Journal of Services Marketing, 24(1), 42—60.

Claessens, S., Dell’ Ariccia, G., Igan, D., & Laeven, L. (2010). Cross-country experiences and policy
implications from the global financial crisis. Economic Policy, 25(62), 267-293.

Crosby, L. A., Evans, K. R., & Cowles, D. (1990). Relationship quality in services selling: An
interpersonal influence perspective. Journal of Marketing, 54(3), 68-81.

115



Phan Chung Thuy va céng sy (2022) JABES 33(10) 103-118

Fernandes, T., & Pinto, T. (2019). Relationship quality determinants and outcomes in retail banking
services: The role of customer experience. Journal of Retailing and Consumer Services, 50,
30-41.

Ghosh, S. R. (20006). East Asian Finance: The Road to Robust Markets. Washington D.C.: The
World Bank.

Hennig-Thurau, T., & Klee, A. (1997). The impact of customer satisfaction and relationship quality
on customer retention: A critical reassessment and model development. Psychology & Marketing,
14(8), 737-764.

Hong, J. K., & Lee, Y. I. (2012). Determinants of cross-buying intentions in banking services in
collectivistic culture. International Journal of Bank Marketing, 30(5), 328-358.

Hong, J. K., & Lee, Y. I. (2014). Bancassurance in East Asia: Cultural impact on customers’ cross-
buying behavior. Journal of Financial Services Marketing, 19(3), 234-247.

Johnson, D., & Grayson, K. (2005). Cognitive and affective trust in service relationships. Journal of
Business Research, 58(4), 500-507.

Lichtenstein, D. R., Ridgway, N. M., & Netemeyer, R. G. (1993). Price perceptions and consumer
shopping behavior: A field study. Journal of Marketing Research 30(2), 234-245.

Lin, S.-Y. (2012). Customer orientation and cross-buying: The mediating effects of relational selling
behavior and relationship quality. Journal of Management Research, 4(4), 334-358.

Liu, T.-C., & Wu, L.-W. (2008). Relationship quality and cross-buying in varying levels of category
similarity and complexity. Total Quality Management, 19(5), 493-511.

Liu, T.-C., & Wu, L.-W. (2009). Cross-buying evaluations in the retail banking industry. The Service
Industries Journal, 29(7), 903-922.

Merriam, S. B. (2002). Qualitative Research in Practice: Examples for Discussion and Analysis (p.
3-16). San Francisco, CA: Jossey-Bass Publishers.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship marketing.
Journal of Marketing, 58(3), 20-38.

Mukerjee, K., & Shaikh, A. (2019). Impact of customer orientation on word-of-mouth and cross-
buying. Marketing Intelligence & Planning, 37(1), 97-110.

Nassaji, H. (2015). Qualitative and descriptive research: Data type versus data analysis. Language
Teaching Research, 19(2), 129-132.

Ndubisi, N. O., & Wah, C. K. (2005). Factorial and discriminant analyses of the underpinnings of
relationship marketing and customer satisfaction. Infernational Journal of Bank Marketing, 23(7),
542-557.

Ngb Hai. (2021). Khai phd tiém ndang Bancassurance tai Viét Nam. Truy cap ngay 29/01/2021, tir
https://thitruongtaichinhtiente.vn/khai-pha-tiem-nang-bancassurance-tai-viet-nam-33285.html
Ngobo, P. V. (2004). Drivers of customers’ cross-buying intentions. European Journal of Marketing,

38(9), 1129-1157.

Nowell, L. S., Norris, J. M., White, D. E., & Moules, N. J. (2017). Thematic analysis: Striving to meet
the trustworthiness criteria. International Journal of Qualitative Methods, 16(1), 1-13.

116



Phan Chung Thuy va céng sy (2022) JABES 33(10) 103-118

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Customer. New York: The
McGraw-Hill Companies.

King, N. (1994). The qualitative research interview. In C. Cassell & G. Symon (Eds.), Qualitative
Methods in Organizational Research: A Practical Guide (pp. 14-36). London: Sage Publications,
Inc.

Kwiatkowska, J. (2019). Cross-selling and up-selling in a bank. Copernican Journal of Finance &
Accounting, 7(4), 59-70.

Rajaobelina, L., & Bergeron, J. (2009). Antecedents and consequences of buyer-seller relationship
quality in the financial services industry. International Journal of Bank Marketing, 27(5),
359-380.

Reinartz, W.J., & Kumar, V. (2003). The impact of customer relationship characteristics on profitable
lifetime duration. Journal of Marketing, 67(1), 77-99.

Roig, J. C. F., Garcia, J. S., Tena, M. A. M., & Monzonis, J. L. (2006). Customer perceived value in
banking services. International Journal of Bank Marketing, 24(5), 266—283.

So, K. K. F., King, C., Sparks, B. A., & Wang, Y. (2016). Enhancing customer relationships with
retail service brands: The role of customer engagement. Journal of Service Management, 27(2),
170-193.

Soureli, M., Lewis, B. R., & Karantinou, K. M. (2008). Factors that affect consumers’cross-buying
intention: A model for financial services. Journal of Financial Services Marketing, 13(1), 5-16.

Supriyanto, A., Wiyono, B. B., & Burhanuddin, B. (2021). Effects of service quality and customer
satisfaction on loyalty of bank customer. Cogent Business & Management, 8(1), 1937847.

Tram Anh. (2021). Ngdn hang “kém sdc”, Bancassurance la “cieu tinh” cuéi nam 2021. Truy cap
ngay 13/10/2021, tir https://vneconomy.vn/ngan-hang-kem-sac-bancassurance-la-cuu-tinh-cuoi-
nam-2021.htm

Tran Huy Hoang. (2008). Bancansurance model in the insurance market in Vietnam. Journal of
Economic Development, 167, 12—14.

Tran Thi Yén Vinh. (2021). Phan tich tinh hai mit ctia Bancassurance tai Viét Nam. Tap chi Céng
Thuong, 13(6). Truy cap tu https://tapchicongthuong.vn/bai-viet/phan-tich-tinh-hai-mat-cua-
bancassurance-tai-viet-nam-82562.htm

Tung, B., & Carlson, J. (2015). Examining determinants of cross buying behaviour in retail banking.
International Journal of Quality & Reliability Management, 32(8), 863—880.

Ugwuanyi, C. C., & Idoko, E. C. (2022). Effects of self-service technologies’ attributes on bank
customers’ experience, relationship quality and re-use intention: Insights from a developing
economy. Vision: The Journal of Business Perspective. doi: 10.1177/0972262922111003

Verhoef, P. C., Franses, P. H., & Hoekstra, J. C. (2001). The impact of satisfaction and payment
equity on cross-buying: A dynamic model for a multi-service provider. Journal of Retailing, 77(3),
359-378.

Verhoef, P. C., Franses, P. H., & Hoekstra, J. C. (2002). The effect of relational constructs on
customer referrals and number of services purchased from a multiservice provider: Does age of
relationship matter?. Journal of Academy of Marketing Science, 30(3), 202-216.

117



Phan Chung Thuy va céng sy (2022) JABES 33(10) 103-118

Venkatesan, R., & Kumar, V. (2004). A customer lifetime value framework for customer selection
and optimal resource allocation strategy. Journal of Marketing, 58(4), 106—125.

Vyas, V., & Raitani, S. (2015). A study of the impact of relationship marketing on cross-buying.
Journal of Relationship Marketing, 14(2), 79-108.

Vyas, V., & Raitani, S. (2016). Cross-buying as a challenge in emerging markets: A study of the effect
of technology adoption on cross-buying intentions. International Journal of Financial Innovation
in Banking, 1(1/2), 80-98.

Vyas, V., & Raitani, S. (2018). Understanding the role of web-benefits in cross-buying. International
Journal of Electronic Marketing and Retailing, 9(1), 1-21.

Vyas, V., Roy, A., & Raitani, S. (2018). Do the competitors affect cross-buying decisions?.
International Journal of Bank Marketing, 36(1), 2—18.

Zeithaml, V. A., & Bitner, M. J. (2003). Service Marketing: Integrating Customer Focus across the
Firm (3" Ed.). New York: McGraw Hill.

Wong, A., & Sohal, A. S. (2002). An examination of the relationship between trust, commitment and
relationship quality. International Journal of Retail and Distribution Management, 30(1), 34-50.

Wong, Y., Hung, H., & Chow, W. K. (2007). Mediating effects of relationship quality on consumer

relationship: An empirical study in Hong Kong. Marketing Intelligence & Planning, 25(6),
581-596.

118



