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1.QUY PINH VE VIEC GUIBAI

Bai viét gtii d&n Tap chi Khoa hoc TAy Nguyén phéi ddm béo chua tiing dugc cong b6 hodc gii xét
duyét tai batky tap chi, hoi thdo hay 4n pham thong tin nao khac. Tap chi chdp nhén bai viét bing hai
ngon ngil: tiéng Viét va tiéng Anh, tiy thudc vao ddi tugng nghién ctiu va pham vi tiép cin ciia tc
gia. T4c gid cAn ddm bo ring ndi dung bai viét tuan thi ding chuin muc dao dic khoa hoc, khong vi
pham c4c quy dinh vé dao viin hay s hitu trf tué.

2.YEU CAUVENOIDUNG BAI VIET

Noi dung bai viét can ddm bao tinh c6 dong va siic tich, néu bat dugc nhiing két qua nghién ciiu chinh
yéu. Tap chi chi xét duyét nhiing bai viét c6 ciu tridc rd rang va phit hdp véi tiéu chudn cla tling loai
hinh bai bdo. Tap chi Khoa hoc Tay Nguyén dic biét hoan nghénh hai loai bai viét chinh nhu sau:

a. Bai bao nghién ctiu (Research Article):

La bai viét trinh bay két qua chi tiét cia modt nghién ctiu nguyén goe, déng gép vao linh viic khoa hoc
tuong ting. CAu triic chinh gdm: Tém tit (Abstract): Gidi thidéu ngdn gon muc tidu, phucng phdp,
két qua va két luan. Gidi thiéu (Introduction): Trinh bay bdi cinh, tAm quan trong va muc tiéu
nghién ctiu. Vat liéu va Phuong phap (Materials and Methods): Mo ta chi tiét vat lidu (dung cu,
héa chat, dit liéu...) va phucng phép thue hién d& ddm bao ngudi doc c6 thé tdi hién lai. Két qua va
Thao luin (Results and Discussion): Trinh bay két qua qua s& liéu, biéu d6 va d4nh gid y nghia, so
sanh vé6i cdc nghién ctu trude. Két luan (Conclusion): Tém tit két qua chinh va @ xuat huéng
nghién ctiu hoic ting dung ti€p theo. Tai liéu tham khao (References): Danh sich tai liéu trich dan
theo tiéu chuin cta tap chi. Bai bio phai minh bach, ddm béo tinh khoa hoc va déng gbp gia tri cho
cong ddng hoc thut.

b. Bai viét tong quan (Review Article):

Bai viét tdng quan tap trung vao viéc tong hop va danh gid cic nghién ciu da dugc cong bo, ddng
thoi phan 4nh xu hudng nghién ctiu hoic c4c van dé dang dugc cong ddng quan tAm. T4c gia can trinh
bay mot cach khach quan, c6 hé thong va @dm bao cdc quan diém dua ra dudc hd trg bdi bing chiing
khoa hoc 1o rang. Phan téng quan nén cung cip cdi nhin bao quét vé chi dé, chi ra nhiing khoang
trong can dugc khai théc trong tuong lai.

3.YEU CAU VE PINH DANG BAI VIET

Bai viét cin dudc trinh bay theo diing quy dinh vé dinh dang ctia tap chi trén khé gidy A4, t6i da 10
trang, va tuan thi cic quy cach sau: Font chii: Times New Roman, ¢& chii 11, gian dong don. Lé:
Trén 2 cm, dudi 2 cm, trai 3 cm, phai 2 cm. Cong thic toan hoc: St dung MS Equation hoic
MathType (diic biét cho bai thudc linh vic Toan hoc va Vit ly). Hinh anh va biéu do: Khuyén
khich diing Word Picture dé d& dang chinh stia. Viéc tuan thii cdc yéu cAu nay gitip ddm béo su thdng
nhit vé hinh thiic va hd trg qu4 trinh bién tip, phan bién dugc thuic hién nhanh chéng va hiéu qua.

4. THONG TIN LIEN HE

O cudi bai viét, tic gia hodic nhém tdc gia cin cung cip ddy du thong tin 1ién hé bao gdm: ho va tén,
dia chi cong tac hoiic noi lam viéc, so dién thoai va email. Thong tin nay gitip toa soan va ban bién
tap dé dang trao d6i, lién hé trong qua trinh phan bién va chinh stia bai viét néu can thiét.

5. THONG TIN BO SUNG VA KINH PHi PHAN BIEN

T4c gia cAn tham khao thém céc quy dinh chi tiét vé dinh dang bai viét, quy trinh phan bién va chi
phi lién quan tai muc Danh cho tac gia trén trang web chinh thic ctia tap chi. TAt ca cdc bai viét sé
dudc bién tip va phan bién chit ché v6i quy trinh phan bién hoan toan online dé ddm bao chat luong
hoc thuat cao nhat trudc khi xuat ban.
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ABSTRACT

Digital transformation has become a critical choice for Prudential Vietnam, operating in a life insur-
ance sector. This study was conducted with the aim to empirically investigate digital transformation us-
ing the OECD framework. Self-administered questionnaires was drafted in Google Forms to collect the
data from key informants through the two waves of sampling. A total number of 356 listed respondents
were reached out via social media channels, thus, bringing 260 fully filled-in answers. The response
rate was 73% indicating a satisfactory one. The exploratory factor analysis (EFA) was conducted to
condense factor-items into pre-determined constructs which would be then used to run forward linear
regression. The findings have shown there were various extents to which levels of factor influences
would have on the digital transformation. Policy conclusions and implications were drawn to improve
the digital transformation effectiveness on the part of Prudential Vietnam.

Keywords: digital transformation, life insurance, Prudential Vietnam, forward regression, effectiveness.

1. INTRODUCTION

Digital transformation is fundamentally re-
shaping global business operations, with life insur-
ance experiencing this disruption with particular
intensity (Nguyen, 2025). The convergence of arti-
ficial intelligence, the Internet of Things (IoT), and
blockchain technology is propelling insurers to-
ward more responsive products, smarter services,
and enriched customer relationships (Hang et al.,
2021). In Vietnam, one of Southeast Asia’s fastest-
growing insurance markets for both domestic and
foreign-invested insurers, the digitalisation has ac-
celerated rapidly, thus expanding a considerable
number of online portfolios to potential custom-
ers. There have been some projections to indicate
that this type of digital transformation will gener-
ate diverse, innovative business models across the
life insurance value chain (Wiesbock et al., 2017).

The empirical understanding of the precise
organisational-level factors which are shaping
digital transformation effectiveness, particularly
within life insurance companies in Vietnam, re-
mains remarkably limited (Quy, 2025; Jovica
& Zoran, 2022). Studies focused specifically on
Prudential Vietnam are entirely absent from the
literature. Accordingly, this research has been de-
signed on the OECD theoretical foundations and
conducted quantitatively, and based on two-waves
of sampling for data collection. This was aimed
to empirically identify and investigate the extent
to which various levels of influences may have on
digital transformation effectiveness at Prudential
Vietnam.

'Business & Logistics Faculty, Hoa Binh University;

2. OVERVIEW OF THE LIFE INSURANCE
MARKET IN VIETNAM

Although relatively modest in absolute scale,
Vietnam’s life insurance market ranks among
the fastest-growing in South East Asia (Fitch
Solutions, 2024). This remarkable trajectory is
driven by a confluence of structural forces: steadi-
ly rising household incomes, a rapidly expand-
ing middle class, and an ageing population with
heightened awareness of long-term financial secu-
rity (Jovica & Zoran, 2022). Total life insurance
premiums surpassed VND 129 trillion in 2020 and
VND 160 trillion in 2023, representing a year-on-
year growth rate of 26.3% which is a figure that
underscores the sector’s considerable momentum
(Statista, 2026).

Within this landscape, Prudential Vietnam has
established a reasonable market position, holding
a 28.1% share in 2020 and outpacing its rivals,
namely AIA Vietnam, Manulife Vietnam, and Dai-
ichi Life Vietnam. Notwithstanding this growth,
insurance penetration remains low at approxi-
mately 2.4% of GDP, though this figure is widely
projected to increase in line with broader socio-
economic development (Fitch Solutions, 2024).
The Vietnamese life insurance product portfolio
encompasses term life, whole life, endowment,
and health insurance, with term life and health
products proving most popular among policyhold-
ers. Distribution continues to rely predominantly
on agent networks, though bancassurance has
gained considerable traction in recent years (Fitch
Solutions, 2024).

Corresponding author: Thai Thanh Ha; Email: tthanhha@daihochoabinh.edu.vn.
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3. RESEARCH
METHODS

3.1. Research Framework

The OECD (2019) framework was selected for its
comprehensive six-factor structure, empirical tracta-
bility, and established applicability across diverse
organisational and emerging economy contexts.
While more recent models exist, the OECD frame-
work remains uniquely suited to life insurance set-
tings, offering operationally measurable constructs
that align precisely with Prudential Vietnam’s digital
transformation dimensions. Its robustness and broad
scholarly acceptance further justify its adoption as
this study’s conceptual foundation.

FRAMEWORK AND

Digital Access

Digital Use .

Digital Innovation

Dhagital Jobs [ —

Digital Trust _—

Dhigital Transparency

~— . |
S, .,
— ~ *
T S,

Furthermore, it would be subsequently refine
through qualitative groundwork which is com-
prised of focus group discussions and in-depth
interviews with key informants at Prudential
Vietnam, in order to yield operationally measur-
able constructs (Shikhar et al, 2022). Demographic
variables, specifically respondent age, gender, ed-
ucational background, and years of professional
experience, were incorporated as control variables
to account for individual-level variation in percep-
tions of digital transformation effectiveness. The
six constituent factors of the framework, together
with the organisational effectiveness outcome
variable, are described below:

Demographic
variables

Digital
- Transformation
E Effectiveness

Figure 1. Research Framework for Digital Transformation at Prudential Vietnam Life Insurance
Source: Adapted from the OECD Digital Transformation Framework (2019).

Digital Access: This factor captures the degree
to which employees can reliably access and work
with digital technologies across the company and
throughout the broader insurance industry — as
a foundation for value creation and superior cus-
tomer service (OECD, 2019).

Digital Use: This factor reflects the extent to
which Prudential Vietnam has built and leveraged
digital platforms to optimise information manage-
ment, streamline business processes, and enhance
its capacity for meaningful customer engagement
(OECD, 2019).

Digital Innovation: This factor concerns the
company’s commitment to fostering innovation in
its application of digital technologies — spanning
the development of new products, the redesign of
operational workflows, and the cultivation of an
organisational culture that welcomes experimenta-
tion (OECD, 2019).

79

Digital Jobs: This factor asks whether
Prudential Vietnam has created a work environ-
ment that genuinely supports digital transforma-
tion, one that invests in employee training, builds
the digital competencies needed for today’s econo-
my, and prepares its people for the roles of tomor-
row (OECD, 2019).

Digital Trust: This factor focuses on the secu-
rity, safety, and reliability of the company’s digital
technology systems, encompassing data protection
for customers and the building of enduring trust in
digital interactions (OECD, 2019).

Digital Transparency: This factor addresses
the extent to which the company operates with
openness and accountability in its digital dealings,
providing clear, accessible information to both
customers and the broader community (OECD,
2019).

Digital Transformation Effectiveness: This
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measures the overall effectiveness of business op-
erations and the enhancement of organisational
performance attributable to the adoption of digital
technologies and intelligent information manage-
ment (OECD, 2019).

3.2. Survey and data collection

Primary data were collected through a struc-
tured self-administered questionnaire capturing
employee perceptions of six digital transforma-
tion dimensions as manifested within Prudential
Vietnam. Beyond standard demographic items, the
instrument comprised 22 attribute items distrib-
uted across six theoretically prescribed constructs,
each measured on a five-point Likert scale ranging
from 1 (strongly disagree) to 5 (strongly agree).
This operationalisation facilitated the applica-
tion of rigorous multivariate analytical techniques
to assess the relative influence of each factor on
digital transformation effectiveness (Christian &
Katrin, 2021).

The questionnaire was administered via
Google Forms through smartphone devices
which is a modality well-suited to the study’s
field-based context and practical resource con-
straints. Respondents were selected using a
stratified sampling approach across age groups,
genders, experience levels, and organisational
positions, ensuring broad and representative cov-
erage of Prudential Vietnam’s employee popula-
tion. The sampling frame was obtained from the
company’s Human Resources department, from
which eligible respondents were systematically
identified through random listing.

Data collection proceeded across two se-
quential waves to attain the targeted sample
size. The first wave distributed 220 question-
naires, yielding 189 complete responses — a re-
sponse rate of 86.3%. The second wave distrib-
uted 136 questionnaires to the remaining listed
respondents, generating 71 fully completed
returns, representing a response rate of 54.6%.
Combined, both waves produced 260 usable re-
sponses, corresponding to an aggregate response
rate of 73% which is a level widely regarded as
adequate for multivariate data analysis (Hair et
al., 2019). Following a rigorous data quality re-
view, all responses were systematically coded
and entered into IBM SPSS Statistics 22 for sub-
sequent analysis.

3.3. Analytical approach

This study adopted an EFA-then-regression ap-
proach rather than Confirmatory Factor Analysis
(CFA) or Structural Equation Modelling (SEM),

80

primarily because no validated measurement
scales existed for Prudential Vietnam prior to this
research. EFA is methodologically appropriate for
empirically establishing initial construct structure
under such conditions, whereas CFA and SEM
are better suited to confirmatory testing of previ-
ously validated models. Given that this represents
the first empirical study conducted on Prudential
Vietnam, EFA followed by ordinary least squares
(OLS) regression constituted the more defensible
methodological choice.

With 260 observations across 22 measurement
items, the achieved sample comfortably satisfies
the widely prescribed minimum observation-to-
item ratio of 5:1, confirming its statistical adequa-
cy for the intended exploratory factor and forward
regression analyses (Hair et al., 2019).

Forward regression, rather than hierarchical
regression, was employed for the structural analy-
sis. This choice reflects the nature of the OECD
(2019) framework, which conceptualises its six
dimensions as co-equal pillars rather than a caus-
ally ordered sequence; the framework does not
specify which factor should theoretically precede
another. Accordingly, demographic variables and
Digital Access were forced into Step 1, reflecting
their foundational role, while the remaining five
constructs subsequently competed via forward
entry, allowing their relative explanatory strength
to emerge empirically. Given the absence of prior
firm-level evidence on Prudential Vietnam, this
empirical approach was preferred over an untested
hierarchical ordering.

4. FINDINGS AND DISCUSSIONS
4.1. Sample Characteristics

As presented in Table 1, the sample skews to-
ward the 30—44 age bracket, which accounts for
76.2% of respondents which is a cohort widely
regarded as digitally capable and organisation-
ally engaged. Gender distribution is reasonably
balanced, with female respondents comprising
58.5% against 41.5% male. Approximately 60%
of respondents reported fewer than seven years
of experience, indicating a predominantly mid-
career workforce. Educationally, over 80% hold
a bachelor’s degree or higher, consistent with the
specialised competency demands of a modern in-
surance organisation. The positional distribution
spans frontline employees through senior man-
agement, reflecting the organisation’s hierarchi-
cal structure.
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Table 1. Demographic characteristics

Indicators N % Indicators N %
Below 30 years old 14 54 Less than 3 years 106 40.8
From 30 to 44 years 198 76,2 4-7 years 50 19.2

From 450 35 44 16,9 Above 7 years 104 40,0

Above 55 4 1,5

Male 108 41,5 Position N %
Female 152 58,5 Retired 4 1,5
High school 2 8 Employees 186 71,5
College 34 13,1 Mid-managers 36 13,8
University 210 80,8 Senior managers 34 13,1
Post-graduate 14 5,4
Total 260 100
Total 260 100

Source: Field survey data, processed using SPSS 22.0.

4.2 Exploratory Factor Analysis Results

Prior to conducting exploratory factor analysis
(EFA), non-response bias was assessed by com-
paring first-wave and second-wave respondents
across key variables. No statistically significant
differences were detected (p > 0.05), confirming
the absence of systematic non-response bias. A
normality test was subsequently performed follow-
ing the suggestions of Swierczek and Ha (2003),
with the Kolmogorov-Smirnov test confirming
statistically significant departure from normality
(p < 0.001). This allowed for justified application
of multivariate analytical techniques.

EFA with a fixed factor solution per construct

was then conducted using SPSS 22.0 to consoli-
date the measurement items into their theoretically
prescribed factor structures (Hair et al., 2019). As
reported in Table 2, all constructs exceeded the
minimum KMO threshold of 0.6, and Bartlett’s
Test of Sphericity achieved statistical significance
(p < 0.001), collectively affirming dataset ade-
quacy for EFA. Factor loadings for all items sub-
stantially surpassed the 0.7 threshold, Cronbach’s
Alpha reliability coefficients exceeded 0.8, and
explained variance levels surpassed 80% across
all constructs — satisfying the eligibility criteria
prescribed by Xavier et al. (2025). Construct aver-
age scores were subsequently computed for entry
into the forward regression analysis.

Table 2. Exploratory Factor Analysis Results

. StdDe- T2l inbach Alpha & % MO and Bartlett’s Test
Factor items Mean s . Load- . . Chi-square and Statisti-
viation . Variance Explained ..
ings cal Significance
DAI 3.95 0.84 0.93 075
DA2 3.92 0.83 0.91 0.91 & 84.7% o
¥*=523; Sig=000
DA3 3.98 0.84 0.92
DUI 3.91 0.86 0.89 073
DU2 402 0.81 0.92 0.838 & 81.1% 42T Sim000
= . 19=
DU3 404 084 0.90 Kal Sle
DIl 4.00 0.82 0.91 075
DI2 4.03 0.81 0.90 0.898 & 84.7% g7 5' S.’ 000
= N 19=
DI3 400 0.86 0.92 LTSI
DIJ1 3.85 0.83 0.92 0751
DI2 3.97 0.81 0.90 0.898 & 83.1% L
y*=473; Sig=000
DJ3 4.06 0.83 0.91
DT1 4.05 0.84 0.93 0751
DT2 404 076 0.91 0.912 & 84.9% 1535 Siam000
= . 19=
DT3 405  0.83 0.92 K7299: 518

81



Tap 20 » S6 3-2026, Tap chi Khoa hoc Tay Nguyén

. Std De- Factor Cronbach Alpha & % KM.O and Bartlett’s T oS t
Factor items Mean . Load- . . Chi-square and Statisti-
viation . Variance Explained -
ings cal Significance
DTrl 4.11 0.80 0.92 ~0.753:
DTr2 4.15 0.89 0.91 0.902 & 83.5% 5 484' Si ' 000
=, . 10=
DTr3 395 078 0.92 Lem S8
DTXE1 4.08 0.84 0.94 0.746:
DTXE2 4.08 0.79 0.91 0.921 & 86.3% 5 592' Si ’ 000
= s N1o0=
DTXE3 405  0.86 0.95 e

Source: Survey data processed using SPSS 22.0

4.3. Forward Regression Analysis

The construct average scores were entered into
a forward linear regression model, with perceived
digital transformation effectiveness as the depen-
dent variable (Y). At Step 1, four demographic
control variables such as gender (dummy-coded:
male = 0, female = 1), age, years of experience,
and educational level, were introduced alongside
Digital Access (X5). The remaining five digital

transformation factors (X6 through X10) were
subsequently entered one at a time across Steps
2 through 6. As prescribed by Hair et al. (2019),
the forward entry approach enables researchers
to observe the incremental change in R? at each
step, thereby systematically identifying the vari-
ables exerting the strongest independent influence
on the outcome variable (Swierczek & Ha, 2003;
Hair et al., 2019).

Table 3. Forward Regression Analysis

Forward Regression Models Variance
Variables M1 M2 M3 M4 M5 Me |nfation
B Coefficients in each model F(?;;l)‘s
Constant 4.6%** 0.30 -0.27 -0.68 -0.83 -0.91
X1 :Gender 0.21%* 0.15 0.13 0.05 0.06 0.71%* 1.34
X2 :Age -0.04  -0.17*  -0.17* 0.15 0.16* 0.21* 1.11
X3 :Years of experience 0.12 0.03 0.05 0.019 0.023 0.18 1.27
X4 :Education 0.51* 0.06 0.28%* 0.19 0.19 0.22% 1.34
X5 :Digital Access (DA) 0.19 0.04 0.05 0.06 0.06 0.71* 1.45
X6 :Digital Usage (DU) 0.81%%* (.62%** (.52%** (.51*%**  (.55% 1.23
X7 : Digital Innovation (DI) 0.42%**  (Q.31***  0.20%**  (31* 1.35
X8 :Digital Jobs (DJ) 0.42%** (0.31***  (.35% 1.13
X9 Digital Trust (DT) 0.08 0.06* 1.30
X10: Digital Transparency (DTr) 0.89* 1.40

Source: Data processed using SPSS 22 Note: * p
Dependent Variable (Y): Digital

Transformation Effectiveness

By the final model step, virtually all variables
yielded positive and statistically significant regres-
sion coeflicients. The sole exception was years of
professional experience, which, despite a posi-
tive beta coefficient, failed to attain statistical sig-
nificance which is suggesting that organisational
tenure does not independently predict employees’
perceptions of digital transformation effective-
ness. All remaining variables retained statistical
significance through to Step 6.
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<0.05; **p < 0.01; ***p < 0.001

4.4. Robustness checks

As can be seen in Table 4, the Durbin—Watson
statistic for the final model is 1.89, within the ac-
ceptable range (1.5-2.5) and indicating no prob-
lematic residual autocorrelation. Several diagnos-
tic checks were performed to confirm the validity
of the analytical approach. As mentioned from
the beginning, the Kolmogorov—Smirnov test in-
dicated a statistically significant departure from
normality (p < 0.001); given the adequate sample
size (N = 260), this justified the application of ro-
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bust forward regression and EFA techniques, con-
sistent with Hair et al (2019). Multicollinearity
was further assessed via Variance Inflation Factors
(VIF), which ranged from 1.11 to 1.45 across all
predictors in Table 3 well below the conventional

threshold of 5. Collectively, these results confirm
the absence of problematic multicollinearity and
support the robustness and stability of the forward
regression model estimates.

Table 4. R? Change Across Steps in the Forward Regression Model

Statistics change Test of
Forward ? . Change in F Change in statistics Durbin-
order Change in R° statistics sig of F Watson
1 0.052 0.052 1.554 0.177
2 0.540 0.488 148.298 0.000
3 0.619 0.079 28.853 0.000 1.89
4 0.657 0.038 15.199 0.000
5 0.659 0.002 0.893 0.346
6 0.682 0.023 0.891 0.003

Source: Field survey data processed using SPSS 22.0 Note: *p < 0.05; **p < 0.01; ***p < 0.001

The R? progression across the six model steps,
reported in Table 4, yields several noteworthy find-
ings. At step 1, demographic control variables and
Digital Access collectively explain a modest 5.2%
of variance in perceived digital transformation ef-
fectiveness. The most substantial shift occurs at
step 2, where Digital Platform Use (X,) enters the
model with a beta coefficient of 0.81 (p < 0.001),
contributing an exceptional 48.8% increment in
explained variance and elevating the cumula-
tive R? to 0.54 which firmly establishes Digital
Platform Use as the most influential determinant
of digital transformation effectiveness in this con-
text (Christian & Katrin, 2021).

Subsequent steps yield progressively diminish-
ing, though statistically meaningful, incremental
contributions. Digital Innovation (X)) accounts
for an additional 7.9% (AR? = 0.079) at Step 3;
Digital Jobs (X8) contributes 3.8% at Step 4; and
Digital Trust (X9) adds a marginal 0.2% at step
5. Finally, Digital Transparency (X10) introduces
a further 2.3% of explained variance at step 6,
achieving a notable beta coefficient of 0.89 (p <
0.05) (Swierczek & Ha, 2003).

5. POLICY IMPLICATIONS
RECOMMENDATIONS

The empirical findings of this study provide a
clear and actionable foundation for strengthening
Prudential Vietnam’s digital transformation trajec-
tory. Seven evidence-based strategic recommen-
dations are advanced for both immediate imple-
mentation and medium-term planning.

AND

First, Prudential Vietnam should articulate
a comprehensive, enterprise-wide digital strat-
egy that defines measurable goals, transformation
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milestones, and performance benchmarks across
all business units. This strategy must incorporate
a time-bound deployment roadmap, with clearly
assigned KPIs and OKRs to ensure organisation-
al accountability and strategic coherence (Watts,
Igbal & Rahim, 2026; Hang et al., 2021).

Second, sustained investment in internal digi-
tal talent is imperative. Prudential Vietnam must
deliberately recruit, develop, and retain high-cal-
ibre digital professionals which are spanning data
analysts, digital marketers, and transformation
specialists who are capable of translating strategic
intent into operational execution (Nguyen, 2025).

Third, customer experience must be positioned
as the central objective of digital transformation
efforts. The company should expand online ser-
vice offerings, develop intuitive mobile applica-
tions, and deploy Al-powered chatbots to deliver
personalized, round-the-clock engagement, there-
by deepening policyholder satisfaction and long-
term loyalty (Shikhar et al., 2022).

Fourth, Prudential Vietnam should systemati-
cally harness the power of data analytics, currently
an underutilised organisational asset. Building
robust analytical capabilities will enable the com-
pany to extract actionable insights from customer
behaviour data, personalise product offerings, and
anticipate evolving customer needs proactively
(Christian & Katrin, 2021).

Fifth, fortifying digital security infrastruc-
ture remains a strategic priority. Consistent with
the study’s findings on digital trust, the company
should invest in advanced cybersecurity systems,
institutionalise regular staff training on security
best practices, and enforce multi-factor authenti-
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cation across all customer-facing digital platforms
(Masanell, 2021).

Sixth, cultivating strategic digital partnerships
should be embedded within Prudential Vietnam’s
country strategy. Collaborative frameworks with
fintech start-ups, Al specialists, and blockchain
innovators can unlock complementary capabili-
ties and accelerate the digital agenda beyond what
internal development alone could achieve (Quy,

Seventh, effective digital transformation de-
mands continuous monitoring, evaluation, and it-
eration. Prudential Vietnam should institutionalise
periodic reviews of digital KPIs, systematically
track progress against strategic milestones, and re-
main agile in adapting to emerging technologies
and shifting market conditions. A culture of con-
tinuous improvement must be embedded as an or-
ganisational norm, not an episodic initiative (Bui

2025). & Duong, 2025).
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APPENDIX
(Measured on a 5-point Likert scale)
Digital Access

DAT1: Internet connections from end-user equipments such as laptops, smartphones, tablets are crucial
in the digital transformation of Prudential Vietnam.

DAZ2: The speed of internet connections are utmost important for the digital transformation of Prudential
Vietnam.
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DAZ3: Digital infrastructure plays a key role in the digital transformation of Prudential Vietnam

Digital Use
DUI1: The modus operandi of softwares can be a catalyst of the digital transformation of Prudential
Vietnam.

DU2: The pandemic speed up the digital use of on-line transactions at a quicker pace.

DU3: Digital use can bring about the better digital customer experience at the digital transformation of
Prudential Vietnam.

Digital Innovation

DI1: Digital innovation can realize a better performance of the digital transformation at Prudential
Vietnam.

DI2: Digital innovation play a key role in reshaping a better competitive core competence of Prudential
Vietnam.

DI3: Digital Innovation is likely to bring about a destructive business model of Prudential Vietnam.
Digital Jobs
DJ1: The roadmap of digital transformation would roll out the initiatives for a better job for employees.

DJ2: The employees and sales agents must be aware of the causality between digital transformation and
digital jobs in their every activities.

DIJ3: Digital on-the-job training programs play a crucial role in the digital transformation of Prudential
Vietnam.

Digital Trust

DT1: Digital security must be designed to ensure the integrity of the digital transformation of Prudential
Vietnam.

DT2: To get the digital trust from customers is to ensure the security protection of their privacy.

DT3: Digital trust must be in compliance with providing a wider range of options for online customers
during the digital transformation of Prudential Vietnam.

Digital Transparency
DTrl: Clear strategy for digital transformation play an utmost important role at Prudential Vietnam.

DTr2: The KPI system should be clear and transparent for the digital transformation of Prudential
Vietnam.

DTr3: The objectives and goals are clearly conveyed to the entire staff during the digital transformation
of Prudential Vietnam.

Digital Transformation Effectiveness

DTXE1: Digital transformation is perceived to cut the operational costs and to reach out potential
customers.

DTXE2: Digital transformation is perceived to increase the company’s sales.
DTXES3: Digital transformation is perceived to maximize the customer satisfactions.

NGHIEN CUU THU'C NGHIEM VE CHUYEN POI SO

TAI PRUDENTIAL VIET NAM

Thai Thanh Ha'
Ngay nhén bai: 18/05/2026; Ngay phan bién thong qua: 28/06/2026; Ngay duy¢t dang: 29/06/2026

TOM TAT
Chuyén d6i s6 d tro thanh mot yéu cau bat budc thay vi 1a mot tuy chon dbi voi nganh bao hiém
trén toan thé gidi, va Prudential Viét Nam ciing khong phai la mdt ngoai 1¢€. Trong mot thoi gian dai,

'Khoa Kinh doanh va Logistics, Truong Pai hoc Hoa Binh;
Tac gia lién hé: Thai Thanh Ha; Email: tthanhha@daihochoabinh.edu.vn.
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cong ty da va dang thuc hién mot chién lugc chuyén ddi sé sau rong va vi thé di tic dong dén moi khia
canh hoat dong kinh doanh ctia Prudential Vietnam. Nghién ctru nay dugc thyc hién nhim lam sang to
hiéu qua thyc té ciia qua trinh chuyén ddi, khong phai tir gbc nhin tir cac quan 1y, dira trén cam nhan cua
nhirng c4 nhan truc tiép lién quan dén cong tac chuyén doi sé cua Prudential Viét Nam. Dya trén bang
hoi Google Forms, dir lidu da dugc thu thap tir 260 cia cac dap vién va duoc xtr 1y théng qua phan mém
SPSS dé phan tich hdi quy. Dau tién, phan tich nhan t6 kham pha EFA dugc thyc hién dé kiém dinh cac
bién sé dua trén khung nghién ctru. Sau d6, phan tich hdi quy duogc thuc hién dé xac dinh mirc d6 anh
hudng cua cac bién sb dén hiéu qua chuyén doi sb tai Prudential Viét Nam trén co sé cac bién s6 kiém
soat nhu d6 tudi, trinh dd hoc van, nam kinh nghiém cia dap vién. Két qua ciia phan tich s6 liéu da bién
nay 1a co so dé dua ra cac khuyén nghi cu thé nham nang cao hiéu qua chuyén doi so tai Prudential
Vietnam trong nhitrng ndm tdi.
Tir khéa: chuyén doi s, bao hiém nhén tho, Prudential Viét Nam, hoi quy, hiéu qua cong ty.
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