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TOM TAT:

Viéc cai cach hanh chinh trong nganh Bio hiém xa hoi (BHXH) & nudc ta dang di theo huéng lam
cho bd may hanh chinh ngay cang hoan thién hon, hoat dong c¢6 hiéu qua hon, phuc vu nhan dan tot
hon va tiét kiém nhat, cling véi d6 12 xay dung nganh BHXH hién dai, chuyén nghiép; chuyén ddi
tac phong, 1€ 16i 1am viéc clia vién chiic, vién chiic nganh BHXH tir hanh chinh sang phuc vu, huéng
t6i su hai 1ong clia ngudi dan va t6 chiic, doanh nghiép. Chinh vi vdy, ning cao chat lugng cung ing
dich vu ngay tai co quan BHXH 13 hét stic quan trong. Bén canh chifc ning vé quan ly nha nuéc,
chiic ning phuc vu ctia nhi nuéc nhim cung cAp nhitng dich vu cAn thi€t cho ngudi dan, d€ ho thuc
hién t6t quyén 1¢i va nghia vu clia minh dang dugc chi trong hon bao gi hét. Bai viét nhim gép
phin hoan thién, ning cao chit lugng dich vu hanh chinh cong tai cd quan Bo hiém x3 hoi huyén

Ham TAn, tinh Binh Thuin.

Tir khéa: hailong, dich vu, hinh chinh cdng, bdo hiém xi hoi, huyén Ham Tan, tinh Binh Thuén.

1. Dit van dé

L.1. Tinh cép thiét ciia dé tai

Hién nay, toan nganh BHXH da va dang khong
ngirng nd lyc thyc hién céc chi truong, chinh sach,
phdp luat cia Pang va Nha nuéc vé BHXH, bdo
hi€m y t& (BHYT), bdo hiém thi't nghiép (BHTN),
nghi quyé&t cia Chinh phd, chi thi cia Thid tuéng
Chinh phti v& nhitng nhiém vu, gidi phap chii y&u
cdi thién moi trudng kinh doanh, nidng cao ning
lyc canh tranh qudc gia, ddy manh cong tic cai
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céch hanh chinh, phong chong tham nhiing, ling
phi, chuyén d6i tdc phong lam viéc tir hanh chinh
sang phuc vu, huéng téi sy an tim, tin tudng, hai
1ong clia ngudi dan, t8 chifc, doanh nghiép trong
cong tac thuc hién ch€ do, chinh sach bdo hiém xa
hoi. Toan nganh tap trung chi dao thuc hién céc
nhiém vu, gidi phap chuyén ddi sd theo Quyét
dinh s6 749/Qb-TTg ctda Thi tuéng Chinh phi
phé duyét “Chuong trinh chuyén d6i s6 qudc gia
dé&n nim 2025, dinh huéng d&€n nim 2030~ dong
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bd v6i thuc hién cdi cdch hanh chinh, &ng dung
cong nghé thong tin @€ minh bach héa quy trinh,
thu tuc.

1.2. Muc tiéu nghién ctiu

Nghién ctfu nhim x4c dinh va do ludng cic yéu
t0 tic dong d&€n mitc do hai long clia ngudi dan khi
tham gia thd tuc hanh chinh tai c6 quan bio hiém xa
hoi Ham Tan, tir d6 dua ra cac dé xui't dé ning cao
chatlugng phuc vu dich vu hanh chinh cong.

1.3. Thoi gian nghién citu

T thang 1/2022 dén thang 6/2022.

1.4. Phuong phdp nghién ctiu

Nghién cttu sd b biing phuong phép dinh tinh,
ti€p theo la nghién citu chinh thic thyc hién thong
qua phuong phéap dinh lugng.

2. Co's6 1y thuyé&t va mo hinh dé xuat

2.1. Khdi niém dich vu cong

Dich vucong (tir ti€ng Anh 13 “public service )
¢6 quan hé chédt ché véi pham tri hang héa cong
cong. Theo y nghia kinh t€ hoc, hing héa cong
cong c6 mot s6 dic tinh co ban, nhu: La loai hang
héa ma khi da dudc tao ra thi khé c6 thé loai trir ai
ra khéi viéc st dung né. Viéc tiéu diing cia ngudi
nay khong lam gidm lugng ti€u ding clia ngudi
khdc. Khong thé vit bé dudc, titc 13 ngay khi
khong dugc tiéu dung thi hang héa cong cong van
ton tai. Nhitng hang héa niao théa min ci 3 dic
tinh trén dugc goi 1a hang héa cong cdng thuin
tdy va nhitng hang héa nao khong théa méan ca 3
dac tinh trén dudc goi la hang hda cong cong
khong thuan tdy.

2.2. Ly thuyét vé su hai long

Theo Bo Gattis (2010), sy hai long 1a mdc do
phén ting ctia chi thé st dung dich vu d6i véi viéc
udc lugng sy khdc nhau giita nhitng mong mudn
tru6e d6 (hodc nhitng tiéu chudn cho sy thé hién) va
su thé hién thuc sy clia sin phAm nhu 13 mot sy
chap thuan sau khi stt dung dich vu. Theo Ferh va
Russell (1984), su hai long 1a sy phan @ng cta chu
thé st dung dich vu ddi vdi viéc duge dip tng
nhitng mong mudén ma ho di dinh hinh tir ddu. Quan
diém nay phin nio tring v6i Kang va Jeffrey
(2004) khi cho riing su hai 1ong ctia chii thé sit dung
dich vu chinh 12 trang thai, cAm nhan ctia ho doi véi
nha cung cip dich vu sau khi da st dung chiing.

Hinh: Mé hinh nghién clu dé xudt

( Sy tin cay }
( Ca s6 vat chat Su hai
long clia
N3na luc phuc ] ngudi dan khi
( Srepme thuc hién tha
tuc hanh

( Thai d6 phuc vu chinh

(Su déng cam cua vién chtic

Nguon: Nhém tdc gid dé xudt

2.3. Mé hinh va gid thuyét nghién ciiu dé xudt
(Xem Hinh)

3. Thong ké mé ta mau nghién citu

K&t qua phan tich s liéu phdng van 300 ngudi
dan s dung dich vu mot cira cia BHXH huyén
Ham Tan. Trong nghién cttu nay, miu dudc chon
bing phuong phdp chon mAu thuén tién.

4. K&t qua nghién cifu

4.1. Pdnh gid do tin cdy cia thang do bang
Cronbach’s Alpha

K&t qué phan tich do tin cay cédc thang do thong
qua hé s§ Cronbach’s Alpha sau khi da loai cdc
bi€n quan sit khong dat yéu ciu dugc trinh bay
trong Bang 1.

Qua k&t qua kiém dinh cho thiy, hé s&
Cronbach’s Alpha dat 0.850 > 0,6 dat yéu ciu clia
tic gid da dé ra. Ngoai ra, cic bi€n quan sit c6 hé
sO tuong quan bién tdng déu 16n hon 0,3 dat yéu
cAu clia gid thuyét dit ra. Vi viy, cdc bién trong
thang do Su hai long dugc dua vao d€ phan EFA
budc ti&p.

4.2. Pdnh gid thang do bang phén tich nhan to’
khdm phd EFA

Sau khi kiém tra do tin cdy ctia thang do, phan
tich nhan t6 khdm phd dugc ti€n hanh véi 30 bién
ddm bdo do tin cdy. Phan tich nhan t6 khdm pha -
EFA dugc st dung dé danh gid lai mdc do hoi tu
clia céc bi€n quan sit theo céc thanh phin. Phan
tich y&u t& dugc thé hién nhu Bang 2.

- Kiém dinh KMO = 0,936 thda diéu kién 0,5 <
KMO < 1 (theo Hair va cong su,2006). Diéu nay
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BAng 1. 18ng hap két qud dénh gid dé tin cdy théng qua Kiém dinh Cronbach

Hésd | Hésd Cronbach’s
Bién Dién giai tuong quan Alpha sau
bién tong khi loai bién
STC1 Céc quy trinh thi tuc dich vu hanh chinh dugc co quan cong khai, minh bach 0.735 0.907
STC2 | Yéu cau cac loai gidy t6, ho so hanh chinh hgp Iy 0.774 0.902
STC3 | Hbsokhong bi sai sét, that lac 0.793 0.899
STC4 | BHXH Ham Tan tra két qua ding thdi han du kién 0.778 0.901
STC5 | Ngudi dan khong di lai nhiéu Ian dé lam ho so 0.790 0.899
STC6 | Tatcathong tin déu dugc bao méat 0.736 0.907
Hé s6'Cronbach's Alpha Ia 0.918
CSVC1 | Trusd dattai v tri thuan tién, d€tim kiém 0.808 0.842
CSVC2 | Noi dé xe, khu vuc ngdi chd day di 0.816 0.841
CSVC3 | Phong ti€p nhan va hoan tra hd so rong réi, thoang mat 0.809 0.844
CSVC4 | Bang thong bao th tuc hanh chinh d& nhan thay 0.660 0.868
CSVC5 Phbng tlep rllhé.n Yé hoéln tra h§ so (ié tién nghi day du hién dai (may lanh, 0.795 0.846
ban ghé, may vi tinh, may tra ctu h6 so,...)
CSVC6 | Nhan vién cé trang phuc lich su 0.295 0.918
Hé sé Cronbach's Alpha la 0.883
CSVC1 | Trusd dattai v tri thuan tién, d€tim kiém 0.844 0.888
CSVC2 | Noi dé xe, khu vuic ngdi chd day dl 0.848 0.888
CSVC3 | Phong ti€p nhan va hoan tra hd so rong rai, thoang mat. 0.823 0.894
CSVC4 | Bang thdng bao thu tuc hanh chinh dé'nhan thay 0.640 0.929
covcs| Pt i g oy | s | o
Heé s6 Cronbach’'s Alpha la 0.918
NLPV1 | Nhan vién rat thanh thao chuyén moén nghiép vu 0.794 0.881
NLPV2 | Nhan vién c6 kién thic va ky nang giai quyét cong viéc lién quan 0.763 0.887
NLPV3 :gj; \(;iéé: ti€p nhan, thu Iy tu vain, giai quyét thoa dang cac vudng mac cla 0.809 0.878
NLPV4 | Nhan vién c6 tinh than trach nhiém cao déi véi hé so ngudi dan 0.768 0.886
NLPV5 Nhan vién giai quyét nghiép vu nhanh chdng, chinh xac khéng co sai sot so 0.702 0.901

véi quy dinh

Hé sé Cronbach's Alpha Ia 0.907
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Héso Hé s6 Cronbach’s
Bién Dién giai tuong quan Alpha sau
bién téng khi loai bién
TDPV1 | Nhan vién cé thai do lich su, than thién khi ti€p xGc véi ngudi dan 0.859 0.935
TOPV2 Nha‘n' VI?I’] khéng gy nhiing nhiéu, phién ha khi giai quyét hd sa cua 0.852 0.936
ngudi dan
TDPV3 | Nhan vién chi dan ro rang, can ké vé quy trinh giai quyét ho so thi tuc 0.835 0.938
TDPV4 | Nhan vién thuc hién céng viéc nhanh chéng 0.833 0.939
TDPV5 | Nhan vién rat nhiét tinh véi nguci dan 0.820 0.940
TDPV6 | Nhan vién ti€p nhan phuc vu binh dang, cng bang véi moi ngudi dan 0.837 0.938
Hé sé'Cronbach's Alpha la 0.948
SBC1 | BHXH Ham Tan luén tao diéu kién thuan tién nhat cho ngudi dan 0.849 0.900
SBC2 EiHXH I;|am Tan thé hién su chu y dac biét dén thii ma nguci dan quan 0.771 0.916
tam nhat
SDC3 | Nhan vién hiéu dugc nhu cau dac biét clia ngudi dan 0.785 0.913
SDC4 | Nhan vién hiéu sy kho khan clia ngudi dan 0.849 0.901
SDC5 | Nhan vién luén chi dong lang nghe tam tu, nguyén vong clia ngusi dan 0.778 0.914
Hé s6 Cronbach's Alpha la 0.926
SHL1 NguAd| da‘n hallong thu tuc hanh chinh tai bdé phan mét ctia cua BHXH 0.715 0.793
huyén Ham Tan
Ngugi dan hai long véi su phuc vu clia nhan vién tai bd phan mét clia clia
SHL2 BHXH huyén Ham Tan 0.719 0.790
Ngugi dan hai long su thuan loi (vé co s vat chét, thdi gian,...) thuc hién
HL o L A 721 787
SHL3 giao dich tai béd phan mét cua cua BHXH huyén Ham Tan 0 078
Hé s6'Cronbach's Alpha la 0.850
Nguon: Két qud phan tich tir dit liéu diéu tra ciia nhom tdc gid, 2022
BAng 2. K&t qud KMO va ki€ém dinh Bartlett c6 nghia phan tich nhan t6 thich hgp véi
cdc bién doc lap dit liéu thyc t&.
STT Diéh giai Chisg 4.3. Phan tich hoi quy da bién
> K&t qua hdi quy dugc thé hién qua
1 Kiém dinh KMO 0.936 P
Bang 3.
2 Gia tr) Sig. clia kiém dinh Barlett 0.000 Phuong trinh hdi quy chuin héa dugc
3 Téng phan tram phuang sai trich 7571 viet lainhu Szal; 5
(cbt cumulative %) . SHL =0.202STC + 0.258CSVC
+0.186NLPV +0.151TBbPV
4 Téng phuong sai trich 1.465 +0.163SPC.

Th ty 4nh hudng clia cdc y€u td:

Nguodn: Két qud phan tich tir dit lieu diéu tra
CSVC, STC, NLPV, SBC, TbPV.

cuanhom tdc gid, 2022
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BAng 3. K&t qud héi quy da bién

Biéh quan sét Ky-rjéu Hé s6 hff! quy H? s hfii quy Mt':c~ y | Héso phén_g dai ThL"l tu é’nh Euégg
bién chuachuanhéa | dachuanhéa nghia phuongsai VIF | cuacacyéu td

Sutin cay STC 0.229 0.202 0.000 1.621 2
Ca sd vat chat CsvC 0.254 0.258 0.000 1.298 1
Nang lyc phuc vy NLPV 0.211 0.186 0.001 1.987 3
Thai dé phuc vu TPV 0.162 0.151 0.009 2.083 5
Sy dong cam SbC 0.184 0.163 0.004 1.983 4
R2hiéu chinh 0.532

Giatr Sig. F 0.000

Durbin - Watson 1.379

Nguon: Két qud phan tich tiv dit liéu diéu tra ciia nhom tdc gid, 2022

5. K&t luan va ham § quan tri

5.1. Két lugn

Nghién cttu da xay dung md hinh ddnh gid sy
hai long clia ngudi dan d6i véi dich vu hanh chinh
cong tai mot cira BHXH huyén Ham T4n bao gdm
5 y€u td “Su tin cdy”, “Cd s& vat chat”, “Ning luc
phuc vu”, “Thdi d6 phuc vu” va “Su dong cdm”.
K&t qui cd 5 y&u td déu c6 dnh hudng d&n sy hai
long clia ngudi dan d6i vdi chat lugng dich vu mot
ctra tai BHXH huyén Ham Tan. K&t qué kiém dinh
su khdc biét cho thd'y khdng c6 su khic biét vé do
tudi, gi6i tinh va trinh dd hoc van d6i véi sy hai
long clia ngudi dan d6i véi dich vu modt cira BHXH
huyén Ham Tan. Do d6, BHXH huyén Ham Tén
cin quan tAm d&n cic yé&u to6 nay dé ting cudng
chat lugng dich vu hanh chinh cong tai mot cira
BHXH huyén Ham T4n dé ngay cang nang cao hon
nifa sy hai 1ong clia ngudi dan d6i véi dich vu cia
minh.

5.2. Mot so ham y quan tri

5.2.1. Co sé vat chat

K&t qué nghién cdu cho thdy “Cd s& vat chat”
tai bd phan mot cira BHXH huyén Ham Tan la yéu
t0 c6 mitc dd anh hudng 16n nhat (B = 0.258) dén Su
hai long ctia ngudi dan. Thang diém danh gid hai
1ong clia ngudi dan ddi véi cdc y&u td vé co s& vat
chit tai bd phan mot cira BHXH huyén Ham Tan 1a
kha cao, tuy nhién van chua dat dugc su tuyét doi.
Do d6, bd phan mdt cita BHXH huyén Ham Tan
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cAn phdi ti€p tuc cai thién cdc y&u t6 nay. BHXH
clia Huyén cin chi trong dén viéc bd tri noi 1am
viéc clia t6 ti€p nhan va hoan tra két qua & mot noi
thuln tién, rong rai, thodng mat va ludén dudc don
vé sinh sach s&. B6 tri hé thong camera ki€m soit,
trang bi ddy di may photo, may tinh c6 ndi mang,
hé thong quét ma vach kiém tra k&t qua gidi quyét
hd so.

5.2.2. Sutin cdy

Theo Bang 1, su tin cdy ¢6 dnh hudng 16n thit
hai (B = 0,202). Vi viy, nang cao sy hai long vé sy
tin cdy ciing ¢c6 4nh hudng rat 16n dén sy hai long
ctia ngudi dan. Trong nghién citu “Céc nhan t& &nh
hudng dén sy hai long cta ngudi dan khi st dung
dich vu hanh chinh cong tai ﬁy ban nhan din quéan
Thii Pic” ca Nguyén Thiao Ngoc (2016) sy tin
cayciing dugc danh gid 12 y&u t6 ¢ mifc 4nh hudng
16n nha' t&i sy hai 1ong cia ngudi dan. Theo d6, can
phdi ting cudng tinh tin ciy theo huéng nang cao
chat lugng dich vu hanh chinh cong thdng qua cic
ndi dung nhu han ché& dé xay ra sai sét, tao sy tin
tuéng cho ngudi din, tao diéu kién cho ngudi dan
ludn nhan dudc k&t qua gidi quyét chinh xéc, kip
thoi; thong tin ctia ngudi dan ludn dugc bdo mat va
thoi gian x& 1y cong viéc phai pht hgp.

5.2.3. Ndng lyc phuc vu

Ning Ivc phuc vu 12 yé&u t6 c¢6 mic dnh hudng
dé&n mifc sy hai 1ong clia ngudi dan 16n thit ba véi
hé s6 (B = 0,186), BHXH huyén cin tip trung ting
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cuong cai thién ddi ngii nhan vién vién chdc theo
huéng phai biét linh hoat trong xit ly cong viéc, ¢6
dd kién thic dé xi Iy cong viéc mot cdch thanh
thao, c6 thai do hoa nha, than thi€én v4i ngudi dan.
B6 tri, sdp x€p cdn bd, vién chitc lam viéc & bod
phan ti€p nhan hd s6 mot cach phit hdp, c6 sur luan
chuyén hgp 1y. Cai thién k§ ning giao ti€p tot hon
cho nhan vién, vién chdc. T8 chic cidc khéda tap
huin nang cao k§ ning giao ti€p cho nhan vién,
vién chitc nhu k§ ning mém, k§ ning dng x{r. Boi
dudng ki€n thiic, chuyén moén va kj ning gidi
quyé&t cong viéc cho nhan vién, vién chifc. Pong
thdi xay dung k& hoach dao tao ngin han va dai
han cho nhan vién.

5.2.4. Swdong cam

Su ddong cdm 12 y&u t6 thit tw 4nh huéng dén sy
hai long cta ngudi dan khi st dung dich vu hanh
chinh cong tai BHXH huyén Ham Tén (§ = 0,163).
Vi viy, nang cao su hai long vé su dong cam ciing

TAILIEU THAM KHAO:

c6 4nh huéng rat16n dén sy hai long clia ngudi dan.
Mot s6 goi y d€ BHXH huyén Haim Tan ning cao
su hai long vé sy ddng cam, d6 1a: C4n bo biét ling
nghe mot cdc hiéu qua, bi€t kiém ché& cim xiic, khi
ti€p xdc véi ngudi dan phdi bi€t huéng vé phia
ngudi dan, ludn vui vé trong giao tiép.

5.2.5. Thdi do phuc vu

Mic du yéu td thdi do phuc vu c¢6 mic &nh
huéng dé&n sy hai long 1a thap nhat (B =0,151). Tuy
nhién, BHXH huyén Ham TAn vin cin c6 sy quan
tam hon nita dé€ ting tinh k&t ndi véi ngudi dan.
Theo d6, st dung ngdn ngit chudn muc, rd rang,
mach lac; tdc phong vdn minh, lich su, nghiém tic,
ding muc trong giao ti€p, tng xt, gidi quyét cong
viéc; nhiét tinh, trach nhiém, li€m chinh, chuyén
nghiép trong gidi quyét cong viéc, dap ng kip thdi,
ddy di quyén 1di chinh ddng ctia co quan, t& chiic
va ngudi tham gia, thu hudng ché€ do BHXH, bio
hiém y t&, bdo hiém thit nghiép m
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1. TS. PHAN QUAN VIET!

2.LE PO TANDAT?

3.ThS. PINH HOANG ANH TUAN?

4.TS. VO KHAC TRUGNG THANH?

ITrudng Pai hoc Cong nghé TP. H6 Chi Minh
2Bao hiém x4 hdi huyén Ham Tan, tinh Binh Thuin
3 Truong Dai hoc Phan Thiét

FACTORS AFFECTING THE SATISFACTION OF PEOPLE WITH
THE QUALITY OF PUBLIC ADMINISTRATIVE SERVICES AT
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® Ph.D PHAN QUAN VIET'
® LE DO TAN DAT?
©® Master. DINH HOANG ANH TUANS3
©® Ph.D VO KHA TRUONG THANH?
'Ho Chi Minh City University of Technology
2Department of Social Insurance of Ham Tan District, Binh Thuan Province
SPhan Thiet University

ABSTRACT:

The administrative reform of Vietnam’s social insurance sector aims to eliminate bureaucracy,
reduce costs and improve the operation of the social insurance sector’s administrative system in
order to better serve people. The reform also aims to develop a modern and professional social
insurance sector, and change the working style of officials and employees to enhance the
satisfaction of people, organizations and businesses. Therefore, it is important to improve the
service quality of social insurance departments. Social insurance departments need to better
perform its function of providing services, hence peope can well perform their rights and
obligations. This paper is to improve the quality of public administrative services at the
Department of Social Insurance of Ham Tan District, Binh Thuan Province.

Keywords: satisfaction, service, public administration, social insurance, Ham Tan district,
Binh Thuan province.

150 $6 22 - Thadng 10/2022



