TAP CHi CONG THUGNG

CAC YEU TO ANH HUOGNG PEN SU HAI LONG
VE CHAT LUGNG DICH VU HANH CHINH CONG
TAI BO PHAN MOT CUA BAO HIEM XA HOI
HUYEN TANH LINH, TINH BINH THUAN
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TOM TAT:

Nghién cttu nhim x4c dinh cdc y&u t6 4nh hudng dén sy hai 1ong vé chi't lugng dich vu hanh
chinh cong tai bd phan mot ctra cia Bdo hi€m xa hoi huyén Tanh Linh, tinh Binh Thuin. K&t
qud phan tich hdi quy, vé6i su hd trd ctia phan mém SPSS 20.0 cho thdy 6 bi€n, gdm: Quy trinh
thi tuc (QTTT), Thdi gian (TG), Cd s§ vat chat (CSVC), Cong khai minh bach (CKMB), Thdi
dd phuc vu (TDPV), va Su tin cdy (TC) c¢6 dnh hudng d&n sy hai 1ong clia ngudi din vé chat
lugng dich vu hanh chinh cong tai bd phan mot cira cia Bo hi€m xi hoi huyén T4nh Linh, tinh
Binh Thuan. Qua k&t qué nghién cttu, mot s6 ham y chinh sdch dudc gdi ¥, nhiim gia ting sy hai
l1ong vé chat lugng dich vu hianh chinh cong tai bd phan mot cta ctia Bdo hi€m xa hoi huyén

Ténh Linh, tinh Binh Thuén.

Tir khéa: sy hai 1ong, chit lugng dich vu hanh chinh cong, bd phan mot clra, Bdo hiém xa hoi

huyén Téanh Linh, tinh Binh Thuén.

1. Dit van dé

Trong thdi gian qua, nganh Bio hiém xa hoi
(BHXH) khong ngiing diy manh cdi ciach hanh
chinh vé moi mat, dic biét 1a cai cach thi tuc hanh
chinh trong Iinh vuc BHXH, bdo hiém y t€ (BHYT),
Bao hi€ém that nghiép (BHTN). Cong tic ti€p nhan
va trd k€t qua thd tuc hanh chinh vé BHXH c6 thé
coi 1a mdt khau quan trong trong ti€n trinh céi cich
thd tuc hanh chinh, gidi quyét kip thdi cdc ché do
cho ngudi lao dong, tir &6 gép phan lam cho muc
tiéu cdi cdch hanh chinh ctia nganh dat dugc két
qué cao. Bén canh viéc khong ngiing cai thién céc
chinh sich phit hop véi thuc t€, ngainh BHXH cin
chti dong d6i méi phuong thic, cai cach thi tuc gidi
quyét hd so, trong d6 chuyén ddi hinh thic ti€p
nhan va trd k&t qua thi tuc hanh chinh vé BHXH
ludn duge quan tim hang diu, nhim tiing budc
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nang cao hiéu qua quan ly va chit lugng phuc vu
ngudi thu hudng cic ché @6 BHXH.

V6i mong mudn tim ra céc gidi phdp nhim niang
cao chit lugng dich vu hanh chinh cong ctia BHXH
huyén T4nh Linh, nhém tdc gid di nghién citu vé
“Céc yéu to anh hudng dén sy hai long vé chat
lugng dich vu hanh chinh cdng tai bd phan mot clra
ctia BHXH huyén Tédnh Linh, tinh Binh Thuin”.

2. Cd sé 1y thuyé&t va phuong phap nghién citu

2.1. Co'sé'y thuyét

ChA't lugng dich vu hanh chinh cdng 1a thudc
do quan trong d6i véi hoat dong clia cdc co quan
hanh chinh nha nudc va la mot trong nhitng két
qua hoat ddng chinh cda cdc cd quan nay. Tuy
nhién, 1¢i nhudn khong phdi la muc dich chinh cla
céc cd quan, vi ho con phai thyc hién nhiéu chitc
ning khdc, nhu hd tr¢ cho sy ting truéng, diéu



QUAN TRI - QUAN LY

chinh nhip d6 ting trudng va dinh hudéng ting
trudng (Gronroos, C., 1984), Parasuraman va cong
su., 1985).

N6i mot cach don gian, theo Terrence (1996), sy
hai 1ong ctia khiach hang chinh 1a trang thai hay
cdm nhan cta khich hang déi véi nha cung cip
dich vu sau khi da st dung dich vu d6 (Levesque va
cong su., 1996).

Thong thudng, cdc nha cung cip dich vu cho
ring, chat lugng dich vu chinh 12 mic do thda man
cla khach hang. Tuy nhién, nhiéu nha nghién
cttu cho thdy, chat lugng dich vu va sy thda man
cia khiach hang 1a 2 khdi niém phan biét
(Zeithaml., 2000).

Sasser (1978) xdc dinh cdc y&u t6 gép phian
nang cao chit lugng dich vu gdm sy an toan, su
nhit qudn, thdi d, sy hoan thién, diéu kién, tinh
sdn c6 va sy tap huan danh cho nhitng ngudi cung
cap dich vu. Ti€p d6, Parasuraman (1985) phan tich
céc khia canh cla chit lugng dich vu va dua ra mo
hinh khodng cdch chat lugng dich vu, tir d6 cung
cAp mot khung phan tich quan trong vé chit lugng
dich vu.

Nhiéu cong trinh nghién cifu & nudc ngoai tiéu
bi€u vé chit lugng dich vu nhu: Lehtinen (1982);
Gronroos (1984) phat trién mo hinh chat lugng dich
vu va do ludng chat lugng dich vu cdm nhan dwa
trén cac phuong phap dinh tinh.

Winsmiewski va Donnelly (2001) da s dung
céc thang do chat lugng dich vu trong md hinh
SERVQUAL dé€ do ludng chat lugng dich vu trong
khu vuc hanh chinh cong ctia Scotland.

V& chat lugng dich vu hanh chinh cdng, Boyne
(2003) danh gid cdc cong trinh nghién citu vé cai
ti€n dich vu cong cong. Boyne di tdng hop két vé
chatlugng hanh chinh cong.

Lykogiannis (2014) nghién ctu sy hai long cla
khach hang trong dich vu buu chinh. Nghién ctu st
dung 300 quan sat miu vé6i thang do likert 5 @€ do
ludng sy hai long clia cac y€u to chat lugng dich vu.

Nguyén Hitu Hai va Lé Vin Hoa (2010) nghién
ctfu vé tiéu chi ddnh gid chat lugng cung Gng dich
vu cong tai cdc co quan hanh chinh nha nuéc theo
céch ti€p can hé thong.

Lé Pinh Ca (2012) nghién citu vé sy hai long ctia
cong dan d6i véi dich vu cong vé linh virc nha dat tai
UBND huyén Hoa Vang, thanh pho Ba Ning.

Nguyén Thi Thily Trang (2014) nghién ctu vé
nang cao chat lugng dich vu hanh chinh cong clia

céc co quan quéan 1y nha nudc tinh Khanh Hoa da st
dung mo6 hinh SERVPERF dé d4nh gid chit lugng
dich vu hanh chinh cong tai cic cd quan quéan 1y nha
nuGe trén dia ban tinh.

Lé Thi Huong (2016) di nghién citu vé céc chi
s0 danh gia hiéu qua cung @ng dich vu hanh chinh
cdng & nudce ta hién nay.

Ngd Hong Lan Thao (2016) nghién citu vé d4nh
gid sy hai 1ong clia ngudi din d6i véi chat ludng
dich vu hanh chinh cong tai UBND thi xa Di An,
tinh Binh Dudng.

2.2. M6 hinh nghién citu dé xudt (Hinh 1)

Hinh 1: Mé hinh nghién ciu dé xudt

<Thﬂ tuc hanh chinh
<Su tin cay
(su cong khai minh bach
Su hai
<Cd s6 vat chét >—> long cua
ngudi
. on ddn
<Tha| do phucvu

<Néng luc phuc vu

<Thdi gian

Véi mo hinh nghién ctu d& xuat nhu trén, cic
gi4 thuy&t cho nghién cttu dudc trinh bay nhu sau:

Gi4 thuyé&t H1: Quy trinh thii tuc hanh chinh &nh
huéng cling chiéu (+) d&n su hai long clia ngudi dan
ddi véi chat lugng dich vu hanh chinh cong tai bd
phan mot cita BHXH huyén Ténh Linh, tinh Binh
Thuan.

Gia thuyé&t H2: Su tin cdy tdc dong ciing chidu
(+) v6i chat lugng dich vu hanh chinh cong tai bd
phan mdt cira BHXH Tanh Linh, tinh Binh Thuén.

Gia thuy€t H3: Su cdng khai, minh bach tic
dong cuing chiéu (+) vdi chat lugng dich vu hanh
chinh cong tai bd phan modt cira BHXH huyén Tanh
Linh, tinh Binh Thuin.

Gia thuyé&t H4: Co s& vat chit tic dong cling
chiéu (+) v6i chat lugng dich vu hanh chinh cong tai
bd phan mdt cta BHXH huyén Tanh Linh, tinh
Binh Thuin.

Gi4 thuyét H5: Th4i do phuc vu tic dong cling
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chiéu (+) v6i chat lugng dich vu hanh chinh cong tai
bd phin mdt cita BHXH huyén Tanh Linh, tinh
Binh Thuan.

Gia thuy&t H6: Ning luc phuc vu tic dong cling
chiéu (+) v6i chat lugng dich vu hanh chinh cong tai
bd phin mdt cita BHXH huyén Tanh Linh, tinh
Binh Thuén.

Gid thuyét H7: Thoi gian tic dong cung
chiéu (+) v6i chat lugng dich vu hanh chinh cong tai
bd phian mdt cta BHXH huyén Tanh Linh, tinh
Binh Thuin.

3. Phuong phap nghién ciu

Nghién cttu dinh tinh dugc thuc hién thong qua
phuong thic thdo ludn nhém cac can Chuong nay
trinh tong quan vé phudng phadp nghién cttu, véi 2
giai doan, gdm: nghién citu dinh tinh va nghién citu
dinh lugng; xdc dinh ¢ miu va phuong phap thu
thap mau; trinh bay phuong phdp va cong cu phan
tich dir liéu.

4. K&t qua nghién ciu va thio luan

4.1. Kiém dinh do tin cdy ciia thang do Crobach
Alpha

Tién hanh ki€m dinh thang do cho ra két qua
Cronbachs Alpha déu 16n hon 0,6 va tdt cd hé s&
tuong quan bién tdng déu 16n hon 0,3. Cu thé 13, hé
s6 Cronbach Alpha d6i véi bién QTTT la 0,825;
bién TC 1a 0,850; bién CKMB 1a 0,887; bién CSVC
12 0,758; bi€n TDPV 1a 0,758; bién NLPV la 0,907,
bi€n TG la 0,748; va bién phu thudc HL 12 0,769.

Nhu vay, rit ra két ludn: tit ca thang do nay phu
hop dudc gilt nguyén cho phan tich EFA.

4.2. Phén tich nhéan t6’khdm phd EFA

K&t qui phan tich nhin td cho thay chi s6 KMO
12 0,785 > 0,5, diéu nay chitng t dif liéu dung dé
phan tich nhén t6 12 hoan toan thich hgp. (Bang 1)

Kiém tinh tuong quan giita cdc bién quan sdt

Ki€m dinh Bartlett c6 mic y nghia Sig. = 0,000

BAng 1. Hé s& KMO va kiém dinh Barlett
cho céc bién déc lép

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure 285
of Sampling Adequacy. :
Bartlett's Approx. Chi-Square 2922.206
Test of df 305
Sphericity Sig. 000

Nguébn: Két qud phan tich dit liéu khdo sdt ciia tdc gid
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(nhd hon 0,05), cho thiy cdc bi€n quan sdt cé
tuong quan tuyén tinh véi nhan t6 dai dién. Piéu
nay chitng td dit liéu diing d€ phan tich nhan td 1a
thich hgp.

Kiém dinh phuong sai trich (Bdng 2)

TAt ca 5 nhan t& déu c6 gid tri Eigen 1a 1,260 16n
hon 1 va tdng phuong sai trich 72,340% (16n hon
50%) (Bang 3, 4). Piéu nay c6 nghia 1a 72,340%
thay d6i clia cic nhan t& dudc gidi thich bdi cic
bi€n quan s4t.

4.3. Phan tich hoi quy da bién

K&t qua tir Bang 4 chi ra moi quan hé gitta céc
bi&n ddc 1ap va bi€n phu thudc. Theo két qua phan
tich hdi quy bdi & trén, cdc bi€n con lai (ngoai bién
NLPV) déu c6 Sig. nhé hon 0,05. Nhu vay, cic
bi€n: Quy trinh thi tuc (QTTT), Sv tin cdy (TC),
Cong khai minh bach (CKMB), Co s§ vat chat
(CSVCO), Thai do phuc vu (TDPV), va Thdi gian
(TG) tuong quan c6 ¥ nghia vdi bi€n phu thudc Su
hai long (HL) v&i do tin cay & mic i thi€u 95%.
Bi&n NLPV bi loai.

4.4. Két qua kiém dinh INOVA

Gia tri Sig ctia ki€m dinh F 12 0,000 < 0,05. Nhu
vay, mo hinh hdi quy tuyé&n tinh xay dung dugc phit
hop v6i tong thé.

5.Ké&tluan

Céc yé&u td tiac dong truc ti€p dén long trung
thanh theo tht tw manh nhatIa y&u t6 Quy trinh thi
tuc (QTTT), ti€p theo 1a: Thai gian (TG), Cd s& vat
chit (CSVC), Cong khai minh bach (CKMB), Théi
dd phuc vu (TDPV) va Sy tin cdy (TC).

Quy trinh thd tyc 12 yé&u td ¢6 tdc dong manh
nha't dén sy hai long cta ngudi dan theo nhu dit liéu
dugc phan tich. Vay nén, Bio hiém xa hoi huyén
T4nh Linh, tinh Binh Thuin cin ¢ nhitng quan tAm
ding mic ddi v6i viéc minh bach, huéng dan cu thé
va tham chi tinh gon quy trinh, nhim tao diéu kién
thun 1gi cho ngudi dan.

Quy trinh héa céc thao tic trong quy trinh x{ 1y
hd so chuin, c6 thé 4p dung thang do thsi gian
trung binh cho cdc khau xi Iy d€ vé lau dai sé la
mot bién phap chuin héa nd lyc qua han hd sd.

Cong khai quy trinh, thong tin xif 1y hd so doi
véi ngudi din d€ cung theo ddi. Piéu nay c6 thé
tao gidm sét hai chiéu, cling nhu nhitng tic dong
khdch quan cho quy trinh. Nhung ciAn 4p dung
khéo 1éo, tranh qud tai, 4p luc cho nhan vién bd
phan thuc hién.
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Bdng 2. Phuang sai trich vé céc yéu té rat trich cGia phan tich EFA cho bién doc lap

Total Variance Explained
"g' Initial Eigenvalues Extraction Sums of Squared Loadings | Rotation Sums of Squared Loadings
c
g- Total Va"ﬁ:ac;fce Cum;:ative Total va(yr‘i’ac:oe Cum;:ative Total Va?ac:oe Cum;:ative
1 6.347 | 24411 24.411 6.347 24.411 24.411 3.723 14.318 14.318
2 | 3464 | 13.323 37.734 3.464 13.323 37.734 3.518 13.531 27.848
3 | 2408 9.262 46.997 2.408 9.262 46.997 2.883 11.088 38.936
4 | 2033 7.819 54.815 2.033 7.819 54.815 2.329 8.956 47.892
5 1.681 6.465 61.280 1.681 6.465 61.280 2.146 8.252 56.144
6 1.616 6.215 67.495 1.616 6.215 67.495 2.135 8.213 64.358
7 1.260 4.845 72.340 1.260 4.845 72.340 2.076 7.983 72.340
8 875 2.597 74.937
9 622 2.391 77.328
Bdng 3. BAng hé s6 héi quy
Coefficients®
— Unstandardized Coefficients | Standardized Coefficients t Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) -.951 257 -3.707 .000
QTTT 581 .046 596 12.512 | .000 604 1.656
TC .079 .040 .081 1.991 .048 828 1.208
] CKMB 102 .042 106 2.411 017 .706 1.416
CsvC 161 .045 141 3.561 .000 .868 1.152
TDPV .090 .039 .093 2.288 .023 834 1.199
NLPV .055 .039 .054 1.421 157 .936 1.068
TG 159 .043 146 3.670 .000 871 1.149

a. Dependent Variable: HL

Bdng 4. Bdng phén tich ANOVA

ANOVAa
Model Sum of Squares df Mean Square F Sig.
Regression 67.728 7 9.675 76.192 .000b
1 | Residual 25.017 197 A27
Total 92.745 204

a. Dependent Variable: HL

b. Predictors: (Constant), TG, TC, NLPV, CSVC, TDPV, CKMB, QTTT

Nguodn: Két qud phan tich dit ligu khdo st ciia tdc gid
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T3 chitc thuc hién don gidn héa cic quy trinh thi
tuc hanh chinh, gidm thanh phan hd s va thdi gian
gidi quy€t thii tuc hanh chinh.

Phét dong phong trao nghién cttu, dé xuit cic
sdng ki€n trong cdi cdch thd tuc hanh chinh; ting
cudng ng dung triét d€ cong nghé thong tin va
xy dung quy trinh gidi quyé&t thli tuc hanh chinh
ndi bd, bdo ddm nhanh, gon, khoa hoc, thuin tién,
rit ngdn t6i da thdi gian thuc hién thi tuc cho c4
nhén, t6 chifc; ting cudng trach nhiém phdi hop
gifta cdc cd quan c6 thim quyén trong gidi quyét
thu tuc hanh chinh.

BHXH huyén Tdnh Linh cAn trang bi dong bd
mdy méc thiét bi hién dai, cong nghé hién dai, may
tra cifu ti€n do gidi quy&t hd so hanh chinh va may
18y y ki€n ngudi dan.

BHXH huyén Té4nh Linh cAn bd tri lai cic bd
phan ti€p nhan tai mot cita cho hop ly hon, dé tao
moi trudng than thién trong giao ti€p gilta cong
chtic, vién chifc tai bd phadn mdt clta v6i ngudi dan
khi thuc hién thi tuc hanh chinh.

TAILIEU THAM KHAO:

Bo6 phin mot cifa ciling cAn dua ra thdi gian cu
thé€ dé can bd, cong chiic, vién chiic, nhit 13 nhitng
can bd lanh dao ti€p dan thudng xuyén, kip thdi
nhiim nim bit nhitng ¥ ki€n ctia cong dan, 5 chic
phidn 4nh; ddng thdi tap trung gidi quyé&t nhanh
chéng, cong khai, dit diém nhitng don thu khi€u nai
ctia ngudi dan. Bd phan mot cita nén md s6 theo doi
nhitng don thu nay, ti€p nhan cdc don thu nay qua
dudng diy néng, hop thu gép y d& xi ly nhitng
thong tin lién quan vé biéu hién ctia hanh vi nhiing
nhiéu, tiéu cuc, vdi vinh cla cidn bo, cong chic,
vién chitc bd phan mot cira.

B06 phan mot cira can thyc hién nghiém tic viéc
cAm udng rugu bia trudc, trong gid lam viéc, deo
thé cong chic khi lam nhiém vu,... tao nét dep van
héa trong hoat dong bd phan mot cira.

XAy dung khung md td cong viéc ctia cdn bd,
cong chiic, vién chifc theo tirng vi tri vi€éc lam tai bo
phan mot ctta; ddng thdi quan tAim hon nita dén Idi
ich chinh ddng ctia cin bo, dé ho yén tim phuc vu
congticm
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ABSTRACT:

This study explores the factors affecting the satisfaction of people with the quality of public
administrative services at the one-stop unit of Social Insurance Department in Tanh Linh district,
Binh Thuan province. The study’s regression analysis shows that there are six variables,
including: Process and procedure, Time, Facilities, Publicity and transparency, Attitude, and
Reliability affecting the satisfaction of people. Based on the study’s findings, some policy
implications are presented to help Social Insurance Department of Tanh Linh district improve the
satisfaction of people with the quality of its one-stop unit’s public administrative services.

Keywords: satisfaction, quality of public administrative services, one-stop department, Social
Insurance Department of Tanh Linh district, Binh Thuan province.
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