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TOM TAT:

Day 1A méi nghién citu dinh lugng trong viéc x4c dinh céc yé&u t& 4nh hudng dén sy hi long
cla khéch hang d6i v8i chdt lugng dich vy bdo hiém xa hoi tai Van phdng Bio hiém x3 héi tinh
Binh Thuan. Bai viét dua ra md hinh dé xuft nghién cttu gdm c6 6 y&u t3 &nh hudng d&n su hai
1ong cha khéch hang d8i v6i chit ivgng dich vy bdo hi€ém xd hoi tai Van phong Bio hiém xa hdi
tinh Binh Thuidn, d6 la: Phuong tién hitu hinh; Quy trinh thi tye; Mic dd phuc vy; Thdi d6 phuc
vu cda c4n bd; Niing lwc ciia cdn b vk Syt ddng cdm. KEt qui nghién cifu di cho thi'y ¢6 4 nbén
18: F_HH (Phuong tién hitu hinh), F_TT (Quy trinh thd tuc), F_NL (Ning lyc cla c4n bd) va F_DC
(Sy ddng cdm) déu cho thdy sy dnh hudng tich cyc d€n Sy hai 1dng cla khich hang d8i véi chit
lugng dich vy bio hiém x3 héi Binh Thudn. Trong d6, nhin 8 “Phuong tién hitu hinh” cho thiy
sy dnh hudng manh nh&t d€n Sy hai 1dng cda khdch hing d6i véi chat lugng dich vu bio hiém
x4 hi Binh Thufin; nhan 18 “Ning lyc ciia cdn bo” cho thay sif &nh hudng y&u nhit dén Sy hai
1dng ciia khach hang ddi véi chat lugng dich vy bdo hiém xa hdi Binh Thuio.

Tu khéa: Sy hai long, khach hang, chdt lugng dich vu bdo hiém xa hdi, Bio hidm x3 héi tinh

Binh Thudn.

1. Gidi thiéu

L1 Ly do chon dé tai

Mic di nhdn dugce su theo dBi, chi dao thudng
xuyén ctia linh dao BHXH Binh Thuin v sy tich
cyc lam viéc cla cdc phdng ban, nhung thdi gian
gan day, ngudii din vAn chua that sy hai long khi si
dung cdc dich vu hianh chinh tai Viin phong BHXH
Binh Thuén. Trong nim 2018, BHXH Binh Thudn
da nhan dugc 132 thy déng gbép ¥ ki€n ciing nhy
cdc bic xiic cia khdch hing: Quy I va IInam 2019,
BHXH Binh Thuan da nhan dugc 62 thu phan hdi
ctia khdch hang, trong d6 da s& cdc phan nan cla
khdch hang tap trung vao hé thong thi tuc hd sg
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cling nhu quy trinh Tam viée. Nhur vdy, vin dé gidi
quyé&1 céc bitc xiic clia ngudsi din chua dudge ré rang
vii trong thdi gian dai, cdc théng tin chua duge
cdng khar minh bach, trdch nhiém clia ¢4n bd cong
chifc 1at csc cd quan cling 18n 1ai mot s6 b1 cap..
BHXH Binh Thuin cin ning cao chat lugng phuc
vy, thyc thi dao dirc cng vu, 120 mbi trudng 1am
viéc thin thién, thuan Igi cho cc 18 chifc, c4 nhin.
B&i dudng ki€n thic va ning cao hiéu qui phyc
vu ctia edn b cong chifc, vién chifc, tao thuan i
cho ngudsi din ti€p cin théng tin v& chinh sich
BHXH, BHYT, qua d6 khai thic, phat tri€n ngusi
tham gia BHXH, BHYT, 34m bio sy phat trién on
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dinh v2 bén viing cho nganh BHXH néi chung v
BHXH Binh Thuén n6i riéng. Xuét phat tif cdc vin
dé thuc uéo, 16i da chon dé 1ai nghién cifu: “Sy
hai long cia khich hang d8i v61 chat lugng dich
vu bao hi€m xi h61 tar Van phdng Bio hi€m xa
hé1 tinh Binh Thuén”. Hy vong ring, k€t quéd
nghién citu ndy sé€ giip cho ban lanh dao cia
BHXH Binh Thuin nhin nhin dugc cic van dé con
tdn dong &nh hudng d&n sy hii long clia khich
hang d6i véi chat lugng dich vu bdo hiém cda don
vi, thdng qua d6 gjtip cho ban lanh dao cd quan cé
thé dura ra c4c chinh sdch phit hgp trong vige ning
cao dugc sy hdi long cda khach hing d6i vdi chat
lugng dich vy bdo hiém cla BHXH Binh Thuin
wrong tuong lai.

1.2. Myc tiéu nghién ciin

Muc tiéu nghién ctiu cla dé tai 1a nhan dinh
c4c nhan (8 4nh hudng dén sy hailong cia khdch
bang 461 véi chit lugng dich vu bio hi€m x4 héi
tai Viin phdng Bdo iém x3 hé1 tinh Binh Thudn v
d& xudt mdt s6 ki€n nghj gitip ning cao sy hai long
cla khich hang d8i vdi chét lugng dich vu bdo
hiém x& hoi rong thdi gian (6i.

Muc tiéu thit nhdr: Xdc dinh c4c nhan 8 dnh
hudng d&n su hai long cha khach hang d81 véi chit
lugng dich vu bdo hiém xi hdi tai Van phong Bio
hi€m xa hoi tinh Binh Thu4n.

Muc tiéu thit hai: X4c dinh mic 46 dnh hudng
ciia c4c nhén 18 d6 d&n sy haj long cda khédch hang
d8i v6i chit lugng dich vu bao mém xi hoi tai Van
phong Bdo hi€m x4 hoi tinh Binh Thugn,

Muc tiéu thit ba: DE xudt céc hiim ¢ quén tri
giGp ndng cao sy hai 1dng cia khdch hang d8i vdi
chdt Iugng dich vu bao hi€m xi hoi tai Vin phdng
Béo hi€m x4 hdi tinh Binh Thuin.

2. Cd s& 1§ thuyét va hinh nghién citu

Chutgng nay nhiim muc dich giGi thiéu khai quat
khung ¢ 1huy€t cho viéc do ludng sy hai ldng cla
ngudi dan vé dich vy hanh chinh cdng bao gbm cdc
phdn sau: gidi thiéu khdi mém vé dich vy, dich vu
hanh chinh cong, chat lugng dich vu, chdt lugng
dich vu hanh chinh c6ng, sy hai long cda ngudi
din, xay dyng mo hinh Iy thuy&t d& nghi gém cdc
thanh phin ciia ch4t lugng dich vu hinh chinh cong
¢6 dnh hudng dén sy hai ldng clia ngudi dan ciing
nhif cdc gid thuy€t cia mé hinh nghién citu. Bdo
hi€m xa ho1 12 mot trong nhitng chinh sach xa hoi
quan trong cha PAng vd Nbi nuée. Chinh sdch
BHXH d3 duge thé ché héa va thuc hién theo
Luét. BHXH 12 sy chia s& nii ro vA cdc ngudn quy

ohim b4 o vé& ngudi lao dong khi ho khéng con khd
ning lam viéc. Hign nay, vin ban phép luat quy
dinb chi ti€1 nh41, hoin chinh va cu thé vé bio
hi€m x4 hot 13 Luat Bio bi€m xi hé1 nam 2014,
Ngodira, cdn c6 cdc vin ban phdp ludt khdc ciing
quy dinh, huéng din vé bdo hiém xa hdi nhu Nghi
dinh s6 115/2015/ND-CP, Théng wf s&
59/2015/TT-BLDTBXH.

2.1. Mé hinh nghién citu tac gid dé xuébt

Trén thue €, khi mong dgi cang cao, ¢ thé
tiéu chufn vé chat lugng cdm nhin cha khich hang
46 v4i sin phim cling cao hoic ngudc lai. Do vay,
y&u cdu vé chat ludng sdn phim va dich vy cung
c4p cho khdch hang cin phdi ddm bio vi dudc
thda mian trén cd sd su hai ldng ciia ho. Su hai long
ciia khdch hang dudc tao thanh trén cd sd chdt
lugng cAm nhin, sy mong ddi va gid tn cdm nhén.
N&u chit lvgng va gid trj cdm nhan cao hon sy
mong dgi s& tao nén ldng trung thanh d§i var
khdch hang, trudng hdp nguge lai, ddy 1a sy phan
nan hay sy than phién vé sin phim ma ho tiéu
ddng. Qua cd sd 1y thuy&t 43 dugc néu, ciing véi
cac m6 hinh nghién cttu thye nghigm vé do luting
sy hai ldng cia ngudi ddn d6i vdi chat lugng dich
vu hinh chinh céng, tic gid dé& xudt ra md hinh
nghién cdu 1y thuyét cho dé (ai. M6 hinh nghién
ctfu cda @€ 13i k€& thita tif md hinh nghién ciu cda
Parasuraman va cong sy (1988), Pham Thi Hué va
cBng sy (2018) va Nguyén Quée Nghi va cong sy
(2015). M hinh nghién cifu dé xudt cia dé i
g6m 6 y&u (8 dnh hudng dén sy hai long ciia khdch
hang d6i véi chat lugng dich vu bdo hidm xa hoi
tai Vin phong Béo hiém xa hdj tinh Binh Thuan,
d6 1a: Phwong tién hitu hinh; Quy trinh thi tuc;
Mitc d6 phuc vu: Thdi dd phuc vu cita cdn bd;
Ning luc cBa cdn b vi Su dong cam.

Gia thuy€t H,: Phuong tién hitu hinh ¢6 4nh
hudng d€n su ha1 long cia khach hang d6i v6i chat
luong dich vy bao hi€m xa héi tai Van phong Bio
hi€m xa hdi tinh Binh Thudn.

Gid thuy&t Hy: Quy trinh thil tuc ¢6 dnh hudng
@€n sit har 1ong cBa khdch hang A6t vdi chal lugng
dich vu bdo hi€m x4 héi tai Vian phong Bdo mém
x4 hoi tinh Binh Thuln.

Gia thuy&t Hy: Muc dé phuc vu ¢6 4nb hudng
d&n suhat ldng cia khach hang d6i véi chat lugng
dich vu bio hi€m x3 hdi tai Van phang Bdo hi€m
xa hoi inh Binh Thudn.

Gid thuy&t Hy: Thdi 49 phuc vu cba cdn bd c§
anh hudng dén sy hdi long cta khich hang d6i véi
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chit lugng dich vu bdo hi€m xa hdi tai Van phdng
Béo hi€m xi hoi tinh Binh Thudn.

Gid thuy&t Hg: Ning lyc cia cdn by c6 dnh
hu@ng dén sy hai long clia khach hing d8i v6i chit
lugng dich vy bio hi€ém xa hditai Vin phong Bio
hi€m xa héi tinh Binh Thuén.

Gia thuyét Hg: Su ddng cdm ¢6 dnh hudng dén
su hai long cha khich hang @6 v6i chat lugng dich
vu bio hi€m xd hoi tai Vin phong Bio hi€m xa
hdi tinh Binh Thudn.

Hinh 1: M6 hinh nghién cdu dé xudt

Phugng tién hiu hinh
Quy trinh thi tye

Sy hai
long clia

khéch
hang 46
v6i chét
| dich vy
ot
xa hoi

Su ddng tam

|

3. K&l qua nghién ciu

Sau thdi gian diéu tra 4 wdn, ¢6 249 phiéu trd
131 khdo s4t thu vé tit 250 phi€u phét ra. Sau khi
loai bé 2 phi€u (rd 18i khdo sdt khong dat yéu cau
(khong trd 131 ddy di néi dung duge hoi trong Bing
khdo sdt), 247 phi€u trd 18i con lai dat duge dé tin
cdy cin thi€t cho viéc phin tich. S§ lwong mdu
nghién ctu nhu viy 1a phd hop vdi cdc yéu cdu
clia c¢ ki€m dinh dugc sit dung d€ xdc dinh cic
k&t qud cho nghién cdu cla dé tai.

3.1. Kiém dinh chdlt lugng thang do thong qua
h¢ 56 Cronbach’s Alpha

Nhu viy, cdc thang do sau khi loai cdc bi€n
khong dat yéu cdu déu c6 hé s6 Alpha 13ng ciia
thang do 16n hon 0.6 va cdc bi€n quan sit c6 hé s§
wdng quan bién t8ng déu 16n hon 0.3 va da dat
dugc a6 tin cdy cin thi€t dé phuc vu cho bude phan
tich nhan t khdm ph4 ti€p theo. K&l qua phan tich
Cronbach’s Alpha. (Bang 1)

3.2. Phén tich nhan t6'khdm phd cho bién phy
thuge

Thyc hién phan tich nhin 18 khdm pha EFA cho
bién phu thuge - Sy hai tong cda khéch hang déi
v6i chit ugng dich vu bdo hiém xa hoi Binh Thuin
3 Bing 4.20 bén dudi cho thdy, hé s& KMO la
0.716 > 0.5 va ki€m dinh Barlett ¢6 Sig. = 0.000
(nhd han 0.05). cho thdy phan tich EFA phu hgp
véi dir lieu khdo sét. Tai gid tri Eigenvalues bling
2.428, phan tich riit trich dugc 1 nhdn & véi 16ng
phuong sai trich khi phan tich khdm phé nhén &
cho bi€n phy thuéc 13 80.919% (>50%), cho thay
cdc nhiin 18 dudc trich ¢d thé gidi thich 80.919%
su bién thién cda di lidu. (Bing 2)

V@i phép xoay Varimax, phan tich rit trich
dudge | nhén 8. Cdc bi€n quan sat rong nhdn 1§
dugc trich déu c6 hé s6 ti nhin 3 trén 0.5 (Pat
yéu cdu khi ki€m dinh EFA). T4c gid giif nguyén
tén goi “Su hai long cia khéch hang d&i vdi chit
lugng dich vu bdo hi€m xa héi Binh Thuan” cho
nhan 18 nay nh ban diu va ky hiéu 1a “F_HL".
(Béng 3)

3.3. Phén tich héi quy va kiém dinh cdc gid
thuyét nghién citu

Sau khi (i€n hanh ki€ém dinh dé tin cdy cia
thang do (Cronbach’s Alpha), phan tich nhan 1

Bang 1. Tom 18t k&t qud phan fich Cronbach’s Alpha

THANG DO SO BIEN QUAN SAT | BIEN QUAN SAT B|LOAI | HE SG ALPHA THANG B0
Phuang tién hiu hinh 5 Khéng ¢6 0.708
Quytrinh thijtue 4 Khong c6 0.830
Mc do phuc vu 5 MD2, MD4 0.819
Thét dé phuc vy ctia can b 5 102 0888
N&ng lyc cla can b 5 Khong c6 0.804
| Sy déng cam 4 Khéng c6 0.882
S hai long 3 ~ Khéng c8 0.880
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Ngubn: Két qud phan tich diz ligu SPSS 22.0
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Bang 2. K&t qud ki€m dinh Barletf, KMO va Gidi thich phudng sai - Bién phu thudc

E HE S6 KMO 0.746
| Approx. Chi-Square 394.656
KIEM DINH BARLETT df 3
Sig. 0.000 -
o : Initial Eigenvalues Extraction Sums of Squared Loadings
Total % of Variance Cumulative % Total % of Variance Cumulative %
| 1 7 2.428 80.919 80.919 2428 80.919 80.919
2 0.296 9.866 90785
( 3 0.276 | 9.215 100.000

Bdng 3. K&t qud ma trén xoay nhan t&
- Bién phy thudc

BIEN QUAN SAT HE S6 TA
HL2 0.903
HL1 0.899
HL3 0.896

Ngudn: Két qud xit Iy bing SPSS 22.0

khdm phd EFA va phan tich tudng quan, cdc bién
khong ddm bdo d6 tin cdy, khdong c6 gid tri do
lusng s& bi l0ai ra khéi thang do cho d&n khi cdc
bi€n quan s4t duge nhém Jai vao cic nhan 18 it
trich ra dugsc (cAc nhém bi€n mai). Gia tni cda céc
bi€n méi trong mé hinh la gid (i lrung binh cia
cdc bien quan sdt thanh phin ciia bi€n dé. Ké1 qua
phan tich hdi quy véi phuong phép Enter cho thiy
¢6 méi quan hé wyén tinh gida cic thanh phin clia
y&u 8 dbe 1ap véi y&u 16 phu thude - Sy hai long
clia khdch hing d8i v6i chat lugng dich vu bdo
hi€m xi hoi Binh Thudn (Sig cda ki€m dinh

Ngubn: Két qud phdn tich dit liéu SPSS 22.0

F < 0.05). Nhur viy, md hinh nghién citu phd hgp
v@i tip dir liéu khdo sdt thu thap dude. (Béng 4)

K&t qud phan tich cling cho thiy hé sd R? hi¢u
chinh khi phén tich hdi quy biing 0.537, diéu ndy
¢ nghia ring mitc dd phl hgp cia mé hinh dat
53.7%. Nhu viy, cdc bi€n ddc 14p gidi thich dugc
53.7% su bién thién trong dit liéu cda bi€n phy
thudc - Sy hai 1dng clia khdch hing d&i vdi chit
lugng dich vu bdo hi€m xa hdi Binh Thujn.

3.4. Két qud phén tich hé s6"hdi quy

K&t qué phan tich hé s& bdi quy & Béng S cho
thi'y, c4c nhin 18: F_HH, F_TT, F_NL va F_DC
déu c6 Sig cha ki€m dinh t nhé hon 0.0, do d6 4
nhin 16 ndy cho thay su anh hudng d&n bigh phy
thugc ciia m6 hinh 1a Sy hai 1ong ciia khdch hang
a6 v6i chat lwgng dich vy bio hi€m xa héi Binh
Thuén - F_HL. Hai nhin 18 ¢on lai 1a: F_MD v
F_TD déu c6 Sig cla ki€m dinh t 180 hon 0.05.
do @6 2 nhan 16 nay khéng cho thi'y sy 4nh hudng
d&n bi€n phy thude cda mé hinh 1a Sy hai long
clia khdch hang d8i vdi chil lugng dich vu bdo
hiém x hoi Binh Thudn. (Bing 5)

Béng 4. Két qud phan tich ANOVA trong héi quy

| Mobinh Tong binh phuong Df Binh phudng trung binh F Sig.

r H8i qui 70.184 6 11.697 48,548 0.000
1| Phandu 5782 240 0241

J Téng 128.010 246

Ngudn: Két qué xit Iy béing SPSS 22.0
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BdAng 5. K&t qua phan tich hé s& hdi quy

Hé s& hédl quy Hé 5 hdi quy Théng ké
chua chudn héa chuén héa da chng tuyén
M& hinh T Sig.
D8 lach D4 chap
B chudn Beta nhan biéh Chi s8 VIF
Héng s6 -1.451 .392 ~3.701 0.000
F_HH 0.429 0.040 0.485 10.842 0.000 0.941 1.062
F_TT 0.322 0064 0.240 5.057 0.000 0.834 1.199
1 F_MD 0.050 0.043 0.052 1.182 0239 0.985 1.015
RN
F_TD -0.008 0.032 -0.012 -273 0.785 0.987 1.013
F_NL 0.284 0.069 0.195 4.133 0.000 0.845 1.183
F_DC 0.303 0.055 0.250 5,522 0.000 0.918 1.089

T Bdng S, cdc hé s phong dai phudng sai
VIF ciia cdc big€n déu nhé hon 2 nén khéng xdy
ra lén wong da cng tuy€n. Nhu viy, m8i quan
hé gitta céc bi€n déc 1ap khong dnh hudng d&n
viéc gidi thich mé hinh hdi qui tuy&n tinh béi, Tir
k€t qua phén tich rén, phudng trinh hdi quy
tuy€n tinh vé cgc nhan t8 4nh hudng A&n Sy haj
1dng cla khdch hang 48 vdi chit lugng dich vu
bdo hi€m xi héi Binh Thudn duge viél lai
nhu sau:

F_HL = 0.485*F_HH + 0.24*F_TT

+ 0.195*F_NL + 0.25*F_DC + Ui

4. K&t luan

Nghién ctfu duge thuc hién tai BHXH tinh
Binh Thudn v61 muc tiéu chinh 1a gitip ban linh
dao Co quan BHXH Binh Thuin x4c dinh duoc
cdc nhan 8 4nh hudng d€n sy hii Woag cia khdch
hang d6i v6i chat lugng dich vu bio hi€m xi hoi
tai Vin phong Bio hi€m x4 héi tinh Binh Thuin
aé c6 ¢q s trong viéc dé ra cdc chinh sdch gidp
néing cao sy hai long cda khdch hing d8i v6i chat
lugng dich vu bio hi€m xa héi trong (hai gian
tdi. Nghién ctru chinh thite duge thue hién theo
phuong phdp nghién ciu dinh lugng véi vige
phin tich 247 mau nghién cdu hgp 1€ 1l 250 d6i
tgng khio sdt tham gia trd 1¢i khdo sdt cho
nghién ctu nay. KELqua phan tich cho thdy ring,
céc nhan 18 nhy: F_HH (Phudng (ién htu hinh),
F_TT (Quy trinh thd tuc), F_NL (Ning lyc cia
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Ngudn: K&t qud phan tich dit lidu SPSS 22.0

cdn bo) va F_DC (St dng cadm) déu cho thdy sy
4nh hudng tich cyc d€n Sy hii 1dng cia khich
hang d6i v6i chit lugng dich vy bdo hi€m x3 hoi
Binh Thuén. Trong d6, nhén 18 “Phuang tién hitu
hinh” cho tha'y sy dnh hudng manh nhat d&n Sy
hii 1dng ctia khéch hang d8i véi chat lugng dich
vu bdo hi€m xa héi Binh Thudn, nhan 8 “Ning
Iy cha cdn b ” cho thay sy dnh budng y&u nhat
d€n Sy bai long cda khich hang d6i véi chil
lugng dich vu bio hi€m xd hoi Binh Thugn. K&t
qud nghién ciu ciing cho tha’y sy phd hep vdi
diéu kién nghién citu tai BHXH Binh Thuin va
wiong ddng trong k&t qud nghién ciu cua cdc
nghién cifu thyyc nghiém ma dé tai da phan tich.
Tuy nhién, mic dé dnh hudng ciia cdc nhin ©
dd 6 sy khédc biét so v6i cdc k&t qui trong cdc
nghién cttu trude, sy khdc biét nay c6 thé do xuit
phét i moi truisng, didu kién nghién ciu va déi
tugng nghién ciu khdc nhau. K&t qui nghién ciu
ndy s€ mang lai y nghia thuc ti€n, gidp cho ban
lanh dao BHXH Binh Thuin nhin dinh dudc céc
nhin 1§ chinh dnh hudng d&€n Sy hai long cia
khdch hing d&i v8i chat lugng dich vy bio hiém
xd hoi cda don vi minh. Théng qua k€t qud
nghién citu, ban lanh dao cd quan sé€ ¢6 cdc dinh
hu@ng chinh sdch riéng trong viéc nang cao hon
nita sy hai long cia khéch hang d6i voi chit
lugng dich vy bdo hi€m xd hi tai Vin phong
BHXH Binh Thuén trong thai gian t6i m
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ABSTRACT:

This quantitative study is to identify factors affecting the satisfaction of customers when they
use social insurance services provided by Social Insurance Department of Binh Thuan Province.
This study proposes a research model which has six factors affecting the customer satisfaction,
namely: material, procedures, service, attitude of officials, capacity of officials and sympathy of
officials. The study's results reveal that material (F_HH), procedure (F_TT), capacity of officials
(F_NL) and sympathy of officials (F_DC) faclors have positive impact on the satisfaction of
customers when they use social insurance services provided by Social Insurance Department of
Binh Thuan Province. [n which, the material factor has the strongest influence while the capacity
of offictals has the weakest impact on the customer satisfaction.

Keywords: Satisfaction. customer, quality of social insutance, Social Insurance Department of
Binh Thuan Province.

$6 18 - Thang 10/2019 259





