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DANH GIA SU' HAI LONG CUA NGU'CJI THAM GIA 
BAO HIEM xA HOI BAT BUOC DOI VOi O'NG DUNG ., ~ ... .:.,.., ·... . 
BAO HIEM XA HOI SO TAI TRA VINH • • 
NGUY~N Ht'iNG HA, PH~M TH! KIM CHI 

M11c tiiu ala nghiin cU'u nily nhtim t!tinh giti Slf hili /Ong clia ngU'ili tham gia bdo hiim bdt buVc khi sit 
d11ng Ong d11ng VSSJO-Bdo hiimXci h9i sO tren tfia biln tlnh Tril Vinh. Nghiin alu dU'f!C thlfc hifn thOng qua 
phU'<lllg phtip thu th~p d/J lifu sa cip tit 350 ngU'ili dang tham gia bdo hiim xci h9i bOt buVf. Nh6m ttic gid 
sd' d11ng mO hinh h6i quy la bi{n va IQ tim ra dU'f!c 05 y{u tO dnh hll{/ng din s{I hdi /Ong ala ngllili tham 
gia bOo hilm bdt bu~c khi sll d11ng (Ing d11ng VSS/D. TU k€t quO tren, nghiin alu t!Q di xuOt ctic hOm '/ 
chinh stich nting cao mli'c 69 hOi /Ong dOi vUi Ong d11ng VSSID ala ngllili tham gia bdo hiim x6 h9i btit buVc 
tren t!ja biln tinh Tril Vinh trong hf<lllg /ai. 

Til kh6a: S!f hOi /Ong, Ung dµng VSSID, bdo hi€m xa h¢i s6, hilm j rhfnh sdch 

EVALUATE THE SATISFACTION OF COMPULSORY SOCIAL 
INSURANCE PARTICIPANTS WITH THE DIGITAL SOCIAL 
INSURANCE APPLICATION INTRAVINH PROVINCE 

Nguyen Hong Ha, Pham Thi Kim Chi 

The objective of this study is to evaluate the satisfaction 

of compulsory insurance participants when using 

the VSSID-Digital Social Insurance Application in 

Tra Vinh province. The study has been conducted 

through primary data collection method of 350 

compulsory social insurance participants. The authors 
used a multivariate regression model and discovered 

five factors affecting the satisfaction of compulsory 
insurance participants when using VSSJD application. 

From the above results, the study proposes policy 

implications to improve the satisfaction for VSSID 

users in Tra Vinh province in the future. 
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Gi&ithi~u 

Ung d1,1ng VSSID hay cOn goi Ia Ung d1,1ng Bao 
hie·m xa h(H (BHXH) sO tren thie't bi di~n tho<ili di 
dQng duqc BHXH Viet Nam c6ng b6 v.3.o th<ing 
11/2020 t9i Ha NQi. Theo BHXH Vi~t Nam, sau mQt 
thOi gian tich we, khii'n truong trie'n khai, tham 

khil.o nhllng Y kie'n d6ng gQp cU.a nguOi c6 chuyen 
m6n trong nu6c, c<ic chuyen gia Ng3-n h.3.ng The' 
gi&i, hien nay Ung dl,lng VSSID da ho.3.n th.3.nh de 
s~n s.3.ng di v.3.o ho<il.t d<)ng va duqc cung cap tren 2 
kho Ung dl,lng App Store - h~ dieu hanh IOS, Google 
Play - he di€u hitnh Android. Ung dvng VSSID 1.3 
mQt sil.n ph3-'m thuQc h~ sinh th<ii chuye'n dOi s6 phl,lc 
V\-1 nguOi d3-n cUa ng.3.nh BHXH Viet Nam. 

Ung dl,l-Ilg hi~n cung ca'p cac tit}n ich, th6ng tin 
thie't yeu nhu: Theo dOi qua trlnh tham gia, Itch sU 
thl,l huimg c<ic che' dQ, chinh s<ich BHXH, bil.o hie'm 
y te (BHYT); tra ct'ru cac th6ng tin: Ma s6 BHXH, co 
quan BHXH, co s6 kh<im chfra bt}nh BHYT v.3 c<ic 
di€'m thu, d<.Ii 1)' thu BHXH t1,r nguyt}n, BHYT hQ gia 
dlnh; djch Vl,1 hO trq 24/7 ... SU dl,lng Ung dvng 
VSSID, nguffi dllng cOn c6 the' thl,l'c hit}n vai trO gi<im 
s.3.t nghla vv d6ng BHXH, BHYT, b3.o hie'm tha't 
nghiep (BHTN) cho nguOi lao dQng clla nguffi sU 
dvng lao d<)ng, g6p ph'an c6ng khai, minh bij.ch 
th6ng tin va h<;l.n che' tir1h trq.ng nq d6ng, tr6n d6ng 
BHXH, BHYT, BHTN cho nguOi lao dQng cU.a c<ic 
dan vj, doanh nghi~p. DOng thOi, Ung dvng VSSID 
cOn Ia m<)t kenh truyen th6ng trµc tiep den nguffi sU 
dvng, cung ca'p kip thOi c.3.c th6ng tin ve chinh s<ich 
BHXH, BHYT, BHTN de' nguOi sU dl,lng tha'y duqc 
gi<i trj, y nghla nh.3.n van cUa chlnh s<ich an sinh xa 
h<)i cU.a Dil.ng vii Nhit nu6c. 

Tinh den 31/12/2021, da c6 g'an 25 trit}u nguOi c.3.i 
d~t Ung d1,1ng VSSID tren to.3.n quOc, ri€ng Trit Vinh 
c6 t&n 180.536 nguOi citi d~t, sU dl,lng d€' qu<i.n I)', 
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kiein so.cit qua tri.nh tham gia 
va thv hu6ng chinh sach va 
tht,tc hi~n cac djch V\l cOng. 
ThOi gian t6i, BHXH Vi~t 
Nam tie'p tvc triC'n khai 
nghien o.ru va tich hqp cac 
dich V\l cOng, ciic ti~n ich v'e 
thanh to<in trt,tc tuye'n tren 
trng dvng V55IO de' dlim 
bolo ca nhan thl,l"C hi~n giao 
djch v6i ca quan BHXH 6 
mQi Ille, moi nai. Qua d6, 
g6p ph'an xay dvng hinh 
<\nh ng3nh BHXH Vi~t Nam 
chu~n nghiep, hien d;;ii, v&i. 
ml,lc dich hu6ng t6i Sl,I" hai 
IOng clla ca nhan, t6 chUc va 
doanh nghi~p. 

.... - ., BANG 1: T6NG HQ'P cAc Bl{N TRONG MO HINH ~ • ··~ -

1 Xl Slftin ~)' 

-,,-- ·.:.~. ... 
Parasuraman (1988); Saha, T., (2018); Saleem, 

Z. and Rashid, K., (2011); Huynh Th! Anh 
Nguy~t (2021) 

+ 

G[]J·•· - ··- _ Justyna witkowska (1014); Giang MY ~Y ~o·" ··· 
···xi ; S~·OapUng -."(2013);Ng\Jyl!nH6ngPhUc(2020);HuYnh 1 ·~~ +· 

!!f .._~···~· _ _. .... .-·,.._·_~anh ~~n_g (20_!3~ 1 ;:; J ;: 

J Xl 
Hifu qua 
ph1,1c \1\1 

Parasuraman (1988); Ahmad Zawawl Jamal 
(2012); Huynh Thanh Hoang (2013); Tran 
Tuan Mang vll Nguyen Minh Ki~u (2011). 

+ 

Saleem, Z. and Rashid, K.. (2011); Nguy~n ·! ~::-:. 
DL1c NhAn (20i 9); Tran +Nguy~n £?an Ph1,1ng j . :;; + ··,., 

r{2_018li~~hlhan~_1='C!a~g_!20~3) ·~. ., ·~· 

s XS 
Ph ·e Parasuraman (1988); Justyna Wltkowska 

llltn~ tr· n (2014); Nguy~n H6ng Ph Uc (2020); Triin Tua"n + 
hllu h1nh Mang vll Nguyl!n Minh Kl~u (2011). 

Tuy nhiCn, thl,l"c ri~n 

trie'n khai V551D cOn nhfeu kh6 khi'in nhu: th6i quen 
sir d1,1ng, trlnh dQ cOng ngh~ ngu&i dUng, h~ t'ang 
vien thOng ... Tlr tinh hinh th\tc tC va djnh hu6ng 
clla Dang, Nha nu6c ve sl,I" ph<it triCn cOng ngh~ sO, 
ra't c'an thie't d<inh gi<i sl,I" h3i !Ong cUa nguOi tham 
gia BHXH b3t buQc dOi v6i trng dvng V55ID. 

Luq-c khAo tai n•u 

Giang MY S~y (2013) khilo sat 282 m§u dt,ta tren 
mO hinh chfft luqng djch vv 5ERVQUAL cUa 
Parasuraman d5 tim ra ccic yCu tO anh huimg de'n 
viCc slr dvng Internet banking: (1) Phuong tiCn hfru 
hinh, (2) 51,1" dOng cam, (3) Nang lt,tc ph1,1c Vl,l, (4) 51,1" 
d<ip Ung, (5) 5i,r tin c~y va (6) Ye'u tO cam nh~n gi<i 
ca. Tlr d6, nghien clru nay da dua ra djnh huCmg v'e 
tiCn ich cUa djch V\l Intemet Banking; viCc tie'p thi va 
thu hUt khcich hang m6i; dao t;;io kiCn thlrc v'C slin 
pham djch vv cho dQi ngU ban hang cling nhu Ia 
cOng nghC thOng tin cho sv phat trie·n djch V\l 

Internet Banking cUa Ngan hang thucmg m;;ii c6 
ph'an Sai GOn. 

Nghien clru cUa Hujrnh Thanh Hoang (2013) cho 
thffy, sv hai IOng cUa kh<ich hang dOi v6i co quan 
BHXH duqc ph<in anh qua 5 th3nh ph'an v6i 29 bie'n 
quan sat d6 Ia: 51,1" tin c~y, Ni'ing 11,l'c ph1,1c V\J, Kh<\ 
n3ng ditp trng, Kha nang tie'p c~n, ThOng tin. Tten ca 
s6 d6, nghien cUu dua ra nhiing gi<\i ph<ip thich hqp 
nh5m nang cao mlrc dQ hai !Ong clla khcich hang dOi 
v6i co quan BHXH t;;ii khu vvc TP. HO Chi Minh. 

Hu)rnh Thi Anh Nguyat (2021) trong nghien cUu 
cUa mlnh d5 d'C xufft 6 nhan tO c6 anh huimg dCn 
mtrc dQ h3i IOng clla nguOi dan v'C cha't Iuvng dich 
V\l h3nh chinh t;;ti BHXH tinh Vinh Long bao gOm: 

I 11• 

5v tin c~y, ni'ing Ive, st,t dcip Ung, ca s6 v~t chfft, S\!' 

dOng dim va quy trinh thU tvc. DOng thCri, Nguy~n 
DUc Nhan (2019), tie'n h3nh kh<io slit 1476 khcich 
hftng da mua va sir dvng sftn phfi'm djch vv bilo 
hie'm nhan thQ. KCt qua nghiCn clru mlrc dQ hai !Ong 
cUa khcich hang can duqc ct,l the' h6a vao timg dja 
phuong khi tie'n h3nh dcinh gia me'n khai trong cac 
linh vvc ct,1 the'. DOi v6i linh vvc bilo hie'm nhan tho, 
mUc dQ hai !Ong cUa kh<ich hang duqc cffu thanh tit 
nhiCu yCu tO c'an duqc d<inh gia mQt each toan di~n 
dl,l"a tren cac yCu tO: Hinh <inh cOng ty, Gia djch Vl,l, 

Cha't luqng djch vv, Gia ttj cam nh~n, 51,1" hai IOng 
cUa khach hiing, Phan nan clla kh<ich h3ng vii 51,1" 
trung thflnh cUa kh<ich hang. 

Nguy~n HOng PhUc (2020) kh<io sat v6i 340 kh<i.ch 
hang sir dvng djch V\l nay t;;ii Agribank. Phuong 
phiip thOng kC mO ta, kiCm djnh Cronbach's Alpha, 
ph§n tich nh5n tO kham ph<l (EFA) vii ph§n tich hOi 
quy tuye'n tinh d\IQ'C sir dl,lng trong nghiCn ci.i'u. Ke't 
qua nghiCn clru c6 05 nhan tO ilnh htr6ng dCn S\l' hiii 
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1 (Constant) 

F _TINCAV: 

1,743 0,194 8,986 0,000 

gicl S\f hiti lbng cl.la ngllOi 
thum gia BHXH bAt buQc 

dOi v6i Ung dvng VSSIO 
tren dja ban tinh Tra Vinh" . 

D1,1a vB:o ke't quit phan tich 
cac ye'u tO flnh hu&ng de'n 

mlrc dQ hb.i IOng dOi v&i Ung 
d1,1ng VSSIO CU.a nguC:ri tham 
gia BHXH bcit buQc t~i tinh 
Tra Vinh nh6m tac gia de 
xua't gicii phclp n5ng cao mlrc 

dQ hiti !Ong dOi v&i Ung 
dvng VSSID aia nguOi tham 
gia BHXH bgt buQc. 

F_DAPUNG 0,061 2,083 0,038 1,057 

2,349 0,019 0,915 1,093 

'L="'"'iilrf~:~~l[?:~[J :~ o.#_3~' fJ,,g Phuong philp nghi~n cilu 

TOng hqp tir COng van sO 
3717/BHXH-CNTT ngay ' 

!Ong cUa kh<lch hang g'6m: 51,1 tin cay, khci n3ng d8p 
t'mg, n3ng h,tC ph\lC V\J, S\l' hfru hinh va Sl,1 d'Qng cfim. 

Ahmad Zawa\vi Jamal (2012) nghiCn c&u s& 
dvng mO hinh cha't luqng djch V\l SERVQUAL ala 
Parasuraman dC phSn tich tinh hinh th1,1c tr;;1ng cUa 
cha'.t luqng djch V\l ngf'lnh bao hiCm Malaysia. 
NghiCn ct'ru cho ke't qua c6 S\l' hrong thfch cUa c<lc 
thanh ph'fin cha't hrqng djch V\l va kho<\ng c8ch chfi'."t 
luQng dich vv bao hiCm. KCt qua nghiCn ct'ru cho 
tha'y, khoang each gilra djch V\l k)' vong va djch vv 
nhan thirc cUa khtich hiing 10: khOng d8ng kC 
(nominal). NghiCn ct'ru cii.ng chi ra r~ng, th0.nh ph'an 
dam bao (assurance) dtrqc ttu tiCn (priority) vB: 
kh6ng phv thuQc nh5n kha'u hoc. Tuy nhiCn, th0.nh 
ph'an Sl,1 d'6ng c<lm (ampathy) kh0ng th1,l'c S\l' d6ng 
vai trO tac dQng. 

Saha (2018) dii tiCn hB:nh nghiCn dru khiio s<it 
va dtra ra y kiC'n ve tiem n3ng cUa di~n thoq.i di 
dQng tq.i ngiin hang 6 Bangladesh. Tir 70 rn.1.u dq.i 
di~n b~ng phucrng phtip thu thap m5u thuan ti~n, 
nghiCn ciru da tim tha'y cac yCu tO c6 hi~u qua cho 
s1,1 ph8t triC'n cUa di~n tho\li di dQng djch V\l ng5n 
hB:ng 6 Bangladesh bao g'6m: D~ sir dvng, ra't th5n 
thi~n dOi v6i nguOi dUng, c6 tinh hfru ich, d<lng 
tin cay, riCng tu va b<lo mat, dtlm bcio. Qua khcio 
sat da chUng minh r~ng, c6 mOi hrang quan tich 
ci,rc gifra yCu tO dtrqc x<lc djnh va ti'em n5ng t5ng 
tru6ng djch vv 6 Bangladesh. Ben cq.nh d6, nghiCn 
ciru ctia Shrestha (2018) chi ra cac yC'u tO <inh 
hu6ng dC'n mUc dQ hf'li !Ong ctia kh8ch hang t\li 
ngan hang bao g'6m: yC'u tO tO chUc ngfin hB:ng, 
chirc nang va ye'u tO kinh tC'. 

Nh6m tac gici ke' thlra cac nghiCn cUu liCn quan 
nghiCn ct'ru IiCn quan, th1,1c hi~n nghiCn ciru "Dc\nh 

Ngudn: Tlfdl tiJtltqu6ngMn Mi 

25/11/2020 clla BHXH v;ot 
Nam v'e vi~c triC'n khai t'mg dvng VSSID, d1,13 tren 
cc\c tinh nang hi~n c6 trCn Ung dvng VSSID va cftc tiii 
li~u tham khtlo trong ntr6c va nl.1'6c ngo3i, nh6m tc\c 
gia xay d\l'flg nQi dung thang do khfio sat mUc dQ 
hEii !Ong dOi v&i lfflg dl,lng VSSID cUa ngu&i tham 
gia BHXH bll.t buQc. 

Y=PD+piXi+t: 
Trong d6: 

. Y Ia biCn ph\l thuQc mUc dQ h3i lbng dOi v6i Ung 
dvng VSSID cUa ngu&i tham gia BHXH b5t buQc. 

f30 Ia h5ng sO 
f3i Ja hC sO h'Oi quy cUa biCn dQc l~p thlr i 
Xi 1a bie'n dQc l~p th& i 
Nh6m tac gi<i xfiy d\l'flg mO hinh nghien a'ru va 

cac gici thuye't nghiCn ciru (Hlnh 1, Bang 1). 
NghiCn ct'ru th1,1c hien khcio sat chinh thUc 350 

ngu&i tham gia BHXH blit buQc dang str dvng Ung 
d1,1ng VSSID tren dja b3n tinh Tra Vinh, c<lc thang do 
dC xua't Theo Bissonnette (2007) va t'.rng d\lng h'6i 
quy da bie'n gi;li thich kh8c thOng qua u6c hrQng 
ho~c dv do<ln gia trj trung binh cUa bie'n phv thuQc. 

K~t qua nghi~n cltu vii th8o lu~n 

Trong ph'an kiC'rn djnh Cronbach's Alpha, cc\c 
bie'n d'eu d\lt tiCu chua·n dtra vao EFA. Do d6, sO liCu 
th1,1c hiCn phfin t:ich nhan tO kham pha EFA v&i 22 
biCn trong nh6m ye'u tO dQc 1ap. 

D1,1 vao kC't qua kifim djnh mOi tuang quan 
gifra bie'n phl,l thuQc v6i cac thanh ph'an dQc l~p, 
nh6m tac giii. danh gia mlrc dQ tac dQng ctia cac 
thB:nh ph'an 1a 51,1 tin cay I S1,1 d<ip t'mg, HiCu qua 
phl,lC V\J, 51,1 d'Ong cam, Phuong ti~n hfru hlnh dOi 
v6i 51,1 hai !Ong cUa kh<ich hang ca nh5n th6ng qua 

,,. 1 



0 .ITH1/C TifNIKINH N!iHl~M 
phan tfch m6 hinh h'6i quy tuye'n tinh v6i ket qua 
nhu Being 2. 

- C.ic bie'n d'eu c6 he s6 VIF d'eu nh6 han 2 cha 
tha'y, ccic thanh ph'an dQc 1ap kh6ng xay ra hien 
tuqng da cQng tuye'n gay anh hu&ng de'n ke't qua 
giiti thich cUa m6 hlnh h'6i quy. 

- Qua Bitng ke't quit c<ic ht} s6 hOi quy, tcic gi.3. c6 
duqc phuang trinh hOi quy chua'n h6a c6 
d<;lng nhu sau: 

SHL = 0,414PHUCVU + 0,312TINCAV + 0, 101DONGCAM + 
0,093HUUHINH + 0,088DAPUNG 

Theo phuong trlnh hOi quy tren, ta't ca 5 thanh 
ph'an dQc l?p d'eu c6 itnh hu&ng de'n mtfc dQ h.3.i 
lOng d6i v6i Ung d1,1ng VSSID cUa nguOi tham gia 
BHXH b~t buQc. Theo thU ti,r ccic ye'u tO <inh hu&ng 
de'n mt'.rc dQ h<li lbng, ye'u t6 n.3.o c6 he s6 Beta c.3.ng 
nh6 thi mUc dQ tac dQng de'n S\f h.3.i lOng c.3.ng it va 
nguqc 19-i. Dl,l'a v.3.o phuang trinh tr@n, c6 the' tha'y 
mile dQ h.3.i lOng d6i v6i Ung dt,tng VSSID cU.a 
nguOi tham gia BHXH b.:it buQc c6 sµ t<ic dQng cac 
ye'u tO theo thU tv nhu sau: Hi{!u qua ph\lc vv cO 
tac dQng m?nh nhflt de'n sv h;li lbng. Ke' de'n Ia, st.r 
tin cay, S\f dOng cam, phuong tien hfru hl.nh va 
Sl,1' dap Ung. 

Ham y chinh sach 

Dt.ra vao ke't qua clla phuang trlnh hOi quy, tac 
gia dua ra mQt sO ham y chinh sach theo thU tt,r uu 
tien nhu sau: 

Mpt lil, tiing cuOng quan tam, bOi duOng, dao 
t?o dQi ngll can bQ ca quan BHXH nh.im nang cao 
hieu qua phl,lC Vl,1 dcip (mg y@U C'a.U c6ng viec va 
nilng cao mt'rc dQ hai IOng cU.a nguOi sU dvng; 
quan tam cc\i tie'n guy trinh phe duyet ca'p tai 
khoan diing k}' sU dvng Ung dvng VSSID va guy 
trlnh ca'p l?i m~t kh&i'u diing nhap Ung d1,1ng nhanh 
chOng t;;lo moi di'eu kien thuan !qi nhflt cha 
nguOi sU d\lng. 

Hai lii, tiing ruCrng nang cao mile dQ tin cay clla 
nguOi sU dvng dOi v6i t'mg dvng VSSID nhu: Bao 
m~t th6ng tin ca nhan clla nguOi sU dvng; cap nh~t 
d"ay dll qua trlnh tham gia, thv hu6ng BHXH, baa 
hie·m y te', baa hie'm tha't nghi~p; Kh6ng thu phi khi 
diing k}' sir d1,1.ng Ung dvng VSSID Ia phU hop v6i 
tlnh hlnh hi{!n nay, gillp gOp ph'an tiing sO nguOi 
tham gia sU d\lng Ung d\lng. 

Ba li1, the' hi{!n Sl,1' quan tam, thflu hie'u dOng cam 
v6i nguOi sU d\Ulg trong dO C1,l the' nfulg ca'p, cai tie'n 
Ung d1,1.ng theo nhu c'a.u clla da sO nguOi sU d\lng va 
dijc bi{!t 1a can cO S\l' h& trq nhanh chOng va giai dap 
kip thOi moi th.ic m.ic clla nguOi dllng khi diing k}', 
cai dijt va sU dvng. 
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B8'n li1, ca quan BHXH bO tri s.ip xe'p cac trang 
thie't bi hqp iy, ch& ngOi dam baa sv thoai mai cha 
t6 chUc, ca nhan de'n Hen he l<lm viec. Quan tam de'n 
vi{!c cai tie'n giao dien Ung dvng va mau s.ic thie't ke' 
clla Ung d\lng. 

Nam li1, dap Ung t6t hon viec cap nh~t the BHYT 
tren Ung dvng VSSID; c~p nh~t th6ng tin quy'en !qi 
duqc hu6ng chi phi kham, chiia benh trong ph;;lm vi 
duqc hu6ng BHYT; cap nhat d'ay dU qua trillh tham 
gia BHXH, baa hie'm y te', baa hie'm tha't nghlep va 
th6ng tin hu6ng cac che' dQ BHXH; Cung ca'p cac 
dich Vl,1 c6ng trvc tuye'n cUa Ng<lnh BHXH v~ 
Nam d<lnh cha ca nhan. fOt 
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