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DANH GIA SUHAILONG CUA NGUO1 THAM GIA
BAO HIEM XAHOI BAT BUOCDOI V01 UNG DUNG
BAO HIEM XA HOI SO TAITRAVINH

NGUYEN HONG HA, PHAM TH] KIM CHI

Muc tiéu aia nghién aiiu ndy nham ddnh gid si hii long cila ngudi tham gia bdo hiém bat budc khi sit
dung iing dung VSSID-Bdo hiém Xa hoi sé trén dja ban tinh Tra Vinh, Nghién ciu dutoc thuc hién théng qua
phuong phdp thu thép di liéu s cdp tir 350 ngudi dang tham gia bdo hiém xa héi bat bugc, Nhom tde gid
sif dung mo hinh hoi quy da bién va di tim ra dugc 05 yéu t6 dnh hudng dén sy hai long dia ngudi tham
gia bao hiém bdt bude khi sit dung img dung VSSID. Tir két qué trén, nghién aiu dd dé xudt cdc ham
chinh sdch néng cao mikc 46 hai ldng ddi véi img dung VSSID cda ngudi tham gia bdo hiém xd hii bat budc

trén dia ban tinh Yra Vinh trong tuong lai.

Tit khda: S hoi fong, ing dung VSSID, bée hiém xd hoi s6 ham y chinh sdch

EVALUATE THE SATISFACTION OF COMPULSORY SOCIAL
INSURANCE PARTICIPANTS WITH THE DIGITAL SOCIAL
INSURANCE APPLICATION IN TRA VINH PROVINCE

Nguyen Hong Ha, Pham Thi Kim Chi

The objective of ihis 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 vegression model and discovered
five factors affecting the satisfaction of compulsory
insurance participants when using VSSID application.
From the above results, the study proposes policy
implications to improve the satisfaction for VS5ID
users in Tra Vinh province in the future.
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Gidi thidu

Ung dung VSSID hay con goi 1a vimg dung Bao
hiém x3 hoi (BHXH) 56 trén thiét bj dién thoai di
ddng dugc BHXH Viét Nam cdng b8 vao thang
11/2020 tai Ha Néi. Theo BHXH Viét Nam, sau mot
thdi gian tich cuc, khin treong trién khai, tham

khao nhimmg y kién déng gdp ctia ngudi cb chuyén
mdén trong nudce, cac chuyén gia Ngan hang Thé
gidi, hién nay tng dung VS5ID da hoan thanh dé&
san sang di vao hoat déng va duoc cung cdp trén 2
kho g dung App Store - hé diéu hanh 105, Google
Play - hé diéu hanh Android. Ung dung VSSID 1a
mot san phdm thudc hé sinh thai chuyén d6i s6 phuc
vu ngudi dan chia nganh BHXH Viét Nam.

Ung dung hién cung cip cac tién ich, thong tin
thiét yéu nhu: Theo déi qué trinh tham gia, lich st
thy huong céc ch€ 49, chinh sich BHXH, bao hiém
y t&€ (BHYT); tra ctru cac théng tin: M s6 BHXH, co
quan BHXH, co s& kham chita bénh BHYT va cac
diém thu, dai ly thu BHXH ti nguyén, BHYT h{ gia
dinh; dich vu hd trg 24/7... St dung 1mg dung
VSSID, nguoi dung con ¢ thé thue hién vai tro giam
sat nghia vu déng BHXH, BHYT, bao hiém thét
nghiép (BHTN) cho ngudi lao dong cha nguoi sir
dung lao ddng, gép phin céng khai, minh bach
thong tin va han ché€ tinh trang ng déng, trén dong
BHXH, BHYT, BHTN cho nguoi lac ddng chia cac
don vi, doanh nghiép. Pdng thoi, ¥ng dung VSSID
con 1a mét kénh truyén thong truc tiép dén nguoi st
dung, cung cdp kip thdi cac théng tin vé chinh sach
BHXH, BHYT, BHTN d¢€ nguoi sir dung thdy dugc
gia tri, y nghia nhan van ciia chinh sdch an sinh xa
hdi caa Pang va Nha nurée,

Tinh dén 31/12/2021, &3 c6 gan 25 tridu nguoi cai
dat tng dung VSSID trén toan qudc, riéng Tra Vinh
cd trén 180.536 ngudi cai dait, sit dung dé quan ly,
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ki€m soat qua trinh tham gia N
va thy hudng chinh séch va
thye higén cic dich vy cdng.
Thoi gian tdi, BHXH Viét 1 X1

Sutin cay

BANG 1: TONG H()'P cAc BIEN TRONG MO HINH OV

[Siﬂﬂa hié’njl Tenbién JB_ T T

Coséchonbién 2 !l(yvong ﬂ]

Parasuraman {1988); Saha, T., (2018B); Saleem,
Z. and Rashid, K., (2011); Huynh Thi Anh +
Nguyét (2021}

Nam tiép tuc trién khai
nghién ciru va tich hgp cac
dich vy cbng, cac tign ich vé
thanh todn tryc tuyén trén
ung dung VSSID d€ dam 3 X3
bdo cd nhan thyre hién giao
dich véi co quan BHXH &
moi Iue, moi noi. Qua do,

Hiéu qua
phucvy

| Justyna Witkowska (2014); Giang My Say
3 {2013) Nguyén Héng Phuic {2020} Huynh F...
I II- |

Lt Thanh Hoang E2013} "
Parasuraman {1988); Ahmad Zawawi Jamal

{2012); Huynh Thanh Hoang (2013); Trén +
Tuén M3ng va Nguyén Minh Kidu (2011).

F' g Saleem, Z and Rashid, K, (2011); Nguyén 3| = =.
|\ Sudéng djm Diic Nhin (2019); Trin +Nguyén Dan Phung e+

¥ {2018); Huymh Thanh Hoang (2013) T

gop phan xay dyng hinh
anh nganh BHXH Viét Nam 5 X5
chuyén nghiép, hién dai, vdi
muc dich hudng téi sy hai
1dng ctia ¢ nhan, t& chirc va
doanh nghiép.

Tuy nhién, thyc hi¢n
trién khai VSSID con nhiéu khé khin nhur: théi quen
str dung, trinh d§ cong nghé¢ ngudi dung, ha tang
vién thong... Tir tinh hinh thyc t& va dinh huéng
ctta Déng, Nha nudc vEé syt phét trién cdng nghé s8,
rat can thiét danh gid sy hai long cha ngudi tham
gia BHXH bt budc d6i véi img dyng VSSID,

Lugc khdo tai liéu

Giang My Say (2013) khao st 282 mau dya trén
m& hinh chdt legng dich vy SERVQUAL cua
Parasuraman da tim ra cic yéu t3 anh hudng dén
viéc sir dung Internet banking: (1) Phuong tién hiru
hinh, (2) Syr ddng cam, (3) Nang lyc phuc vy, (4) Sy
dap Umg, (5) Sy tin cdy va (6) Yéu t& cAm nhian gié
ca. Tir 46, nghién oru ndy da dua ra dinh huéng vé
tign ich cia djch vy Internet Banking; viéc tiép thj va
thu hiat khdch hang méi; dao tao kién thirc vé sén
pham dich vy cho d4i ngi ban hang cling nhu 1a
cdng nghé thong tin cho sy phat trién djch vy
Internet Banking cua Ngan hing thuong mai cd
phan Sai Gon.

Nghién ciru cia Huynh Thanh Hoang (2013) cho
thay, sir hai long chia khidch hang d8i véi co quan
BHXH dugc phan dnh qua 5 thanh phan véi 29 bién
quan sat dé la: Sy tin cdy, Nang lyc phye vy, Kha
ning dap img, Kha niing tiép can, Thdng tin. Trén co
s& 46, nghién ciru dwa ra nhimg giai phap thich hgp
nhdm ning cao mirc 49 hai 1dng ciia khich hang d6i
véi co quan BRXH tai khu vyc TP. H6 Chi Minh.

Huynh Thi Anh Nguyét (2021) trong nghién ctru
clia minh da dé& xudt 6 nhan t§ c¢6 anh hudng dén
mirc 46 hai 1ong cia ngudi dan vé chét lugng dich
vy hanh chinh tai BHXH tinh Vinh Long bac gdm:

ERE:)

Phuang tién
hitu hinh

6 0 Y3l suhailong 3 Téng w10 cac nghien o i tic g JE 7]

Parasuraman {1988); Justyna Witkowska
{2014); Nguy&n Héng Phuc {2020); Trdn Tuln +
Ming va Nguy&n Minh Kiéu {2011).

Hgude: Tdg bupp 1 cde pghién a o nhien tée gid

Sy tin ciy, ning lyc, sy dap 1mg, co s& vat chat, sy
ddng cam vi quy trinh thi tyc. Ddng thdi, Nguyén
Dirc Nhén (2019), tién hanh khao st 1476 khach
hang 43 mua va sir dung san pham djch vy bao
hi€m nhéan tho. K&t quéa nghién cliru mire 4§ hai long
cia khach hang can duge cy thé héa vao tirng dia
phuong khi tién hanh danh gia trién khai trong cac
linh vyc cy thé. Dai véi linh vire bao hi€m nhan tho,
mitc d6 hai 1dng ctia khach hang dugc cdu thanh tir
nhidu y&u t8 cin dugc danh gia mdt cach toan dién
dyra trén céc y€u t8: Hinh dnh cong ty, Gi dich vy,
Chat lugng dich vy, Gia trj cdm nhén, Sy hai long
cua khich hang, Phan nan caa khiach hang va Sy
trung thanh clia khach hang.

Nguy&n Hong Phtic (2020) khao sat véi 340 khach
hang str dyung djch vy nay tai Agribank. Phuong
phap théng ké md ta, ki€m dinh Cronbach’s Alpha,
phan tich nhin t6 kham phé (EFA) va phan tich hdi
quy tuyén tinh dugc sir dung trong nghién ciru. Két
qua nghién aru ¢6 05 nhén t6 &nh hudng dén sy hai

’ HINH 1: MO HINH NGHIEN CUU TAC GIA as xuﬁ‘r

Sir tin ey

Sy dipimg l

Hidu qua phyc vy

Sy dbng cim

Phuong ti¢n hitu
hinh

Ngude: Fog hop tirede nghitn a ala nhdm tde oid



Hé 6 chufa
chuin hba

1,743

1 (Constant) 0,194

AT A Y 2 (e

gid sy hai long cha ngudi
tham gia BHXH bt bude
ddi v6i ung dung VSSID
trén dia ban tinh Tra Vinh”.
Dua vao két qua phén tich
cdc y&u t8 dnh hudng dén
murc 49 hi long d6i vdi img
dyng VSSID ciia ngudi tham
gia BHXH bét bujc tai tinh
Tra Vinh nhém tic gia de

Théng ké s cng
tuyén

\ Hé;ﬁh + Hé 50

3 Toterance FE viF

[

1

F_DAPUNG 0,061 0,029 0,0 2,083 0038 0,946 1,057 . ;
] xut giai phdp ning cao mirc
5 DAy i g ) e e R
- " = dung VSSID ctia ngudri tham
F_DONGCAM 0,052 0027 01 2,349 009 0,915 1,093 gia BHXH bﬁt budc.
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long ctia khach hang gom: Sy tin cdy, kha niing dép
tng, ning Iuc phuc vy, sy hitu hinh va s d6ng cam.

Ahmad Zawawi Jamal (2012} nghién cru sir
dung md hinh chit lurgng dich vy SERVQUAL ctia
Parasuraman &€& phan tich tinh hinh thyrc trang cta
chit lugng dich vu nganh bao hiém Malaysia.
Nghién ciru cho két qua c6 sy tuang thich clha cac
thanh phéan chat lrgng dich vy va khoang cach chat
lugng dich vy bao hiém. Két qua nghién ciru cho
thdy, khoang cach gitra dich vu ky vong va dich vy

nhdn thic cia khdch hang la khéng déng ké

(nominal). Nghién ctru ciing chi ra ring, thanh phin
dam bdo (assurance) dugc wu tién (priority) va
khong phy thude nhin khdu hoc. Tuy nhién, thanh
phan sy d6ng cam (ampathy) khdng thye sy déng
vai tro tic dgng.

Saha (2018) di ti€n hanh nghién ciru khio sat
vd dua ra y kién vé tiém ning cha dién thoai di
ddng tai ngan hang & Bangladesh. Tir 70 mau dai
dién bdng phuong phap thu thip miu thuén tién,
nghién ciru 43 tim thy céc y&u t6 ¢ higu qua cho
sy phat trién cia dién thogi di déng djch vy ngén
hang & Bangladesh bao gom: Dé sir dyng, rit than
thi¢n d8i véi ngudi dung, ¢6 tinh hiru ich, déng
tin cdy, riéng tur va bao mjt, ddm bdo. Qua khido
sat da chimg minh ring, c6 méi tuvong quan tich
cye gitra y€u t8 duge xac dinh va tiém ndng ting
trudng dich vy & Bangladesh. Bén canh d6, nghién
ciru cia Shrestha {2018) chi ra cdc yéu t8 anh
huémg dén mirc 4§ hai ldng cta khach hang tai
ngan hang bao gdm: y&u t§ t6 chirc ngin hang,
chire ning va yé&u tG kinh té&.

Nhém tac gia k€ thira cdc nghién cru lién quan
nghién ctru lién quan, thyc hign nghién cirv “Danh

Phuong phép nghién citu

Téng hop tir Cong vin s&
3717/BHXH-CNTT ngay
25/11/2020 cha BHXH Viét
Nam vE viéc trién khai img dyng VSSID, dya trén
cac tinh nding hién ¢6 trén trng dung VSSID va céc tai
liéu tham khdao trong nudc va nude ngoai, nhdm téc
gia xdy dyng ndi dung thang do khdo sat mic 49
hai long d&i vd&i Ung dung VSSID ctia ngudi tham
gia BHXH bt buje.

Y=00+BiXi+¢

Noudn: Trich tit bt qud ngln oy

Trong dé:

.Y 12 bién phuy thudc mirc 46 hai long di vdi ing
dung VSSID ciia ngudi tham gia BHXH bét budc.

B0 1a hing s&

pi 13 hé s8 héi quy ciia bién dfc 1ap thir i

Xi la bién déc lap thir i

Nhoém tac gia xdy dyng md hinh nghién aru va
cdc gia thuyét nghién aru (Hinh 1, Bang 1).

Nghién ciru thye higén khao sdt chinh thire 350
ngudi tham gia BHXH bit bugc dang sir dung tng
dyng VSSID trén dja ban tinh Tra Vinh, cdc thang do
dé xudt Theo Bissonnette (2007) va img dung hbi
quy da bién giai thich khdc thong qua udc lugng
hodc dy doan gia trj trung binh cta bién phuy thude.

K&t qua nghién citu va thao luén

Trong phéan kiém dinh Cronbach’s Alpha, céc
bién déu dat tiéu chuin dua vao EFA. Do d6, s6 lig¢u
thyc hign phan tich nhan t§ kham pha EFA voi 22
bién trong nhém yéu té dde 1ap.

Dy vao két qua ki€m dinh mdi turong quan
gitta bién phy thudc véi cdc thanh phin déc 1dp,
nhom tic gia ddnh gid mirc 4§ tdc dfng clha cac
thanh phan [a Sy tin ¢dy, Sy ddp img, Hiéu qui
phuc vy, Sy d4ong cdm, Phuong tién hiru hinh 46i
véi Sir hai long cia khach hang ca nhéan thong qua
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phén tich mo6 hinh héi quy tuyén tinh véi két qua
nhw Bang 2.

- Cac bi#n ddu b hé s8 VIF déu nhé hon 2 cho
thdy, cac thanh phin ddc 1ap khdng xay ra hién
twong da cong tuyén gay anh hudng dén két qua
giai thich caa md hinh héi quy.

- Qua Bang két qua cac hé s6 hdi quy, tac gia ¢b
dwge phuong trinh hdi quy chudn héa b
dang nhu sau:

SHL = 0,414PHUCVU + 0,3 12TINCAY + 0,101DONGCAM +

0,093HUUHINH + 0,088DAPUNG

Theo phuong trinh hdi quy trén, tit ca 5 thanh
phéan ddc 1ap déu ¢é anh huong dén mikc 46 hai
long d6i voi tng dyung VSSID ciia nguoi tham gia
BHXH bét budc. Theo thit ty cdc yéu t& anh hudng
dén mtkc dd hai long, yé€u 18 nao c6 hé s6 Beta cang
nhé thi mike dd tac ddng dén sy hai long cang it va
nguoc lai. Dua vao phuong trinh trén, 6 thé thay
mitc d¢ hai long d6i véi ing dung VSSID cua
nguwoi tham gia BHXH bét budc ¢d su tac ddng cac
yéu t§ theo thir tir nhu sau: Hiéu qua phuc vu ¢6
tac dong manth nhat dén s hai long. K& dén 13, s
tin cdy, sy dong cam, phuwong tién hitu hinh va
sir dap ting.

Ham y chinh sach

Dira vao két qua clia phueong trinh hdi quy, tac
gid dwra ra mét 86 ham y chinh sach theo thit tue vu
tién nhu sau:

M§t 14, tang cuong quan tam, boi dudng, dao
tao d6i ngli cén bd co quan BHXH nhdm nang cao
higdu qua phuc vu ddp uing yéu cdu cdng viéc va
nang cao mitc d6 hai long ctia ngudi st dung;
quan tdm cai tién quy trinh phé duyét cip tai
khoan dang ky sir dung trng dung VSSID va quy
trinh cdp lai mat khau déng nhép 'ng dyng nhanh
chéng tao moi didu kién thudn lgi nhit cho
nguoi ste dung.

Hai 14, tdng cueong nang cao mirc 4 tin cdy cua
ngudt st dung d6i véi ung dung VSSID nhu: Bao
mat théng tin cd nhan cta ngudi sit dung; cap nhat
day dt qud trinh tham gia, thy huéng BHXH, bao
hiém y t€, bao hi€ém that nghig¢p; Khdng thu phi khi
dang ky stt dung tmg dyng VSSID la phii hop véi
tinh hinh hién nay, gitp gop phan ting s6 nguwoi
tham gia sir dung tng dung.

Ba I, thé hién sy quan tAm, thdu hiéu déng cam
v&i ngudi sir dung trong d6 cu thé ning cép, cai tién
ung dung theo nhu cdu cha da s8 ngudi skt dung va
dic biét 1a can cé sy hd tro nhanh chéng va giai dap
kip thoi moi thdc mic clia ngwdi dung khi dang ky,
cai dat va st dung.
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Bén 13, co quan BHXH b& tri sép x&p cac trang
thiét bi hop ly, chd ngdi ¢am bao sy thodi mai cho
td chitc, cd nhdn d&n lién hé lam viéc. Quan tim dén
viée cai tién giao dién tng dung va mau sic thiét k&
cua tng dung.

Nim 14, ddp umg t6t hon viée cdp nhét thé BHYT
trén iimg dung VSSID; cdp nhit théng tin quyén loi
duoc huong chi phi kham, chita bénh trong pham vi
dwoc hudng BHYT; cip nhét day di qua trinh tham
gia BHXH, bao hiém y t& bao hiém thit nghiép va
théng tin huéng cac ch&€ d6 BHXH; Cung cip céc
dich vy cdng tryc tuyén cua Nganh BHXH V%
Nam danh cho ¢ nhéan.
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