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Cong tac chi tra cac ché do bao hiém xa hoi (BHXH) cho ngwdi hwéng l1a mét trong nhirng
nhiém vu chd yéu va quan trong ctia nganh BHXH, luén dwoc BHXH cac cip xac dinh
viéc ddm bdo chi trd day du, kip thdi va an toan cho nguwdi hwdng cac ché dd BHXH anh
hwéng truc tiép dén doi sdng hang ngay cla hang triéu ngudi hwéng, gép phan dam béo
an ninh chinh trj, trat tw an toan xa hoi. Bai viét nay tap trung nghién ctru hoat déng chi tra
ché do BHXH tai Viét Nam hién nay, danh gia sy hai long cGa ngwdi hwéng ché do déi voi
cong tac chi trd tr d6 xac dinh mc d6 anh hwéng clia cac nhan té téi sy hai long nhdm
nang cao s hai long ctia nguwoi hwédng BHXH.

B&o hiém xa hoi, chi trd bao hiém, sy hai long.

Social insurance payment is one of the main and important tasks of the social insurance.
Ensuring full, timely and safe payment to beneficiaries of social insurance regimes directly
affects the daily lives of millions of beneficiaries, contributing to ensuring political security
and social order and safety .This article focuses on studying the current payment of social

insurance benefits in Vietnam, satisfaction rating of social insurance participants with the
payment, thereby determining the level of influence of factors on the satisfaction of social

insurance participants.
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1. DAT VAN BE

Trong cac linh vic cong tac nham to chirc thyc
hién chinh sach BHXH thi quan ly, chi tra cac
ché do chinh sach BHXH 1a cong tac dong vai
trd quan trong nham dam bao thuc hién tot
chinh sach an sinh x3 hoi di v6i ngudi thu
hudng. Trong nhitng nim gan day cong tac
chi tra cdc ché @6 BHXH tai Viét Nam da c6
nhiéu thay d6i, chat lugng phuc vu ngay cang
chuyén nghiép, hiéu qua. Co sé vat chit, trang
thiét bi phuc vu cong tac chi tra ngay cang
duoc dau tu dé phuc vu nguodi hudng, dugc
trang bi may tinh tng dung cong ngh¢ thong
tin trong cong tac chi tra. Viéc chi tra qua thé

Social insurance, social insurance payment, satisfaction.

chi trd dd dam bao nhanh, gon, rat ngén thoi
gian chi tra, tao diéu kién thuén loi cho nguoi
huong, co quan buu dién, co quan BHXH.
Tuy nhién dé thuc hién tot hon nita cong tac
chi tra huong cac ché d6 BHXH dung theo
cac quy dinh hién hanh, cidc van ban cua
BHXH Vi¢t Nam, dam bao kip thoi, chinh
xéc, dung quyén loi cia nguoi thy huong, dic
biét 1a lam t6t cong tic quan ly ngudi thy
hudéng. Chinh vi vay tac gia lya chon nghién
clru “Céc nhan t6 anh huong dén su hai 1ong
ctia ngudi tham gia vé chét lugng hoat dong
chi tra BHXH Viét Nam” nhim tim ra cac
nhan t6 va danh gia mtc do anh hudng cua
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cac nhan t0 nay lam co s& cho cac dé xuat
nang cao su hai long cua nguoi tham gia
BHXH.

2.CO SO LY THUYET
2.1. Téng quan vé BHXH Viét Nam
2.1.1. Khai niém, phan loai BHXH

Theo Luit Bao hiém xd hoindm 2024
“BHXH la su bao dam thay thé hodc bu dap
mot phan thu nhap cia nguoi tham gia
BHXH khi ho bi giam hodc mét thu nhap do
dm dau, thai san, tai nan lao dong, bénh nghé
nghiép, khi nghi huu hoic chét, trén co so
dong vao quy BHXH hodc do ngan sach nha
nudc bao dam” [2]. Trong d6, "bao hiém la
phuong thirc bao vé trudc nhimg ton that tai
chinh. D6 1a hinh thirc quan 1y rii ro, chu yéu
duoc st dung dé bao hiém cho nhimg rui ro
ngiu nhién hodc ton that ¢ thé xay ra. Va xa
hoi 1a mot nhém nhimg ca nhan lién quan dén
tuong tac xa hoi mot cach thuong xuyén, hodc
mot nhoém x4 hoi 16n c6 chung lanh thd khong
gian hodc x4 hoi, thuong chiu cing tham
quyén chinh tri va cic ky vong van hoa chi
phdi"”

Nhu vay, BHXH Ia mdt chinh sach an sinh
xa hoido Nha nuée to chic va dugc bao
dam thyc hién boi co quan BHXH Viét
Nam theo quy dinh cua Phéap luat. C6 2 hinh
thirc tham gia BHXH tuwong tng vé1 2 loai
hinh BHXH la:

- BHXH bit budc;
- BHXH tu nguyén.
2.1.2. Cdc ché dé chi tra BHXH tai Viét Nam

Quy dinh tai Diéu 4 Luat BHXH 2024 cac ché
do BHXH tai Viét Nam gém cac ché do sau:

1. “Tro cap huu tri: (1) Tro cAp huu tri x3 hoi
hing thang; (2) HO tro chi phi mai tang;
(3) Huong bao hiém y té do ngan sach nha
nudc dong.

2. BHXH bit budc: (1) Om dau; (2) Thai san;
(3) Huu tri; (4) Tt tuat; (5) Bao hiém tai nan
lao dong (TNLPD), bénh nghé nghiép (BNN)
theo quy dinh cua Luat An toan, v€ sinh lao
dong.

3. BHXH ty nguyén: (1) Trg cdp thai san;
(2) Huu tri; (3) Tt tudt; (4) Bao hiém tai nan
lao dong theo quy dinh cua Luat An toan, vé
sinh lao dong.

4. Bao hiém that nghiép theo quy dinh
cua Luat Viéc lam.

5. Bao hiém huu tri bo sung:

“Nguoi tham gia BHXH dugc hudng céc
quyén loi tir ché d6 BHXH thong qua cac
khoén tién trg cép hang thang hodc trg cép
mot lan. Trong trudng hop nguoi tham gia
khong mudn tiép tuc dong BHXH thi ¢ thé
bao luu qua trinh dong BHXH trudc
d6 hodc rat BHXH mot 1an v6i mirc hudng
dugc tinh theo muc tién lwong thang dong
BHXH va thoi gian dong” [2].

2.2. Hoat dong chi tra BHXH Viét Nam hién
nay

2.2.1. Cac phwong thirc chi tra BHXH Viét
Nam hién nay

Theo Quy dinh “hinh thtc chi trda lvong huu
va ché do bao hiém xa hoi tai Piéu 93 Luat
BHXH Viét Nam (2024)” ¢6 cac hinh thirc chi
tra nhu sau:

1. Thong qua tai khoan ctuia nguoi thu huong
mo tai ngan hang thuong mai, chi nhanh ngéan
hang nudc ngoai dugc thanh 1ap va hoat dong
tai Viét Nam.

2. Truc tiép tor co quan bao hiém xa hoi hoac
td chue dich vu duoce co quan bao hiém xa hoi
iy quyeén.

3. Thong qua nguoi st dung lao dong.
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Pon vi tinh: Ty dong

2.2.2. Thwce trang hoat déng thu chi BHXH Viét Nam

Bang 1. Thu chi BHXH Viét Nam qua cac nam

Nim 2020 2021 2022 | 2023 (dutoan) | 2024 (dy toan)
Thu BHXH 264.188,7 | 269.112,7 | 305.353,3 321.436,7 342.106,0
1. Bét bugc 261.214,6 | 263.490,0 | 298.335,6
2. Tu nguyén 39741 | 56227 | 7.0177
Chi BHXH 193.625,5 | 202.252,7 | 221.631,3 231.975,6 274.706,3
1. Chi quy ém dau thai san | 47.146,5 | 26.904,9 | 27.673,6
2. Chi quy TNLD — BNN 886,2 881,9 941,9
3. Chi quy huu tri, tirtudt | 162.013,8 | 174.456,9 | 193.015,8

Nguon: Quyét todn tdai chinh hang nam ciia BHXH Viét Nam

Trong nhitng ndm qua, quy mod thu va chi
BHXH c6 tc d6 ting truong nhanh véi te do
tang truong thu BHXH tir 1,9% nam 2021 dén
6,5% nam 2024, trong do tbe do tang chi
BHXH tr 9% ndm 2021 dén 18,5% nim
2024. Nhin chung tdc d6 ting chi BHXH cao
hon so v6i toc d6 ting thu BHXH.

3. NHAN TO ANH HUONG DPEN SU HAI
LONG CUA NGUOl THAM GIA BHXH VE
CHAT LUONG CHI TRA BHXH

3.1. Téng quan vé sy hai long cua ngui

tham gia vé chat lwong hoat déng chi tra
BHXH

Theo Oliver (1997), “sy hai long la muc do
clia trang thai cam gidc ciia mot ngudi bat
ngudn tir viée so sanh két qua thu duoc tir san
pham véi nhing ky vong cia ngudi do. No
dugce xem xét & ba mire do: néu két qua nhéan
duoc it hon mong doi thi chii thé sir dung dich
vu s& cam thdy khong hai 1ong; néu két qua
dich vu biang mic mong doi thi chu thé s
dung dich vu sé& hai 10ng va hon nita, néu két
qua dich vu nhéan dugc nhiéu hon mong doi
thi chu thé sir dung dich vu s& rat hai 1ong va
thich tha voi dich vu d6” [5]. Theo Wang va
cong su, 2005, “Syu hai long cua khéach hang

dugc hiéu 1a mac do trang thai cam gidc ma
mot ca nhian cam nhan duoc, bat ngudn tir
viéc so sanh két qua thyc hién véi sy mong
doi ctia ca nhan d6 ddi véi mot san pham/dich
vu cu thé” [7]. Theo Schiffman va Karun
(2004), su hai long cua khach hang dugc dinh
nghia nhu “Su nhan thirc cia mot ca nhan vé
viéc thuc hién san phém/dich vu trong quan
hé vé1 mong doi ciia nguoi do” [6]. Nhu vay
c6 thé hiéu sy hai 1ong cua nguoi tham gia
BHXH vé chét lugng chi tra BHXH la trang
thai cam xdc bén trong cua nguoi tham gia
BHXH, dugc xac dinh trén co s& danh gia
khach quan vé thuc té trai nghiém, cam nhéan
duoc so vo1 mong doi cua ho trude khi thuc
hién cac ché ¢ BHXH clia minh d6i véi co
quan BHXH.

Piéu tra thuc nghiém ctia Masood. H (2010)
vé “Cam nhdn cta khach hang dbi véi chat
luong dich vu bao hiém nhan tho™: Trong
nghién ctru nay, cac tac gia cling da van dung
thang do Servqual cua Parasuraman va chi ra
6 thanh phén ciia chit lugng dich vu BH la:
Su dam bao, ké hoach tai chinh ca nhan, thim
quyén, yéu t6 hitu hinh, hinh anh céng ty, va
cong nghé [4]. Nghién ctru “Dénh gia vé chat
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luong dich vu trong nganh cong nghi¢p BH
Malaysia” cua Affiaine Ahmad (2007) da dua
vao thang do Servqual va dua ra thang do véi
5 thanh phan cua chét lugng dich vu BH: su
hiru hinh, sy tin tuéng, nang luc phuc vu, su
dap tmg va sy thdu cam [3]. Pam T. T Huyén
(2023), nghién ctru cac yéu té anh huong dén
su hai long cia nguoi dung khi st dung ung
dung bao hiém x3 hoi s6 VSSIS cho théy su

Phuong tién hitu hinh

Su tin cdy

Su déap ung

Su dong cam

hai 10ng cua nguoi dung vé chét luong cia
tmg dung VssID duogc do luong boi 3 nhan td
gém: do tin cdy, d0 an toan, sy phan hoi [1].

3.2. M6 hinh nghién ctru

Dya trén tong quan nghién ctu, tic gia dé
xudt mo hinh nghién ctru cic yéu t6 anh
huéng dén sy hai long cua ngudi hudng
BHXH nhu sau:

Su hai long

Hinh 1. Mé hinh nghién ctpu cac nhan té anh hwéng dén sy hai long cia ngwdi tham gia BHXH

vé chét lwong chi tra BHXH

Nguon: Téng hop ciia tic gid

Bang 2. Téng hop cac bién va thang do

Nguon: Téng hop ciia tic gid

Céc yéu to Ma héa thang do Thang do
Sw hai long | Toi s& tiép tuc st dung phuong thirc chi tra BHXH dang dung | HL1 | Likert 1-5
(4 items) | T5j s gi¢i thieu véi ban be ngudi quen vé phuong thirc chi | HL2 | Likert 1-5
tra BHXH dang dung
T6i san sang danh gia hai long khi két thac thuc hién céac thu HL3 Likert 1-5
tuc chi tra BHXH
T6i san sang chia sé sy hai long vé chat lugng chi tra BHXH |  HL4 | Likert 1-5
V&i nhitng nguoi xung quanh
Phuong Co quan BHXH khang trang, sach sé HH1 Likert 1-5
tiéhq:r:} u Chuyén vién BHXH trang phuc/ddng phuc lich sy HH2 Likert 1-5
(4 items) May moc thiét bi cdng nghé caa BHXH hién dai HH3 Likert 1-5
Ung dung cong nghé dé dang tra ciru thdng tin thanh toan HH4 | Likert 1-5
Swtin cady | Phuong thuc chi tra BHXH hién nay an toan TC1 Likert 1-5
(3 items) | phyong thirc chi tra BHXH hién nay co do chinh xac cao TC2 | Likert1-5
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Céc yéu t6 Ma hoa thang do Thang do
Thong tin thanh toan dugc bao mat TC3 Likert 1-5

Sw dap @wng | Phuong thtc chi tra BHXH hién nay tién loi DUl Likert 1-5
(7'items) | phyong thirc chi tra BHXH hién nay nhanh chong DU2 | Likert 1-5
Phuong thuc chi tra BHXH hién nay da dang DU3 Likert 1-5

Quy trinh thanh toan dé thuc hién DU4 | Likert 1-5

C6 huéng dan thu tuc chi tra rd rang DU5 | Likert 1-5

Chuyén vién BHXH thanh thao nghiép vu chuyén mén DU6 Likert 1-5

Thu tuc chi tra BHXH hién nay don gian DU7 Likert 1-5

Swddng | CO6 cac kénh tiép nhan gop y DC1 | Likert 1-5
" ?fer:]ns) Chuyén vién BI—!XH chd y va lang nghe DC2 | Likert 1-5
Nhan duoc sy hoi dap nhanh chong DC3 Likert 1-5

Nhan duoc sy hdi dap chinh xéac DC4 | Likert 1-5

3.3. Phwong phap nghién ciru

Nghién ctru st dung phuong phap nghién ctru
dinh luong, dit lidu thir cip thu thap tir hoat
dong khao sat nguoi huong BHXH dua theo
phuong phap chon mau thuan tién. M6 hinh
nghién ctru c¢6 4 bién doc lap (Phuong tién
hiru hinh, Sy tin cdy, Su dap tmg, Sy dong
cam) va 1 bién phu thudc (Su hai long). C6
300 bang hoi duoc giri dén nguoi tham gia
BHXH, két qua thu vé dugc 296 phiéu hop 18.
Nghién ciru sir dung cac phuong phap kiém
dinh d¢ tin cdy thang do Cronbach’s alpha,
phan tich nhan t6 kham pha EFA va hodi quy
tuyén tinh dé kiém dinh céc gia thuyét trén.

3.4. Két qua nghién clru

3.4.1. Kiém dinh d6 tin cdy Cronbach’s
Alpha

Theo két qua nghién ciru, tit ca cac bién quan
sat Phuong tién hiru hinh, sy tin cay, sy dap
ung, sy déng cam, sy hai long déu co hé sd
trong quan bién tong 16n hon 0,3 va hé sb
Cronbach’s Alpha cua thang do 16n hon 0,7
dap tng tiéu chuan dé lya chon bién quan sat
va thang do va tiép tuc sir dung dé phan tich
nhan t6 kham pha EFA.

Bang 2. D6 tin cay cua thang do cac bién déc lap

STT Thang do ) Hé s
bién | Alpha
1 | Phuong tién hiru 4 909
hinh (HH)
2 | Sutincay (TC) 3 922
3 | Su dap ung (DU) 7 861
4 | Su ddng cam (DC) 4 .869

Bang 3. D6 tin cay cua thang do bién phu thudc

STT Thang do S6 Hé s6
bién | Alpha
1 | Su hailong (HL) 4 750

3.4.2. Phéan tich nhan té6 kham pha

Két qua lan EFA dau tién bién DU7 duoc loai
b6 do khong hoi tu. Két qua EFA sau khi bo
bién DU7: KMO = 0,752 > 0,5, sig Bartlett’s
Test = 0,000 < 0,05, nhu vay phan tich nhan
td6 kham ph4 EFA 1a phu hop. C6 4 nhan to
dugc trich véi tiéu chi eigenvalue 16n hon 1
v6i tong phuong sai tich liy 13 74,527%, nhu
vay, 4 nhan td duogc trich gidi thich dugc
74,527% bién thién dir liéu cua 17 bién quan
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sat tham gia vao EFA. Két qua ma trdn xoay HH1 .840
cho th'c}y, }7 bién quja,n sat duoc pl}an thanh 4 HH3 837
nhan to, tat ca cac bién quan sat déu c6 h¢ so
tai nhan t6 Factor Loading 16n hon 0,5 va HH4 833
khong con cac bién x4u. HH2 .806
Bang 4. Ma tran xoay DC2 864
1 2 3 4 DC1 .853
DuU4 .857 DC3 .786
DUl | .848 DC4 757
DU3 .842 TC1 970
DU6 671 TC3 .964
DU5 | .575 TC2 .865

Bang 5. Két qua phan tich héi quy

Model Unstandardized | Standardized t Sig. |Collinearity Statistics
Coefficients Coefficients
B Std. Error Beta Tolerance | VIF
1 | (Constant) | -.595 184 -3.240 .001

HH .136 .036 3.749 .000 677 1.476
TC 135 .030 4.506 .000 .997 1.003
DU 710 .038 18.525 .000 .768 1.303
DC 169 .035 4.838 .000 q72 1.295

3.4.3. Phan tich héi quy

Két qua ANOVA vé kiém dinh F dé danh gia
gia thuyét sy pht hop ctia mé hinh hdi quy ¢
gia tri sig kiém dinh F b%lng 0,000 < 0,05, do
d6, mé hinh hdéi quy 1a phu hop. Két
qua Model Summary c6 R binh phuong hi¢u
chinh bang 0,706 cho thay cac bién doc lap
dua vao phan tich hdi quy anh hudng 70,06%
su bién thién cua bién phu thudc, con lai
29,94% 1a do cac bién ngoai mé hinh va sai sd
ngiu nhién. Chi s§ VIF ciia cac bién <2 chimg
t6 md hinh khong ¢ da cong tuyén, gia tri Sig
clia cac bién déu <0,05 cho thiy cac bién déu
c6 tac dong dén bién phu thudc trong md

hinh. Phuong trinh hdi quy chuin hoéa nhu
sau:

HL = -0,595 + 0,136HH + 0,135TC +
0,710DU + 0,169DC.

Két qua thuc nghiém da chi ra ¢6 4 yéu t6 anh
huong dén sy hai long cia ngudi huong ché
d6 BHXH vé cong tac chi tra BHXH theo thir
tu giam dan 1a: (1) Su dap tng (beta = 0,701
cho thay murc d6 dap ung tang thém 1% c6 thé
tang su hai long thém 0,701%); (2) Su dong
cam (beta = 0,169 cho thiy mirc d6 dong cam
tang thém 1% co thé ting su hai long thém
0,169%); (3) Phuong tién hitu hinh (beta =
0,136 cho thiy muc do dau tu cho phwong

TAP CHi KHOA HOC & CONG NGHE . SO 48 - 2025 95



KINH TE - XA HOI

tién hitu hinh ting thém 1% c6 thé ting su hai
long thém 0,136%), (4) Su tin cdy (beta =
0,135 cho théy muc dg tin cdy dich vu chi tra
taing thém 1% co6 thé ting sy hai 1ong cia
ngudi huong BHXH thém 0,135%). Ca 4 yéu
t6 nay déu co tac dong cung chiéu dén sy hai
long diéu ndy mang ¥ nghia 1a nhan thic vé
nhimg yéu té nay cang cao thi sy hai long
cang 16n. Két qua nghién ctru nay c6 két qua
tuong déng vai cac nghién ctu trude do vé su
hai 1ong, cu thé 1a c6 su tac dong cung chiéu
clia cac nhan to t6i su hai long cua ngudi s
dung dich vu.

4. KET LUAN

Tir két qua nghién ciru 6 thé thiy cac nhan td
Sy dap mg, Sy dong cam, Phuong tién hitu
hinh, Sy tin cay déu c6 tac dong dén sy hai
1ong ctia nguoi tham gia BHXH vé chét lugng
cong tac chi tra BHXH. Do d6, can c6 céac
bién phap, chinh sach phu hop dé cai thién cac
yéu té trén nham nang cao sy hai long cua
nguui hudng.

Thir nhat, sy dap ung la nhan t6 tac dong
manh nhét (0,701) do d6 can da dang hoa cac
phuong thirc chi tra BHXH, thuc hién quan
diém "lay nguoi dan, doanh nghiép 1am trung
tam phuc vu", tao thuédn loi nhét cho nguoi
tham gia, thy huong chinh sich BHXH, trién
khai song song cac hinh thtc chi tra luong
huu va trg cap BHXH. Theo d6, ngudi hudng
hoan toan c6 thé tu luya chon hinh thtrc nhan
ché 46 BHXH phu hop nhat va t6i uu nhat doi
v6i ban than, can bd sung hinh thirc chi tra
BHXH tai nha danh cho c4c chu thé kho khan
khi di lai.

Thir hai, Sy dong cam 1a nhéan té tac dong
manh thit hai, do d6 can nang cao su déng
cam thong qua hoat dong gia ting chat luong
dich vu va cham séc nguodi tham gia BHXH.
X4y dung d6i ngii chuyén vién tu vin chuyén
nghiép, c6 chuyén mon nghi¢p vu cao dap
Gmg nhu giai dap truc tuyén 24/7 mot cach
hiéu qua nhat.

Thir ba, Phuong tién hitu hinh 13 yéu to tac
dong manh thr ba, do d6 co quan BHXH can
dau tu cho phuong tién hitu hinh nang cip, cai
thién co s& vat chat, diém giao dich, diy manh
ung dung cong nghé thong tin trong xir 1y cac
hd so chi tra BHXH. Pay nhanh tc do xur 1y
dir liéu giup tang hiéu qua giai quyét ché do
cho nguoi tham gia.

Thir tu, d tin cady c6 muc do tdc dong ding
thet 4 d6i v6i sy hai long do d6 co quan
BHXH can hoan thién hé thong an toan thong
tin, dam bao an toan dir liéu, phong chéng tan
cong mang. Can cd cac tai liéu huéng dan
tuyén truyén nham nang cao nhan thirc vé an
toan thong tin, tdng cudng cong tic tuyén
truyén, pho bién kién thirc vé an toan thong
tin cho nguoi tham gia BHXH.

Thong qua thuc hién cac giai phap nay, gitp
nganh BHXH Viét Nam c6 su ddi méi, kién
tao va xdy dung theo dung dinh hudng vé
Chinh phii s8, dap ing yéu ciu ngay cang cao
cua nguoi tham gia BHXH, gitp giam thoi
gian, chi phi cho t6 chitc, c4 nhan khi giao
dich v6i1 co quan BHXH nang cao sy hai long
ciia ngudi huong ché do véi chat luong hoat
dong chi tra BHXH noi riéng va céac dich vu
BHXH néi chung.
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