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2023 Context

o 2023—3"year of the 2021-2026 government term
o Anti-corruption campaigns high on implementation agenda
o Stagnation in public investment

o Economic downturns, especially in the first three quarters of 2023, leading to
the overall national growth at 5.05%, far below the 6.5% target

o 2023 inflation at 3.25%

o High level attention to energy transition and climate change at the national
level

o Global geo-political and economic uncertainty



PAPI as a Barometer of Governance and

Public Administration Performance in Viet Nam since 2009
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2023 PAPI Methodology

19,536

RESPONDENTS TO 2023 PAPI SURVEY

o Re-sampling of districts, communes and villages and
respondents, following the same approach used in PAPI since

GENDER
2010
V = Male
e Clustered sampling of districts, communes and villages Female | pRRIESS,
. 52.2% @
using PPS; and, A
« Randomized sampling of households and representative
respondents from households. Others
Kinh
15.9% W 84.1%

o One-on-one and face-to-face interviews with respondents on
site

o Inclusion of voices of migrants in provinces with positive net
in-migrant ratios in PAPI data and indexing Migrants

5.6%



PAPI Respondents and Field Sites
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Dimensional Score (Scale: 1-10)

2022-2023 PAPI Overview: How did governance and public

administration performance change from a national perspective?
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Overall PAPI Score Changes Over Time, 2020-2023

Improvements in Control of Corruption
(Dimension 4) and E-Governance
(Dimension 8) compared to 2022

Little change in Public Service Delivery
(Dimension 6) and Environmental
Governance (Dimension 7)

Declines in Participation at Local Levels
(Dimension 1), Transparency in Local
Decision-making (Dimension 2),
Vertical Accountability Towards
Citizens (Dimension 3) and Public
Administrative Procedures (Dimension
5)



Performance in Transparency in Local Decision-

Making Declined in 2023

* Access to Information about State
policy and legislation remained
the weakest of the four sub-
dimensions, but with an upward
move in 2023
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* Transparency of Poverty Lists saw
the highest, but declining score
ranges.

* The remaining two sub-
dimensions posted lower ranges,
with Transparency of Commune

Sub-Dimensional Scores (Scale: 0.25-2.5)
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Transparency in Local Decision-Making Declined: Why?

* Decline in availability of information
about local budget and expenditure:
only 38.9% of respondents reported
that commune governments disclosed
the budget and expenditure
worksheets in 2023, much lower than
in previous 5 years.

* Declinein transparency of poverty lists:

37.6 percent said there were eligible
households missing from the lists,
higher than in previous 5 years.
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Performance in Control of Corruption in the Public Sector

Slightly Improved in 2023

* Slight improvements seen in the s
sub-dimensions on Limits on
Corruption in Local Government,
Limits on Corruption in Public
Services and Equity in State
Employment

2.05
2,01 202 2 2.01
196 196 195 .o

2= 1.9

1.7 171 168 163 1.66

* Aslight drop in the Willingness to
Fight Corruption sub-dimension

* Despite higher score in 2023,
Equity in State Employment
remained the weakest dimension.

Sub-Dimensional Scores (Scale: 0.25-2.5)
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Chanages in Control of Corruption in the Public Sector Sub-Dimensions, 2019-2023



Improved Performance in Control of Corruption in

the Public Sector: Why?

Corruption as Perceived by Citizens, 2015-2023
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Willingness to Fight Corruption on Downward Trend in

2023: Why?

* Declines in the percentage of respondents saying province-level governments and
the national government are serious about addressing corruption
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Conclusions and Policy Implication

* Transparency and effective control of corruption in the public sector are two important determinants
of overall citizens' satisfaction with governance performance.

« Transparency experienced worrying declines, particularly with state budget and expenditure and
enlisting poor households for state support, while transparency in land use plans/price frames
stagnated.

«  (itizens saw anti-corruption efforts rooting out bribery and nepotism, though the pace of
improvement declined in 2023.

» More efforts needed to address transparency in poverty lists and local budget and expenditure at the
local level to build confidence in local governments.

» Transparency in land use plans and land price frames requires a stronger boost in 2024 and beyond.

» Provincial governments take greater initiatives in preventing corruption in state employment and
public service delivery.



Issues of Citizens' Greatest Concern in 2023:
Implications for Policy Actions in 2024

PAPI 2023



Top 10 Issues of Greatest Concern for Citizens in 2023

e 2023 saw a surge of concern
about the economic related
issues:

* Poverty and hunger
mentioned by 22.39% of the
respondents

 Jobs/employment: 12.79%
* Economic growth/GDP: 9.20%

* Roads and education quality
came as the 4t and 5" top issues
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Issue of Greatest Concern in 2023: Concern about

Jobs/Employment Spiked

* Largestrise in the percentage of respondents selecting jobs and employment as a top priority issue: by 2.7%;
Concern about income and education with 1.3% and 1.1% points greater than 2022, respectively
*  Concerns about health and health insurance diminished most significantly from 2022, with a 2.39 percent drop.

sobs/Employment | - />

Income 1.30
Education 1.10
-0.60 Environment
-0.74 Public Services
-0.80 Inflation/Prices
-1.04 Economic Growth/GDP
-1.13 Corruption
1 1 1 1 ] 1 1 1
-3 -2 -1 0 0 1 2 3
Percentage Decrease Percentage Increase

Changes in Issues of Greatest Concern, 2021-2023



Trends in Issues of Greatest Concern for Citizen by

Major Themes, 2015-2023

* Since 2017, citizens’ concern with 20
non-poverty economic-related
issues increased every year:

o in2017:23.11% cited
economic issues as top
concerns

Changes in Aggregated Issues of Greatest Concern, 2015-2023

40 38.37

Economic Concerns

30

Public Services

Percentage of Respondents

. Poverty
o In2023:33.58% cited 20
economic issues as top
10 Governance
0
2015 2016 2017 2018 2019 2020 2021 2022 2023
Categories Issues Included
Poverty Poverty and Hunger
Economic Governance and | Jobs, Employment, Bank Loans, Agriculture Policy, GDP Growth, Inflation, Living
Conditions Expenses, Access to Housing, Taxes, etc.
Public Service Delivery Food Hygiene, Roads, Health Care, Clean Water, Irrigation, Education, Environment, Law

and Order, Traffic Safety, Internet Access, etc.
Public Sector Governance | Corruption in the Public Sector, Participation in Policy-making, Transparency, Quality of
Officials, Election Quality, Administrative Procedures, etc.



More Citizens were Worried about their Household

Economic Condition in 2023

* More respondents indicated that their household economic situation was poor or very poor in 2023
compared to the survey results between 2017 to 2022.

*  This reflects more pessimism with economy in 2023

100 - Citizen Assessment of Current Household Economic Situation, 2013-2023
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More citizens were pessimistic of household economic

situation in 2023 compared to five years ago

* Lowest ever recorded number of respondents (51%) said their economic conditions
improved compared to five years ago.

100 - Change in Household Economic Conditions in Past Five Years, 2013-2023
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As economic concerns surged, concern about environment and

other issues lagged out of top 10 issues in 2023

Environment and health 40
concerns dropped substantially
since their peaks in 2016 (after
the mass fish deaths in north-
central Viet Nam in 2016) and 30 2847
2021 (during the COVID-19
pandemic)

Changes in Selected Issues of Greatest Concern,
2015-2023

.39
Poverty/Hunger
20

e This does not mean the
environment and public
services do not matter.
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Percentage of Respondents in Mekong River Delta (%)

2023 Saw a Larger Number of Respondents in Mekong

Delta Reporting Experience with Saline Intrusion

From 2021 to 2022, more than twice as many
respondents in Mekong River Delta provinces said
they experienced salinization in their farming fields.
The number slightly increased in 2023.

Ben Tre and Tien Giang were particularly hard hit.
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Citizens Reported Increased Incidences of Flooding

in 2023

Percentage of Respondents Experiencing Floods (%)

The percentages of respondents experiencing
flooding rose from 6 percent in 2021 to more
than 13 percent in 2022 and 2023.

Citizens in the North Central and Central Coastal
region experienced the worst flooding
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Conclusions and Policy Implication

«  Slower growth in the first three quarters of 2023 impacted citizen assessments of household and national
economic situations

. More citizens, especially ethnic minorities and the poorest segments of the population, perceived their
household economic situations were getting worse.

. A high number of citizens implied that poverty reduction, job creation and higher economic growth should be
prioritized by the State.

Even when economic-related matters increased as a concern, environment-related issues remain challenges

. Citizens experienced more severe environmental challenges such as saline intrusion and floods in 2023 than in
2022.

»  The central and local governments need to ensure that citizens are enabled to weather tough economic times and manage risks
of natural disasters to avoid falling back into poverty.

» Incentives to facilitate public investment in basic infrastructure (roads) and public services (schools, clinics, hospitals) to create
jobs in 2024 are needed.

»  Viet Nam must balance the need for economic growth with the aspirations for climate adaptation to ensure citizens’ livelihoods
in areas most affected by climate change-driven disasters.
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Background and Legislative Context

 2019: Launch of National E-Service Portal w/ links to 63 Provincial Portals

* 2020: National Digital Transformation Programme by 2025
e  With avision toward 2030

e 2022 (January): Decision No. 06/QD-TTg

On approving a scheme for the application of population data, e-identification, and e-
authentication as part of the national digital transformation during 2022-2025

e 2022 (June): Decree No. 42/2022/ND-CP

* Onregulating the provision of information and public services online by regulatory agencies



Overview of E-Governance Performance since 2020

* E-governance is critical in allowing citizens to bypass cumbersome red tape that impedes smooth access

of government services.

Improvements in the PAPI 25
E-Governance Dimension 8
in 2023 compared to the
previous three years.

N
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Two foundations of

improvements: 1
1. Increased access to the
internet

S
U

2. Enhanced access to
provincial e-governance
portals.
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Rapid Growth in Internet Access since 2016

* In 2023, nearly 80% of PAPI 100
survey respondents said they 79.89
had access to the internet at 80 346 7 Internet

at Home

home, double the percentage
of 31% in 2016.

* The percentage of
respondents reading news
from online sources nearly
tripled after eight years, from
23% in 2016 to nearly 59% in 23.24
2023.

Access News
Online

Percentage of Respondents
I
o

2016 2017 2018 2019 2020 2021 2022 2023

Access to News Online and Access to Internet at Home, 2016-2023



Gaps in Access to Internet at Home Converging toward 2023

Although converging towards 2023, Gender Region
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Similar Digital Divides with Computers and Smartphones

. Gaps in ownership of personal computers remained wide, while ¢ Gaps in ownership of smartphones narrowed in 2023, while

personal computers have been the key facility for the use of e- smartphones can serve as a single-device-based access to e-
services services
o >13 points more for Kinh majority v. ethnic minorities o 6 points more for Kinh majority v. ethnic minorities
_ . , o 4 points more menv. women
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o 6% more for men than women
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Local Government Information Portals Largely Unused by Citizens

These portals are mandated to
act as information gateways for
citizens

They have extremely low take-
up (2.44%-3.06%) from 2020 to
2023.

Among those who used the
portals, only 26.4% found them
user-friendly in 2023

* Lower than nearly 32% in 2021
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Slight Decline in Interaction with Government's Publication

of Draft Regulations and Responses to Citizens’ Comments Online

* Adeclining percentage of 100
oy Percentage of Respondents Agreeing that Draft Percentage of Respondents Agreeing that
C|t|zen5 Say d raft documents 90 Regulations were Posted Online for Citizens’ Comments Citizens’ Comments were Responded to Online
were online for public 80
consultation 2 70 62.09
g 57.28
. . . S 60 .
62% in 2021 to 52% in 2023 3 . 52.26
2 so
ke
% 40
* The number of those reporting  § 30 . 15.92 a0
comments were respondedto € 2 e
fell below 2020 level. 10

2020 2021 2022 2023 2020 2021 2022 2023



Experiences with National and Provincial E-Service Portals

- Among 1,680 citizens who used PESPs during 2023,45.3 ¢ Among 1,743 citizens who used NESP during 2023, 53.6

percent performed administrative procedures for percent performed administrative procedures for
themselves or their families. themselves and/or their families.

Among those doing administrative procedures on NESP,

* Among those doing administrative procedures on PESPs, 53.6% could pay for the service online on NESP.

46.4% paid for the service online on PESPs.

* Personal privacy a concern among 1/3 of both NESP and PESP users

Provincial E-Service Portal National E-Service Portal
Users/Respondents l 76 1,680 Provincial E-Service . 33 1,743 National E-Service
Portal Users Portal Users

Performed Administrative Procedures

Able to Pay Online for the Service _ 46.4 _

Concerned about Personal Privacy - 30.7 - 33.1

I 1
0 10 20 30 40 50 60 70 80 90 100 0O 10 20 30 40 50 60 70 80 90 100

Percentage of Respondents/Users (%)



Significant Differences in E-Portal Experiences by Age

Submitted Applications on Provincial E-Service Portal Received Auto-notification from Provincial E-Service Portal

Oldest respondents (above 60

. 100 - 100 924 91.9 94.2 94.1
years old) were less likely to 0 00
submit applications online. £ 80 - _ 80
£ 70 S 70-
*  However, those in oldest 5 60+ 2 60+
: Z 50 - = 50-
bracket, who submitted 5 a0 . 71 S 40,
applications, were less likelyto 5 30 222 20 & 30
face difficulties. 20 4 l l 20 -
10 - 10 -

y Youngest respondents (below O Below2s  26-40 4160  Above 60 O elow2s 2640 4160  Above 60
25 yea rs Old) Vyere aISO leSS Faced Difficulty Using Provincial E-Service Portal Finalized in Person at Physical One-Stop Shop
likely to submit procedures 100 J 100
online than the middle two 90 - 90 -
age brackets (26-40,and 41-60 g - g o0
years old). 2 60- 2 60- 53.1

o o 481 493 ! 50.2
4 50 - % 50 -

*  However, younger ones more 2 40 2 40-

commonly faced difficulties. 4 ig 1 17 251 186 4 ;g
mims
0 | 0

Below 25 26-40 41-60 Above 60 Below 25 26-40 41-60 Above 60



Wide Regional Difference in Experience with

Provincial E-Service Portals

° Five Centra”y_run m uniCipalitieS 5 Submitted Applications on Provincial E-Service Portal
H 2 100—
had the highest percentage of =
S 60— 42.7 38.1 43.1
PESP users, although users also g . 3 207 27.2 346
crre S 20-
faced difficulty at a rate e
. = Northern Mountains Red River Delta ~ Central Coast  Central Highlands South East Mekong Delta National Level Cities
comparable to users in other
regions Received Auto-notification from Provincial E-Service Portal
. £ 100 >4 91.6 837 93.4 9.6
Among the six regions, PESPs were 8 5
used more in the Southeastern [ ‘2‘32
region- 5 Northern Mountains Red River Delta Central Coast  Central Highlands South East Mekong Delta National Level Cities
° However, the percentages of users Faced Difficulty when Using Provincial E-Service Portal
from both centrally-run .
. . .y 2 oo
municipalities and the Southeast 20, 2o . e o 27.4 105
region that must visit OSSs to 0 pm N e s mes B s
ﬁnalize procedures in person were < Northern Mountains Red River Delta Central Coast  Central Highlands South East Mekong Delta National Level Cities
a|SO the h|g heSt. Finalized Procedures in Person at Physical One-Stop Shop
£ 100-
E 80 = 558 62.0
S 60—
“35 40 -

Northern Mountains Red River Delta Central Coast  Central Highlands South East Mekong Delta National Level Cities



Slight Differences in Experience with Use of PESPs

by Gender, Ethnicity, Rural/Urban Divides in 2023

Women applicants were more likely to ~ Ethnic minorities were less likely to More rural applicants to finalize
come in person at an OSS to complete  submit applications through PESPs paperwork in-person at physical one-
procedures than men applicants. and receive auto-notifications from stop shops.

the portals.

Submitted Applications on Provincial E-Service Portal Received Auto-notification from Provincial E-Service Portal Submitted Applications on Provincial E-Service Portal Received Auto-notification from Provincial E-Service Portal Submitted Applications on Provincial E-Service Portal Received Auto-notification from Provincial E-Service Portal
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Male Female Male Female Kinh Other Kinh Other Urban Lacality Rural Locality Urban Locality Rural Locality
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k] k-] @ @ Z 404 Z 404
o 40 o 404 2 40 - 2 40 & ]
£ = ] ]
£ 304 195 20.1 2 304 & 30 26.8 G o304 30 - 231 30
204 20 - 20 J 19.0 204 20 20 4
0 0 0 0 ) 0 0
Male Female Male Female Kinh Other Kinh Other Urban Locality Rural Locality Urban Locality Rural Locality

Users’ Experience with PESPs by Gender Users’ Experience with PESPs by Ethnicity Users’ Experience with PESPs by Urban-Rural Areas



Minor Differences in Levels of Satisfaction with Online vs. Offline

Services for Administrative Procedures

 Those who did some or all .
processes of the three e 432 LS
procedures (LURCs, = 383 1250
government certification,
and personal papers) online
were slightly more satisfied
than those who completed
them only offline.

Level of Satisfaction (scale: 0-5 points)

Application for Application for Application for
Land Use Rights Government Certifications Personal Papers
Certificates

I Offline Online



Citizen Experience with Processing Administrative Procedures on

National E-Service Portal

« 2023 witnessed an increasing
number of citizens accessing and
setting up user profiles on the 8.33
NESP, although still at a slow pace:
about 8.3 percent of 2023 PAPI
respondents accessed the NESP in
2023, almost doubling the
percentagein 2022.

10
Accessed National E-Service Portal Set up Account on National E-Service Portal

6.39

4.05 4.14

3.05

Percentage of Respondents

» Also, the percentage of those who

2.08

set up accounts on the NESP = .
doubled, from 3.05 percent in 2022
to 6.39 percent in 2023. 0.

2020 2021 2022 2023 2020 2021 2022 2023



for Public Administrative Procedures

Dramatic Rise in the Number of Users of National E-Service Portal

Among 1,743 respondents
who accessed the National E-
service Portal in 2023, 54%
used it for handling
administrative procedures, a
sharp increase from 38% in
2022

Only 2% of users provided
feedback over the past three
years.

Usage as a search engine for
administrative procedures
fell by half from 61% in 2021.
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Procedures
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Conclusions and Policy Implications

Progress Concerns
1. Somewhat optimistic view of e-governance progress based 1. Limited progress made in engagement of citizens in
compared with previous years policy-making and responsiveness to feedback.
2. Rising number of citizens have internet access and own 2. Half of online service users could not pay for the
smartphones service via portals and paid in person at OSS.

. . . . Users’ concerns about personal privacy are prevalent.
3. Significant increase in the number of national and P P yarep

provincial e-service portal users between 2022 and 2023 4. Digital divides in access to the internet, smartphones
and especially personal computers between different
4. Applicants for public administrative services online population groups and geographic locations.
reported slightly higher levels of satisfaction with the
services

Policy Recommendations

» Public e-service providers should design and adopt a single-device approach to the online public service portals, so that
users can access them from anywhere with their smartphones.

» Central and local governments need to work towards narrowing the gaps in access to e-government and e-services
within gender, age, ethnicity, living area, and residential status.

» Traditional one-stop shops should receive further investment to provide offline and online services for those who do not
have smartphones or access to electricity and internet yet.
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 Composition of 2023 PAPI

* Overview of Provincial Performance in Four Key Dimensions
o Transparency in Local Decision-making (Dimension 2)
o Control of Corruption in the Public Sector (Dimension 4)
o Public Service Delivery (Dimension 6)

o E-Governance (Dimension 8)
« 2023 PAPI as an Aggregated Index

e Conclusions and Recommendations



Composition of 2023 PAPI

01

Participation
at Local Levels

02
Transparency
in Local
Decision

08

E-Governance

03
Vertical
Accountability
Towards
Citizens

07
Environmental
Governance |

06
Public
Service
Delivery

Control of
Corruption

in the Public

Sector

05

Public
Administrative
Procedures

DIMENSIONS

D1: Participation at Local Levels 19
D2: Transparency in Local Decision-making 21
D3: Vertical Accountability towards Citizens 13
D4: Control of Corruption in the Public Sector 16
D5: Public Administrative Procedures 13
D6: Public Service Delivery 21
D7: Environmental Governance 10
D8: E-Governance o*
No. of Indicators 122
No. of Sub-dimensions 28
No. of Dimensions 8

* 2 new indicators on public e-services added in 2023



Transparency in Local Decision-making (Dimension 2)

Dimension 2: Transparency in
Local Decision-making

All provinces scored between 4.31 to 5.88 on the 1-10 point
scale.

B High (5.4844-5.8761)
[ Mmid-High (5.1528 - 5.4656)
[] Mid-Low (4.7525 - 5.1274)

*  Northern provinces tended to perform better than southern
peers. Among 15 provinces in the High quartile:

[] Low (43093 -4.7103)

] Nodata
o  5inthe North Central and Central Coastal region,
o  4inthe Red River Delta, and
o  3in Northern Mid-land and Mountainous Region.
«  Among 16 provinces in the Low quartile:
o  8inthe Mekong River Delta,
o  3inthe Central Highlands and

o  3inthe Southeastern region




Changes in Performance in Transparency in Local Decision-making in
2023 compared to 2021

* 12 provinces made improvements in 2023 G

,_
fa)
8

o Largestincrease: Soc Trang Ten Gang
» 23 provinces saw significant declines o
o Largest decline: Tay Ninh

* 24 saw little change
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Citizens'access to information about local land plans in

2023 remained limited in all provinces

* Percentages of respondents having awareness of such information ranged from 6% to 31% in 61 provinces.
* Only 14 provinces exceeding 20%. Best performers are Ha Giang, Ba Ria-Vung Tau and Ninh Thuan.

* Some significant improvements compared to 2021 (by 5% or more) in 21 provinces
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Local Governments Have not Done Well with Land

Information Disclosure in 2023

PAPI findings resonate with results from the review of local governments’ disclosure of annual land use plans and
land pricing frameworks by UNDP, CEPEW and RTA in 2022 and 2023

460 out of 705 districts 46 out of 63 provinces disclosed land pricing
disclosed annual land use plans on their district frameworks on their provincial web portals
web portals in 2023, up from 389 districts in 2022 in 2023, up from 41 provinces in 2022

:

Available at https://congkhaithongtindatdai.info/



https://congkhaithongtindatdai.info/

Control of Corruption in the Public Sector

(Dimension 4)

Dimension 4: Control of
Corruption in the Public Sector

*  Provincial scores ranged from 5.86 to 8.15on a 1-10
point scale.

Il High (7.0570 - 8.1470)

B Mid-High (6.7614 - 7.0536)
[] Mid-Low (6.5661 - 6.7600)
[] Low (58563 -6.5458)

e 2023 saw more provinces in the North Central and B Nodsta

Central Coastal region (5 provinces) and the Northern
Mid-land and Mountainous region (5 provinces) in the
high performing group compared to 2022.

4 outof5inthe Central Highlands (except for Dak Lak)
in the low-performing group




Changes in Performance in Control of Corruption in the

Public Sector in 2023 compared to 2021

* 12 provinces made significant improvements

o Largestincreases: Dien Bien and Soc Trang

* 19 provinces saw significant declines

o Largest decline: Hai Phong o

» 28 saw little change compared to 2021
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Relationship Needed for State Employment by Province, 2023

Equity in State Employment
remains the weakest sub-
dimension of all.

Attribution: Personal
relationships remain important
for five public offices at
commune level (land registrars,
judicial officers, police, public
primary school teachers and
Commune People’s Committee
staff) in every province.
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No Relationship Needed When Applying for State Employment Positions by Province, 2023
(Branch size = percentage of respondents agreeing to provided positive statements; Perfect = 100% agreement)



Personal Experience with Paying Bribe for Land Use Rights

Certificates (LURCs), 2023 compared with 2021

» Proportions of applicants for LURCs who paid a bribe ranged from 19 to 81 percent, with the lowest seen in Tay Ninh and
the highest in Lam Dong in 2023.

» Positively, share of respondents who had to pay a bribe for LURC reduced in 34 provinces, with nine provinces (Ca Mau,
Cao Bang, Dien Bien, Ha Tinh, Hau Giang, Hung Yen, Soc Trang, Tay Ninh and Tuyen Quang) seeing a decline by more than

20 percent.

* In contrast, the number increased by more than 20 percent in Da Nang, Hoa Binh, Lam Dong and Quang Tri.

100%

Land Bribe Frequency as Experienced, 2021 Land Bribe Frequency as Experienced, 2023
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Public Service Delivery (Dimension 6) in 2023

Dimension 6: Public Service
Delivery

*  Provincial scores ranged between 6.76 to 8.30 on the
1-10 point scale, lower than in 2021.

[l High (7.8486-83041)
B Mid-High (7.5422 - 7.8132)
[] Mid-Low (7.1704 - 7.5338)

[] Low(6.7585-7.1671)

*  Best performers mainly found in the Red River Delta (7 =

out of 11), while each of the two regions of the
Northcentral and Central Coast as well as the Mekong
River Delta contributes 3 provinces.

* Inthe Low performing group are 7 of Mekong River
Delta (out of 13) and 4 in the Northern Mid-land and
Mountainous region.



Changes in Performance in Public Service Delivery

in 2023 compared to 2021

* Only Dien Bien posted significantly higher e
scores in 2023 than 2021 e

* 17 provinces saw significant declines o
o Largest declines: Tay Ninh and Long An e

* 41 saw little change compared to 2021
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2023

Quality of Public District Hospitals Remained a Problem in

Public district hospitals in
all provinces have much
room for improvement
across 10 criteria.

4 in 5 centrally-run
municipalities among the
poorest performers

Users complaining about
bed-sharing, unclean
restrooms, waiting times,
and healthcare workers’
priming of private
pharmacy outlets.
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E-Governance (Dimension 8) in 2023

Dimension 8: E-Governance

e All provinces still scored below 4.0 on the 1-10 point
scale, like previous 3 years.

[l High (3.4033-3.9728)
[ mid-High (3.2055 - 3.3889)
[ Mid-Low (2.9799 - 3.1723)
[] Low(2.5580-2.9561)

Among 15 provinces in Best performing group: i

* 5inthe Red River Delta
*  3in North Central and Central Coastal regions

. Da Nang, Ha Noi and HCMC

*  Among low performing provinces:
 7inthe Mekong River Delta
*  3inthe Central Highlands




Changes in Performance in Public Service Delivery

in 2023 compared to 2021

* 39 provinces posted significantly higher scores =&

* Largestincrease: Dien Bien, Soc Trang, Son Laand
Cao Bang

* 3 provinces saw significant declines et

o Lam Dong, Ha Nam and Nghe An Dot —
* 17 saw little change compared to 2021 i —
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Access to Internet and E-Government Portals Improved in

2023

* Large difference between Access to the internet and Access to e-government portals for e-services: Differences
larger than 2 points in 11 provinces, with Da Nang, Ha Noi, Hai Duong and HCMC seeing the widest gaps (2.22 to

2.37 points)

« Compared to 2021, access to the internet in 38 provinces increased in 2023, inching up 0.15 to 0.92 points,
indicating a great potential for access to e-services.
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Proportion of Respondents that Know Provincial Website and

Find It User-Friendly, 2021-2023

* Less than 40 percent of respondents familiar with their provincial websites said the portals were user-friendly.
 Compared to 2021, improvement in 14 provinces, with the largest increases in Lai Chau and Soc Trang.

» Usersin 42 provinces rated their provincial government portals poorer than 2021.

100% . . . . . .
Proportion of Respondents that Knows Provincial Website and Thinks It is User-Friendly, 2021
B Proportion of Respondents that Knows Provincial Website and Thinks It is User-Friendly, 2023
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Aggregated 2023 PAPI: Gaps to be Closed

2023 PAPI (Un-weighted)

*  Provincial 2023 PAPI scores range between 38.97 to
46.04 points on the 10-80 point scale, indicating large
gaps to be closed.

Bl High (43.9603 - 46.0415)

[ Mid-High (42.3966 - 43.9526)
[] Mid-Low (40.9044 - 42.3265)
[] Low(38.9711-40.8330)

[] Nodata

«  Among 15 provinces in the high-performing group:
5in Northcentral and Central Coastal regions
* 4inthe Red River Delta
Among 16 low-performing provinces:
 7inthe Mekong River Delta
* 3inthe Central Highlands




Median Values of Provincial Dimensional Scores,

2023 against 2021

« Significant improvement in E-Governance, followed by Participation dimension.

« Stagnation or slight decrease in other dimensions.

4.94

Dimension 1: Participation at Local Levels N 2023 Median

Dimension 2: Transparency in Local Decision-making I gli W 2021 Median
Dimension 3: Vertical Accountability Towards Citizens N i%}%
Dimension 4: Control of Cormuption in PUblic Sector %78‘51
Dimension 5: Public Administrative Procedures ‘_;’125_?
Dimension 6: Public Service Delivery . 15?%?6
Dimension 7: Environmental Governance _3';‘35?
3.17

Dimension 8: E-Governance I ) S



Comparing Highest and Lowest Provincial Dimensional Scores,

2023 against 2021

* Highest and lowest provincial scores in E-Governance increased significantly.

» Wider provincial differences in Participation and Control of Corruption.
* Declines of top scores in Transparency, Public Administrative Procedures and Environmental Governance.

10
_*’EJ o —e— Highest 2023
2 8.147 8.304 Highest 2021
= 8 S
i ' Lowest 2023

7

£ L
o 5.876 owest 2021
= 6 5'99_8 1 6.679 6.758
vl
% s 4.657 <856
= . 3.973
© 4.309
§ , 3.688 3.807
S 2.869
£ 2 2.558
[

ey

Dimension 1: | Dimension 2: Dimension 3: | Dimension 4: Dimension 5: | Dimension 6: | Dimension 7: Dimension 8:

Participation at Transparency in Vertical Control of Public Public Service | Environmental | E-Governance
Local Levels | Local Decision-| Accountability| Corruptionin | Administrative Delivery Governance
making Towards Public Sector Procedures
Citizens
—e—Highest 2023 5.908 5.876 4.657 8.147 7.640 8.304 4.290 3.973
Highest 2021 5.855 6.251 4722 8.146 7.765 8.464 4726 3.606
Lowest 2023 3.688 4.309 3.807 5.856 6.679 6.758 2.869 2.558

Lowest 2021 3.799 4.198 3.838 5418 6.642 6.356 2.853 2.012



Conclusions and Policy Implication

PAPI data serve as dashboard that shows a
province’s performance in a holistic manner
and highlights gaps from the expected
maximum scores.

*  Significant rooms for improvements in all
dimensions, even in E-Governance that saw
remarkable improvements, because a large
gap remains.

Therich information in 122 PAPI indicators
allow provinces to prioritize areas of focus and
assign responsibilities to relevant local
government agencies to increase citizen
satisfaction.

Information about land use plans and land pricing
frames to be disseminated online and offline.

Bribe-taking for handling land use rights certificates
must be reduced/eliminated.

Nepotism for state employment to be better
controlled to improve the quality of service.

Public investment in public hospitals at the district
level a must to increase access to basic but quality
public healthcare services.

Local government portals and provincial e-service
portals to be more accessible and user-friendly for
increased use and for return of public investment.
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Introduction to the 2024 Assessment

e A bundle of related policies
e Limitations in implementation
e 15t assessment results in 2023

e Contribute to improving e-government services from user perspective
Objective

e User-centric
e User-first
AR o User experience

2NN J o\ Joo

e Assessment of 63 provincial e-service portals (PESPs) according to defined criteria

e User experience: non-disabled and visually impaired people (i.e., application for criminal records)
e Summary of 200 reflections and recommendations on the National E-Service Portal (NESP)

e Fieldwork (to be implemented) )




Assessment of Accessibility for Visually Impaired Persons

based on Five Evaluation Criteria in 2024

e User-first approach - User experience basics

Is image authentication required?

Are there labels for links and buttons?

Are there headings?

Is it accessible and actionable for
ComboBoxes and EditBoxes?

Are there web status messages?




All 63 Provincial E-service Portals contain accessibility

errors

-

1.2 million visually
impaired persons in Viet
Nam have not been able
to access to online public
e-services

Accessibility for people with disabilities
(assessed by 6 WCAG 2.0 criteria)

9

® Doesn’t meet any criteria = Meets 1 criterion
Meets 2 criteria Meets 3 criteria
= Meets 4 criteria = Meets 5 criteria



Assessment of Accessibility for Visually Impaired Persons

based on Five Evaluation Criteria: Results in 2024

Improvements compared to 2023 results Limitations/Constraints

. Decrease in the number of errors found from  The number of errors that provincial e-service
Provincial E-service Portals portals still high

. Fewer errors with ComboBox and EditBox access * Image authentication (capcha) still required on

PESPs when logging in with a National E-service

* Image authentication (capcha) not required on Ssimo| SERaI

PESPs when logging in with an e-identification
(VNelD) account

HE THONG THONG TIN GIAI QUYET THU TUC HANH CHINH

\ﬂu 7:') TINH THUA THIEN HUE

2 , Hanh chinh phuc vu
~-€ONG DICH VU CONG QUOC GIA

K&t néi, cung cap thong tin va dich vu céng moi ldc, moi ndi

A THUTUCHANH CHINH TRA CUU ' THANH TOAN TRYC TUYEN v THONGKE HOI-DAP“ PHAN ANH KIEN NGH|\/ DANH GIA HUGNG DAN v

DANG NHAP
= Chon loai tai khodn ban muén sif dung déng nhép Céng Dich vu Tinh Thita Thién Hué
Ping nhip ks LA
Chon loai tai khodn ban muén sl dung ding nhip
Céng dich vu céng Quéc Gia “
g 9Q o) <>
Tai khodn cap béi Tai kr 6ng d pk
Céng dich vu céng Quéc gia Hue-S
-
Tai Tai khoan Binh danh Tai khoan cép bdi "‘
cé dién tif cap bdi B& Buu dién Viét Nam l )
Céng an ¥
Ve
Chua dp dung vdi tai khodn «cd quan nha nudc Tai khodn t6 chiic cdp t
quén trj clia Céng DVCQG Ry =
Dich vu céng



Limitations in Accessibility for Visually Impaired Persons:

Examples

* “Login" buttons on Ha Noi’s and Ninh Thuan’s Provincial E-service
Portals not yet assigned with a link or a button for users to click.

Ha Noi’s PESP: Users must click on ‘Login’ button Ninh Thuan’s PESP:
to display options for citizens or officials Inaccessible with its Login options

@ PR T o VT T B TR == " CONGDICH VU HANH CHINH CONG TINH NINH THUAN - Obieaip L0kl At
~«  HANH CHINH PHUC VU Hung dén it dung

A TNTUC DICHVUCONGTRUCTUYEN THANHTOANTRUCTUYEN TRACOU- HOTRO~ DANHGIA-KHAOSAT+ THONGKE  PHAN ANH KIENNGHI

TRA CUU TIEN DO HO SO'QUA WEBSITE

GIOVTHIEU DICHVUCONG TRUC TUYEN  THU TUCHANHCHINH PHANANHKIENNGHI KHODULIEUCANHAN TENICH

Trong nam 2024 don vi da:

99,8%

Bling han

* Nhap s6 bién nhan ma ban
chue nang sau khi dang ky ho so thanh con
néng da tiép nhan ho so

) « Phan Thanh Lién - Thi tuc ching thire hop ddng, giao dich lién quan dén 1i san I3 ¥
dong san, quyén sit dung dat v nha 6 - Uy ban nhdn dén xé HO Hai

« Nod Minh Ding - Th tuc cép gidy phép xdy dung mdi ddi véi cong trinh cap Il cdp e

@ DANGKY HO SO QTRAC D IV (Cong (W khang theo tuyén/Theo Iuyén. trong do fhf/Tm nqudng, ton gido/Tuong

daj, tranh hoanh trng/ Theo giai doan cho cong trinh khng theo tuyén/Theo giai doan

cho cdng trinh theo tuyén trong do thi/Du dn) va nhé & riéng Ié - Thanh pho Phan
Rang - Thap Cham

CONGDAN  DOANH NGHIEP KETQUAXULYHOSO | 203 ~

A3  Coconnho 4 Hoctap

Viéc la 42> Hon nhan va gia dinh B ¥
iéc lam lon nhan va gia din « Ban QL dich vu cong ich thanh phd - Thd tuc tham dinh va diu chinh Thiét ké xdy

@ C”N“ DICH VU CONG QUOC GIA duma trién khai sau thiét ké ca sd - Thénh pho Phan Rana - Thép Cham

dichvucong.gov.vn - R n 2 R
. W ’ b4, B et
% ; N
AN ¥
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Limitations in Accessibility for Visually Impaired Persons: Examples with

Application for Criminal Records and Use of ComboBox

Thai Nguyen’s PESP:
* Expand/Collapse button of the profile
information fill form not yet labeled
* Headings missing on the home page
* No web status notifications

Cap Phiéu ly lich tu phap cho céng dan Viét Nam, ngudi nudec ngoai dang cu tri tai Viét Nam X

Baon vi nhin

S& Tu phap
O Thong tin tal khoan chua dugc xdc thuc béi CSDL quéc gia vé dan cu Cap nhat thong tin
Thong tin ho so

L& chi hé so

THONG TIN HO SO

Ho tén @ * V5 C&m Giang Ngay sinh Gigi tinh - Chon Gig... =
Nai sinh (D * Quéc tich® * Viét Nam . Déntéc(® " Kinh
Bia chi thuang trd Dia phuang --- Chon Bia phuong thugng tra ---
@ thudng tra @ *
Dia chi tam trd Bia phuong tam
tri
Loai gidy t& tly --- Chon Loai gidy t& tuy than --- v 56 gidy tg tly than 051194000839

] Nop hé sd & Thém tiép ) Nop hbd so m
T R

Application for Criminal Record on Thai Nguyen’s PESP

ComboBox on provincial e-service portals of provinces
such as Kon Tum and HCMC make visually impaired users’

screen-reader cursors suspended

Bx O 0O :

ComboBox of HCMC'’s E-service Portal
make the screen-reader cursor suspended



Results from Assessment of 63 Provincial E-service Portals in

2024: What's behind the Numbers?

* Inputinformation to understand the current
performance of Provincial E-Service Portals
and why most citizens have not used them.

* Towards a common goal: Improving user-
centric Provincial E-service Portals

> The need for inclusion of users from the
design stage

“As long as provincial web
and e-service portals meet
technical standards on
accessibility, they will be of
great help.”

Mr. Truong Tuan Tu,
a visually impaired person
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