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Issues of Greatest Concern for Citizens in 2023
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Changes in Issues of Greatest Concern, 2021-2023
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Categories Issues Included

Poverty Poverty and Hunger

Economic Governance and

Conditions

Jobs, Employment, Bank Loans, Agriculture Policy, GDP Growth, Inflation, Living

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.
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Percentage of Respondents Having Access to Internet at Home, 2016-2023
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Percentage of Respondents Having a Smartphone, 2018-2023Percentage of Respondents Having a Computer/Laptop, 2018-2023
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Progress Concerns

Policy Recommendations
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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 9*

No. of Indicators 122

No. of Sub-dimensions 28

No. of Dimensions 8

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

• Overview of Accessibility 
of 63 Provincial E-Service Portals 
from Users’ Experience in 2024: 
The Need for Inclusion of Users from the 
Design Stage





Context

• A bundle of related policies

• Limitations in implementation

• 1st assessment results in 2023

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

Approach

• User-centric 

• User-first

• User experience

Method

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

• User experience: non-disabled and visually impaired people (i.e., application for criminal records)

• Summary of 200 reflections and recommendations on the National E-Service Portal (NESP)

• Fieldwork (to be implemented)



Assessment of Accessibility for Visually Impaired Persons 
based on Five Evaluation Criteria in 2024

• User-first approach - User experience basics



13

15

9

2

15

9

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

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

• Decrease in the number of errors found from 
Provincial E-service Portals

• Fewer errors with ComboBox and EditBox access

• Image authentication (capcha) not required on 
PESPs when logging in with an e-identification 
(VNeID) account

Limitations/Constraints

• The number of errors that provincial e-service 
portals still high

• Image authentication (capcha) still required on 
PESPs when logging in with a National E-service 
Portal account



•

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

Ninh Thuan’s PESP: 
Inaccessible with its Login options
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ComboBox of HCMC’s E-service Portal 
make the screen-reader cursor suspended

Application for Criminal Record on Thai Nguyen’s PESP
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➢

Mr. Truong Tuan Tu, 
a visually impaired person



THANK YOU!



www.papi.org.vn


	Backdrop
	Slide 1

	Section
	Slide 2
	Slide 3: Session 1:  Opening Remarks and Keynotes

	Content
	Slide 4: Session 2:  Governance and Public Administration Performance    at the National and Provincial Levels    and Issues of Greatest Concern in 2023
	Slide 5: Overview of National Trends  in Governance and  Public Administration  Performance in 2023
	Slide 6: Contents
	Slide 7: 2023 Context
	Slide 8: PAPI as a Barometer of Governance and  Public Administration Performance in Viet Nam since 2009
	Slide 9: 2023 PAPI Methodology
	Slide 10: PAPI Respondents and Field Sites
	Slide 11: 2022-2023 PAPI Overview: How did governance and public administration performance change from a national perspective? 
	Slide 12: Performance in Transparency in Local Decision-Making Declined in 2023
	Slide 13: Transparency in Local Decision-Making Declined: Why?
	Slide 14: Performance in Control of Corruption in the Public Sector Slightly Improved in 2023
	Slide 15: Improved Performance in Control of Corruption in the Public Sector: Why? 
	Slide 16: Willingness to Fight Corruption on Downward Trend in 2023: Why?
	Slide 17: Conclusions and Policy Implication
	Slide 18: Issues of Citizens’ Greatest Concern in 2023: Implications for Policy Actions in 2024
	Slide 19: Top 10 Issues of Greatest Concern for Citizens in 2023
	Slide 20: Issue of Greatest Concern in 2023: Concern about Jobs/Employment Spiked
	Slide 21: Trends in Issues of Greatest Concern for Citizen by Major Themes, 2015-2023
	Slide 22: More Citizens were Worried about their Household Economic Condition in 2023
	Slide 23: More citizens were pessimistic of household economic situation in 2023 compared to five years ago
	Slide 24: As economic concerns surged, concern about environment and other issues lagged out of top 10 issues in 2023
	Slide 25: 2023 Saw a Larger Number of Respondents in Mekong Delta Reporting Experience with Saline Intrusion 
	Slide 26: Citizens Reported Increased Incidences of Flooding  in 2023
	Slide 27: Conclusions and Policy Implication
	Slide 28: E-Governance Performance in 2023: Closing the Digital Divide
	Slide 29: Contents
	Slide 30: Background and Legislative Context
	Slide 31: Overview of E-Governance Performance since 2020
	Slide 32: Rapid Growth in Internet Access since 2016
	Slide 33: Gaps in Access to Internet at Home Converging toward 2023
	Slide 34: Similar Digital Divides with Computers and Smartphones
	Slide 35: Local Government Information Portals Largely Unused by Citizens
	Slide 36: Slight Decline in Interaction with Government's Publication  of Draft Regulations and Responses to Citizens’ Comments Online
	Slide 37: Experiences with National and Provincial E-Service Portals
	Slide 38: Significant Differences in E-Portal Experiences by Age
	Slide 39: Wide Regional Difference in Experience with  Provincial E-Service Portals
	Slide 40: Slight Differences in Experience with Use of PESPs  by Gender, Ethnicity, Rural/Urban Divides in 2023
	Slide 41: Minor Differences in Levels of Satisfaction with Online vs. Offline Services for Administrative Procedures 
	Slide 42: Citizen Experience with Processing Administrative Procedures on National E-Service Portal
	Slide 43: Dramatic Rise in the Number of Users of National E-Service Portal for Public Administrative Procedures 
	Slide 44: Conclusions and Policy Implications
	Slide 45: Overview of  Provincial Performance  in 2023: Mind the Gaps  in Policy Implementation
	Slide 46: Contents
	Slide 47: Composition of 2023 PAPI
	Slide 48: Transparency in Local Decision-making (Dimension 2)
	Slide 49: Changes in Performance in Transparency in Local Decision-making in 2023 compared to 2021
	Slide 50: Citizens’ access to information about local land plans in 2023 remained limited in all provinces
	Slide 51: Local Governments Have not Done Well with Land Information Disclosure in 2023
	Slide 52: Control of Corruption in the Public Sector  (Dimension 4)
	Slide 53: Changes in Performance in Control of Corruption in the Public Sector in 2023 compared to 2021
	Slide 54: Relationship Needed for State Employment by Province, 2023
	Slide 55: Personal Experience with Paying Bribe for Land Use Rights Certificates (LURCs), 2023 compared with 2021
	Slide 56: Public Service Delivery (Dimension 6) in 2023
	Slide 57: Changes in Performance in Public Service Delivery  in 2023 compared to 2021
	Slide 58: Quality of Public District Hospitals Remained a Problem in 2023 
	Slide 59: E-Governance (Dimension 8) in 2023
	Slide 60: Changes in Performance in Public Service Delivery  in 2023 compared to 2021
	Slide 61: Access to Internet and E-Government Portals Improved in 2023
	Slide 62: Proportion of Respondents that Know Provincial Website and Find It User-Friendly, 2021-2023
	Slide 63: Aggregated 2023 PAPI: Gaps to be Closed 
	Slide 64: Median Values of Provincial Dimensional Scores,  2023 against 2021
	Slide 65: Comparing Highest and Lowest Provincial Dimensional Scores,  2023 against 2021
	Slide 66: Conclusions and Policy Implication
	Slide 67: Session 3:  Q&A and Closing
	Slide 68
	Slide 69: Users’ Assessment of Accessibility of  63 Provincial E-Service Portals from Users’ Experience  in 2024
	Slide 70: Introduction to the 2024 Assessment
	Slide 71: Assessment of Accessibility for Visually Impaired Persons based on Five Evaluation Criteria in 2024
	Slide 72: All 63 Provincial E-service Portals contain accessibility errors
	Slide 73: Assessment of Accessibility for Visually Impaired Persons based on Five Evaluation Criteria: Results in 2024
	Slide 74: Limitations in Accessibility for Visually Impaired Persons: Examples
	Slide 75: Limitations in Accessibility for Visually Impaired Persons: Examples with Application for Criminal Records and Use of ComboBox
	Slide 76: Results from Assessment of 63 Provincial E-service Portals in 2024: What’s behind the Numbers?

	Thank you
	Slide 77
	Slide 78


