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1. Introduction 

1.1. Research Objective 

This study aims to assess the current situation of providing online public administrative 

services (OPAS) for people in Ha Giang, assessing the advantages and disadvantages of civil 

servants in providing online public services to propose solutions to improve the quality of online 

public services, aiming for better serving citizens, especially those from ethnic minorities in 

remote areas. 

1.2. Research Questions 

The study focuses on answering the following questions: 

- Why is the percentage of people in Ha Giang province using OPAS still very low despite 

reported efforts at all levels of provincial governments to provide and modernize public 

administrative services? 

- What opportunities and challenges does Ha Giang have in implementing OPAS? 

- How can Ha Giang people, especially those from ethnic minorities, get access to OPAS 

more conveniently? 

1.3. Research Scope 

- Regarding research content: The study only focuses on two public administrative 

services: (i) Issuance of birth certificates, permanent residence registration, and health insurance 

cards for children under 6 years of age according to regulations of Vietnamese law ("3 in 1" 

procedure), (ii) Issuance of certificates of land use rights and ownership of assets attached to land. 

These are two basic types of public administrative services, which many people use and have 

many influences on people's lives. 

- About the research area: In addition to working with department-level units of Ha Giang 

province such as the Department of Home Affairs, the Department of Natural Resources and 

Environment, the Provincial Police, the Provincial Social Insurance..., the research team focused 

on exploring the provision of these two public services in three communes of Bac Quang district, 

including Viet Quang town, Tan Quang commune, and Tan Lap commune. These are 3 communes 

representing 3 different socio-economic groups according to the Prime Minister's Decision No. 

33/2020/QD-TTg dated November 12, 2020, on criteria for identifying ethnic minority areas and 

mountainous areas according to the development level for the period of 2021 - 2025. Viet Quang 

town is located in Region I (communes with a poverty rate of less than 10% or have been 

recognized as meeting new rural standards), Tan Quang commune belongs to Region II (the 

commune is still facing difficulties), and Tan Lap commune belongs to Region III (the commune 

is extremely difficult). 

1.4. Research Objectives 

The study focuses on the role of stakeholders in providing the above two public 

administrative services, specifically: 
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Birth registration, permanent residence registration and issuance of health insurance 

cards for children under 6 years old ("3 in 1" procedure): The study analyzes the role of the 

health facilities, commune-level people's committees, commune-level judicial officers, district-

level police, and district-level social insurance agencies in issuing birth registration, permanent 

residence registration, free health insurance card for children under 6 years old. 

Certificate of land use rights and ownership of assets attached to land: The study 

analyzes the roles of departments of natural resources and environment,  departments of 

information and communications, and district-level people's committees (district-level sections of 

natural resources and environment, the chairmen of district-level people's committees), 

administrative civil servants (the one-stop-shop service, commune-level cadastral officials), the 

chairmen of commune-level people's committees, and civil servants carrying out administrative 

procedures related to granting land use right certificates for the first time and for renewal. 

1.5. Research Methodology 

During the research, the following methods were applied: 

- Desk study: The research team used secondary data including legal documents of 

Vietnam and data from the General Statistics Office, PAPI Index, Vietnam Digital Transformation 

Index, and other local government reports to explore the legal provisions related to public 

administrative service delivery to understand the readiness of e-services for administrative 

procedures at the district and commune levels. 

- Participatory and interview method: The research team conducted direct interviews 

with civil servants responsible for providing public administrative services to find out the needs, 

aspirations and difficulties of stakeholders in the field of OPAS provisions to the people. The 

research team also interviewed people who used public services in the study areas by 

questionnaire. The aim is to find out what unnecessary is and what a bottleneck is in the process 

of providing public administrative services through national and local online public service portals. 

- Observational and experimental method: As researchers, the research team directly 

observed the process of public service delivery (issuance of land use right certificates, "3 in 1" 

procedure) to clearly understand how to deal with an administrative procedure at the One-stop 

shop in the selected study areas. At the same time, as a citizen applying to public service, the 

research team accesses the online public service portal to find out the necessary procedures when 

performing two groups of procedures in the study. 

- Consultative methods: Meetings are conducted with experts to provide assessment, 

evaluation and solutions to improve the quality of public services as well as consultation with 

leaders of provinces, districts and communes were also held. The final consultation meeting will 

be held with representatives of authorities at all levels in Tra Vinh. 

The study was organized according to the following steps: 

1. Problem identification: The research team discussed with authorities and officials in 

charge of their respective fields at the provincial, district and commune levels to identify the 

problems they faced when moving towards e-governance in their locality. 

2. Information collection: The research team collected information through interviews, 

questionnaires with users at the District and Commune level One-stop Shops and observed, 
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accessed the public service portal of localities selected for research in Tra Vinh. The research 

team analyzed the data gathered from observing how selected administrative procedures are being 

handled at the district and commune-level “One-stop Shop”. 

3. Appraisal with stakeholders: Research results are presented immediately in 

meetings with functional agencies in charge of "one-stop shop" at district and commune 

levels, providing two sets of public administrative procedures. 

4. Recommendation of solutions: The group worked together to make 

recommendations on solutions to improve the public services that Tra Vinh provincial 

authorities need to implement in order to improve the quality and quantity of public services, 

especially solutions to create more convenience for all people, especially ethnic minorities 

in accessing and using public services. 

Key findings 

1.6. Overview of Ha Giang Province 

Ha Giang is a mountainous province in the north, with an area of 7,929 km2, a population 

of 855,000 people. The number of district-level administrative units is 11; and, the number of 

commune-level administrative units is 193. There are many ethnic groups, in which Hmong ethnic 

group accounts for 33%; and, Tay 23%, Dao 15%, Viet 12.8%, Nung 9.7%... 

In 2020, Ha Giang’s Public Administrative Reform Index (PAR INDEX) ranked 23rd out 

of 63 provinces and cities in Vietnam; the Provincial Governance and Public Administration 

Performance Index (PAPI) of Ha Giang belongs to the low average group of the country. Besides, 

Ha Giang’s Provincial Competitiveness Index (PCI) ranked 61st and Ha Giang’s Information and 

Communication Technology Index (ICT INDEX) ranked 23rd. 

Notably, in 2020, for the first time, the Ministry of Information and Communications 

announced the Digital Transformation Index, whereby Ha Giang reached 0.3220, ranked 26/63 

and the Digital Government index reached 0.3548. 

Ha Giang is a province with many socio-economic difficulties, with the population being 

mostly ethnic people; hence, the implementation of OPAS provision at level 3 and 4 will certainly 

face many obstacles. This is a point that needs to be paid close attention to when studying the 

status of OPAS provision in the province. 

Key findings from empirical research on two groups of administrative services within the 

research scope for 2020-2021 in Ha Giang province:  

In terms of the level of readiness in the digitalization of public administrative services, 

provincial leaders have clearly shown their determination to accelerate administrative reform, 

build e-government, as well as expand and improve the quality of OPAS. Only from 2020 up to 

now, the province has issued many relevant documents (See Appendix 1). 

Provincial report (No. 346/BC-UBND dated October 20, 2021) analyzing the PAPI of Ha 

Giang province in 2020 for the Policy Advisory Workshop to improve the efficiency of Ha Giang's 

OPAS shows that the province provides OPAS at level 4 for 1,568 APs (reaching 100% of eligible 

administrative procedures), level 3 for 156 APs. The rate of applications received online reached 
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6.56%, especially at the Provincial Public Administration Service Center was 44.36%. The 

number of dossiers that were resolved early and on time in the whole province reached 94.01%. 

     However, when we directly accessed the website dichvucong.hagiang.gov.vn, we find 

that most of the public administration procedure sets provided online only include relevant 

information, instructions, and forms for people to download, fill out and then submit physically 

to the authorities. Thus, according to the provisions of Circular No. 26/2009/TT-BTTTT, this 

level of public administrative service provision is only at level 2. 

1.6.1. Reality of online public administrative service provision in two groups of 

administrative services within the scope of research in 2020-2021  

For two sets of procedures that HCMA has chosen for research in Bac Quang district, Viet 

Quang town, Tan Quang commune, Tan Lap commune, including (1) "3 in 1" procedure (the 

issuance of birth certificate, health insurance card, and household registration/registration of 

permanent residence) and (2) procedures for granting land use right certificates, these localities 

are ready to provide OPAS. However, according to the survey of the research group at the public 

administrative service portal (online) in Ha Giang province, these administrative procedures are 

only at level 2. In fact, in the past two years, there have been no cases receiving these two 

administrative procedures online in the surveyed localities. 

a. Online public administrative services for public administrative services related to 

granting birth registration, permanent residence registration, and health insurance cards for 

children under 6 years old (often known as the “3 in 1” procedure).")  

Perspectives of officials and civil servants  

In the list of compulsory OPAS in 2021 (according to Decision 406/QD-TTg in 2021), 

there is a regulation on linking birth registration, permanent residence registration, and issuance 

of health insurance cards for children under 6 years old at level 4, in which the Ministry of Justice 

is mentioned to take the lead in restructuring the process, building a system of providing inter-

connected OPAS; The Ministry of Public Security shall coordinate in implementing the electronic 

connection process,  assuming the prime responsibility for organizing the implementation of 

electronic permanent residence registration in the interconnection process. And, Vietnam Social 

Security cooperates to implement the electronic connection process, assuming the prime 

responsibility for organizing the implementation of the issuance of health insurance cards in the 

electronic connection process. Provincial People's Committees organize the implementation on 

the basis of the guidance of the Ministry of Justice; Implementation time: third quarter of 2021. 

However, at the end of 2021, the ministries mentioned above have not completed their 

work, so the provinces do not have a basis to apply the new regulations. Currently, Ha Giang still 

carries out the "3 in 1" procedure according to the old regulations. 

Judicial officials working at the "one-stop shops” all affirmed that if people send their 

documents to them by post, they are ready to deal with them. In fact, in Xi Man District, birth 

registration services have been provided when people send documents via email. However, due 

to current regulations, the Commune-level People's Committee still has to keep records of the 

following documents: birth certificate (in case a citizen does not give birth at a health facility but 

gives birth at home, it must be certified by a witness), citizen identity card of mother or father, 
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marriage certificate, application for birth certificate, so in the end, people still have to send a 

notarized copy of those documents to the government. 

Currently, the civil status software has a good connection with the Vietnam Social Security 

but not with the Ministry of Public Affair. However, the registration of permanent residence is 

now carried out by the commune-level police, so the direct connection is also quite convenient. 

When people bring documents to register the birth of their children, the judicial officer 

will receive and guide the citizen to fill out the application, enter information into the civil status 

software, send it online to the software for automatic identification number issuance of the 

Ministry of Justice, and send to the district-level social security agency (online). The district-level 

social security agency will issue a health insurance card for the child and send it back to the 

judicial officer. The judicial officer brings the dossier to commune-level police station to register 

for permanent residence, then prints the birth certificate and sends it to the citizen. Citizens receive 

birth certificates, health insurance cards, and confirmation of permanent residence. 

However, although not often, sometimes software errors still occur, causing judicial 

officials not to receive identification numbers for citizens right away, slowing down the time to 

process documents and issue birth certificates to citizens. 

Perspectives of interviewed users  

When interviewing some citizens who had completed 3-in-1 procedures at the "one-stop 

shops", most reflected that they did not know that their documents could be processed online. 

And, the distance from their home to the headquarters of the Commune-level People's Committee 

is not far away, so it is easy to take advantage of direct offline work. Currently, the procedure at 

the commune level is guided quite enthusiastically by judicial officers and does not take much 

time. Besides, the habit of making documents physically makes people not use OPAS. 

According to current regulations (Decree 87/2020 of the Government), after completing 

the online birth registration application; and then at the time of receiving the results, people must 

submit all documents such as going through the physical procedures. Therefore, people do not 

want to use OPAS because in this case, they have to do all kinds of paperwork twice. Instead, 

they do it physically, without having to carry out complicated OPAS. 

b. Online public administrative service for public administrative services related to the 

issuance of certificates of land use rights, ownership of houses and other assets attached to 

land of citizens  

   Perspectives of officials and civil servants 

- Online public administration procedures with this type of procedure are only provided 

by Ha Giang at level 2 (According to Circular No. 26/2009/TT-BTTTT, level 2 regulates that 

users download declaration forms to complete the dossier as required). 

- According to the cadastral officials, the procedure for changing the land use right 

certificate is simple, but the first issuance is quite complicated, related to the origin of land and 

legal regulations. Some localities do not have digital cadastral maps but use old and inaccurate 

maps, while the scene has changed much. For example, the application for a land use right 

certificate requires a minutes of meeting with neighbors to determine that the land is not in dispute. 

Some households have multiple land plots while it is stipulated that each household can only have 
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200m2 of residential land. Determining the origin and area of residential land for each plot is very 

difficult. 

- The cadastral officers of Tan Lap Commune believe that OPAS are not yet an urgent 

need for areas with little demand because in 2021 the commune has received just one dossier to 

request a land use right certificate; 

Perspectives of interviewed users 

- Through interviews with people, it is shown that land is a valuable asset, so people do 

not want to hand over related documents to others, even to public postal service employees to 

carry out procedures for issuing/exchanging land use right certificates; 

- Dossier for the issuance of a land use right certificate is quite complicated, so it is 

necessary to meet directly with civil servants for specific and detailed instructions. 

1.6.2. Causes 

Research results in the area, through interviews with stakeholders and a look at the public 

administrative service website of Ha Giang show that the reason why OPAS have not developed 

and are rarely used is due to both subjective and objective reasons: 

Subjective Reasons 

Firstly, the online public administrative service portal requires opening an account and 

logging in, but people do not regularly use OPAS. Many people only do it once every few years, 

so when they do it online, they have to open a new account or reopen it before they can log in and 

go to the online public administrative service page to do the procedure. Some of the information 

that people are required to provide when opening an account is not clear, making them unsure 

how to provide information. For example, in the "address" section, some people, whose current 

residence is different from their household registrations, do not know what kind of information to 

declare. 

Secondly, the propaganda and dissemination of the online public administrative service 

portal have not been done well. For example, all 12 people (users) interviewed during a business 

trip said they "didn't know" or "didn't listen" to the province's online public administrative service 

portal. Even in Ha Giang city, the proportion of people using OPAS is very low, while the access 

to OPAS of ethnic minorities is much worse than that of the Kinh minority. 

Thirdly, the online administrative procedure process with these two types of procedures is 

only provided by Ha Giang at level 2 (According to Circular No. 26/2009/TT-BTTTT, level 2 

regulates that users download declaration forms to complete the dossier as required). After 

completing the application, it will be sent directly or by post to the agency or organization 

providing the service). This can only be done if people have computers, printers, scanners... while 

in fact, few families have computers and printers. The common mean that people have for 

performing OPAS is a smartphone, but in general, it is not possible to fill out forms and print. 
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For the 3-in-1 procedure, in addition to the general cause, there are also the following 

causes: 

- The opinion of the commune-level judicial officers and the results of interviews with 

some people show that implementing public administrative services directly and physically at the 

one-stop shops in the communes is also convenient and does not take much time; therefore, people 

want to come directly. 

- The habit of doing face-to-face procedures is also a factor that keeps people away from 

doing online. 

For the procedure for granting a certificate of land use rights, there are also the following 

causes: 

- Through interviews with people, it is shown that land is a valuable asset, so people do 

not want to hand over related documents to others, even to public postal service employees to 

carry out procedures for issuing/exchanging land use right certificates  

- According to the assessment of officials and civil servants of Tan Lap commune, OPAS 

are not an urgent need for areas with little demand because in 2021 the commune has received 

just one dossier to request the issuance of a land use right certificate. 

Objective Reasons 

Firstly: Some legal provisions (for example the Law on Archives issued in 2011) are 

outdated and no longer suitable with the current situation of administrative reform and the current 

trend of digitalization. People who conduct online procedures still have to bring the original 

documents to submit physically to the government, so they tend to want to do it physically instead 

of taking time to declare online and then have to bring the dossiers to submit in person for 

archiving or for checking. For example, when doing 3-in-1 procedures, citizens must submit 

documents including: original birth certificate, ID cards of parents; family registration book, 

marriage registration certificate of parents. Although Ha Giang stipulates that this document can 

be sent by public post, but this is a procedure that is handled at the commune-level government. 

Besides, the distance to the office of the commune-level People's Committee is not far, so people 

often choose to work physically and directly at the office. 

Interviews with some people who have done administrative procedures in the communes 

show that the distance to the headquarters of the Commune People's Committee is close to them, 

the procedure is quick and concise, and the results are received immediately, so people want to 

go to the headquarters of the commune-level People's Committee to carry out procedures; 

Secondly, at present, the citizen database and other types of databases related to the people 

are basically not available, or if any, have not been shared for wide use by all levels of government. 

And there is no legal regulation to exploit this data. In the application file of many OPAS, there 

are requirements for identity cards or citizenship cards, permanent residence, marriage registration, 

marital status, etc. to be verified. If the information has been collected in the citizen database and 

levels of government are entitled to get access to this database will greatly reduce paperwork and 

time for people when completing dossiers. 

Thirdly, the IT infrastructure is not ready to do at level 4, people still have to go to tax 

offices to pay financial obligations when carrying out procedures for granting land use right 

certificates. Moreover, Ha Giang has mountainous terrain; thus, traffic and travel are difficult, 
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especially with weak phone and internet signals; and, some concave areas even have no signal. 

This prevents people from accessing online services on a large scale, especially in remote and 

isolated areas. 

The birth management software and the software for issuing personal identity codes are 

not synchronized, leading to a delay in the issuance of personal identity codes to print on the birth 

certificates. 

Fourthly, land is a complicated issue not only in regulations on procedures for issuing 

land use right certificates but also in its value as land is an asset of great value. Besides, land 

origin is often complicated and unclear, and the land management in the past was not good. 

Research in Bac Quang district shows that the district does not have an accurate and 

complete land information database system (still using the old system with many errors, leading 

to overlapping land use rights and causing many land disputes). 

The application for the certificate of land use right requires an extract or an extract of the 

land measurement, while only 15 out of 23 communes, wards and townships have been re-

measured but no data is available. 

According to current regulations, the commune-level government is required to conduct 

public consultation (community meeting) on the land use rights that is being requested for the first 

time, and this process has not been digitalized at the commune-level government. In many cases, 

when there is no dispute, people do not want to go to meetings because they think that the 

neighbor's application for a land use right certificate has nothing to do with them. 

In some communes like Tan Lap, the rate of granting land use right certificates to people 

is still low. Moreover, the origin of the land is not clear; and, the field has changed a lot compared 

to the existing map, so it is difficult to determine the origin of the land. 

Determining the area of residential land in agricultural plots is difficult because some 

households have some accommodation in certain parcels of land (for example, some households 

have shacks to look after their plots). 

Conclusions and recommendations 

1.7. Conclusions 

Digital transformation is an inevitable trend of the modern world, but how to make OPAS 

provided by the government in line with the requirements, aspirations and conditions of the people 

to help them get access to these services easier requires many changes from central to local 

government. 

An empirical study in Ha Giang with two sets of procedures, including "3-in-1" procedures 

and the procedure for issuing land use right certificates shows that, although the government has 

invested a lot of resources in providing OPAS, the number of dossiers processed online are still 

low. Complicated procedures, outdated legal regulations, OPAS at just level 2, habits and poor 

technical conditions of users are major challenges in making people use OPAS. 

However, the following factors can be considered as opportunities for Ha Giang to 

promote online public administrative service delivery in the coming years. 
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- The political wills of the provincial government in administrative reform is great (as 

mentioned above, the province has issued many legal documents to promote PAR and improve 

the quality of government performance). The education level of commune-level civil servants is 

not low (in Tan Lap commune, more than 80% of civil servants have a bachelor's degree). 

- The low population density does not create excessive pressure on the administrative 

system at all levels. 

- The province and localities have been taking measurements of land use maps, publicizing 

updated maps, aiming to build a land database of the province, thus minimizing difficulties in 

identifying land origin when performing administrative services related to land use right 

certificates. 

- Citizen database will soon be put to exploit to facilitate the public administration, and 

the ability to link the judicial software with the software for making and transferring birth 

certificates of the health care sector (health centers, district-level hospitals) based on personal 

identity numbers of father, mother, guardian. Therefore, it is possible to reduce some procedures, 

reducing the required documents for submitting such as a photocopy of ID card and household 

registration book. Currently, 100% of people aged 14 and over in disadvantaged communes like 

Tan Lap have been given enough information to make a citizen's identity card with a personal 

identity number; 100% of people under 14 years old have been updated on the citizen data system. 

- For communes where people have to travel quite far in unfavorable road conditions, e-

services are considered more necessary. 

- Learn from experience from some provinces and cities that have implemented these two 

groups of public administrative services at level 3 and 4; especially, experience from Xin Man 

District, Ha Giang Province where the “3 in 1” service has been implemented at level 4. 

- The trend of digitization is taking place strongly on a worldwide scale and in Vietnam, 

making the use of OPAS inevitable and irreversible. 

- Vietnam has the potential to develop information technology, creating favorable 

conditions for the development of OPAS. 

1.8. Recommendations 

Online public administrative services bring convenience to the government and people 

and are an inevitable trend in modern society. In the current practical context in Ha Giang, to 

make it easier for people to get access to OPAS and use public services more and more, we 

propose the following recommendations: 

3.2.1. Recommendations to Ha Giang 

a. General solutions 

- Prioritize investment in IT facilities at the commune-level, especially in communes with 

many difficulties, sparse population and having many residents from ethnic minorities; 

- Strengthen training and enhance capacity in using software and applying information 

technology for district and commune-level officials; 
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- Simplify the application form system that needs to be declared after the citizen database 

has been built; encouraging users to fully declare for the first time so that the system can 

automatically retrieve users’ data when relogging (refer to Lao Cai's method); 

- Regularly monitor the frequency of implementation in each commune, ward, and 

township in each district to better understand the needs in the area in charge of the district/city-

level section of Natural Resources and Environment; 

- Propagate and disseminate for people to know and use the OPAS, focusing on the 

following contents: 

- With a same type of work, but there are two ways to do it, that is to go directly 

to the government and meet with civil servants to do the procedures or sit at home to 

complete the online application. 

- The benefits that OPAS bring compared to traditional services. 

- The way people need to use OPAS… 

- Make video clips instructing how to use the online public administrative service 

portal of the province and how to perform common administrative procedures in the main 

ethnic minority language in the province to effectively support users. 

- Coordinate to provide OPAS directly to villages (mobile public administrative services) 

to support people in remote and isolated areas, especially in 'recessed' areas that do not yet have 

access to electricity and internet. 

- Mobilize Youth Union members to participate in supporting users at the commune-level 

one-stop shop and mobile services to villages in remote and isolated areas, which are without 

internet coverage, 3G, 4G, and the surrounding areas of internet outage areas. 

- Continue to restructure the implementation processes but need to be user-centered. 

- Model the steps to carry out administrative procedures for easy identification and 

understanding, and publicly post them at the district and commune level one-stop shops; Post 

diagrams at village cultural houses or assign village heads to communicate 

For the “3 in 1” procedure when the citizen database is available 

                   

For the procedure of granting land use right certificate, 

- Invest in building a land database, a digital cadastral map system, this is an important 

step in land management. Once there is a digital cadastral map, the land users could be clearly 

identified. The next procedure that needs to be resolved is just re-granting the certificates or 

changing the name of owners; 

  

Health Facilities 

(Health centers, 

hospitals…) 

Citizens declare 

information 

 

Commune-level 

People’s Committee: 

Issue a birth 

certificate and obtain 

a personal identity 

number 

Social Security 

Agency issue Health 

Insurance 

Police issue 

residence 

registration 

Return the results to 

the citizens 
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b. Technical Recommendations to public administrative services in Ha Giang 

- Technically, it is necessary to change the online public administrative service model so 

that people can easily get access to the services by smartphone. Specifically, see the model below: 

Firstly, now, when entering the Ha Giang Public Administration Service Portal 

(dichvuconghagiang.gov.vn), on the first page, there is a phone number for technical support, and 

content support, click on "ADMINISTRATIVE PROCEDURES". A 6-step instruction manual 

appears (See Figure 1, appendix). It is recommended that the user manual should be placed on the 

HOME PAGE for easy follow-up 

Secondly, the website hagiang.gov.vn requires online public administrative service users 

to register for an account immediately, which will cause anxiety for users because they do not 

often use this service (even use the services once every few years) and worry about personal 

information being leaked because the online public administrative service portal requires users to 

provide a lot of information (see figure 2, appendix). 

It is suggested that people are allowed to access online administrative procedures before 

having to “Log in”. After completing the profile, the new user needs to "Login" and confirm the 

profile. Users click on the word "submit" and the system will notify you by phone or email 

(depending on the user's choice) "Profile code". If the customer enters that code, the file will be 

transferred to the authorities. 

It is necessary to clarify the address information. On the current site, users may wonder 

which address to enter when the address on household registration/ID card and the current address 

are different. What specific information to enter (if necessary) should be specified (see figure 3 

in the appendix). 

It is necessary to design a stronger and easier search engine for administrative procedures. 

For example, at present, when selecting the field "land", no procedures appear. But when selecting 

the item "Department of Natural Resources and Environment" and the field of "land", 42 sets of 

procedures appear. If the search engine is strong, people may want to do the procedure but do not 

know which agency it belongs to, just type the keywords on the search engine and then the 

necessary administrative procedures will appear. For instance, if you want to issue a land use right 

certificate, but you don't know which field or agency has the authority to deal with it, the search 

result should give a list of prioritized administrative procedures (see Appendix 1). 

When entering the procedure for registration and issuance of certificates of land use rights, 

ownership of houses and other assets attached to land according to form 04/ĐK, the elements of 

the application form does not appear. If additional software is required to read these elements, 

people should be instructed to click on an image leading to a link to install the additional software 

that help them read the elements of the application form. (see Figure 5 in the Appendix). 

Procedures for granting certificates of land use rights and other assets attached to land 

(houses, perennial trees, planted forests have many papers that say "required" but do not explain 

which cases are "required". Therefore, people may not understand, leading to having to directly 

meet public servants to ask (see Figure 6 appendix). 

Please guide the common cases with people such as only issuing the certificate of land use 

rights or the certificate of land use right and ownership of houses built by the people themselves 

(the construction permit should also not be a compulsory document because people in rural areas 
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do not have to apply for construction permits). In other cases, it is possible to transfer the link to 

another page so that people "don't feel afraid". 

3.2.2. Recommendations to central authorities 

a. Recommendations to National Assembly 

Amend relevant provisions in the Law on Archives, the Law on Land, the Law on Civil 

Status and other relevant legal documents, specifying the requirement to diversify forms of 

performing administrative services related to land use right certificate; birth certificate, health 

insurance and personal identity number for children under 6 years old. 

b. Recommendations to Central Government 

Administrative procedures are largely regulated by the central authority, so the central-

level respective agencies are responsible first to restructure the process of administrative 

procedures to put them into practice, and then guide local governments to implement them. 

Priority should be given to public services which are directly related to people's daily lives instead 

of giving to many procedures causing difficulties for localities in implementation. 

In the coming time, at least by 2025, encourage local authorities to deliver different forms 

of procedures issuing land use right certificates; birth certificates, permanent residence 

registration and health insurance cards for children under 6 years old, such as face-to-face public 

services at one stop-shop units at all authority levels, mobile one stop-shop, one stop-shop through 

the public postal service, online public administrative service, and mobile online public 

administrative service. 

Request ministries and agencies related to each group of administrative services to build 

shared synchronous software or a shared platform, taking the personal identity number as the user 

profile root; take the electronic signature associated with the personal identity number of the civil 

servants in their role of being mainly responsible for confirming and approving of the dossier 

(electronic authentication). 

Request authorities at all levels to develop detailed instructions on above-mentioned types 

of OPAS and disseminate to users through the Youth Union, village heads, village elders, village 

head etc. to help people, especially ethnic minorities who are not fluent in Vietnamese, gradually 

get used to online public services. 
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Appendix 

Appendix 1 

- Directive No. 219/CT-UBND dated February 17, 2020, of the Provincial People's Committee 

on strengthening the responsibilities of heads of state administrative agencies at all levels in 

administrative procedure reform; 

- Directive No. 623/CT-UBND dated March 31, 2021, of the Provincial People's Committee on 

strengthening administrative discipline; renewing working styles, improving the quality of duty 

performance in agencies and units in Ha Giang province; 

- Plan No. 163/KH-UBND dated May 24, 2021, of the Provincial People's Committee on 

improving and enhancing the Provincial Governance and Public Administration Performance Index 

of Ha Giang province in 2021; 

- Resolution No. 14-NQ/TU dated August 24, 2021, of the Standing Committee of the 

Provincial Party Committee on promoting administrative reform and improving the quality of public 

service in Ha Giang province, between 2021 and 2025, which sets forth the following objectives: By 

2025, the satisfaction level of people and organizations with the service of state administrative 

agencies will reach at least 90%, the level of people's satisfaction with the provision of medical and 

educational public services reaches at least 85%; 

 - Project No. 56/DA-UBND dated August 30, 2021, of the Provincial People's Committee on 

promoting administrative reform and improving the quality of public service in Ha Giang province, 

period 2021-2025; 

 - Plan No. 258/KH-UBND dated October 18, 2021, of the Provincial People's Committee on 

implementation of Directive No. 23/CT-TTg dated September 2, 2021, of the Prime Minister on 

accelerating the implementation of the program of state administrative reform for the period 2021-

2030. 
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Appendix 2 

 

 

 

Figure 1: The instruction of the 6-step procedure for OPAS on the online public administrative 

service portal of Ha Giang, dichvuconghagiang.gov.vn 
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Figure 2: Request for opening an account and registering before conducting OPAS. 

 

 

 

Figure 3: Request for filling in address, but citizens do not know what kind of address they 

should fill in, in case their current residence is different from their address registered in household 

registration. 
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Figure 4: Looking for procedures on land field 
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Figure 5: Users can not read application forms 

 

 

Figure 6: Many required documents which users cannot understand. 
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hiểu từ viết tắt 


