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Built and operated 
since 2016 according to 

Decision No. 
39/2016/QĐ-UBND of 
People's Committee of 

Tay Ninh province

Operating since 2016

The system has 
received more than 

19.000 questions from 
people in many 
different fields

More than 19.000 

questions
The system achieved a 
91% on-time payment 

rate with the 
participation of 132
units, agencies and 
mass organizations

Answer on time 91%

Tay Ninh Q&A Portal 



https://hoidap.tayninh.gov.vn Tay Ninh Smart App

Tay Ninh Q&A Portal 



Current problems

Many people ask the same 
content for 01 problem

(duplicate question)

Officers coordinate questions 
manually, which easily leads to 

errors when there are lots of  
questions, increasing the 

response time

Inappropriate questions that 
do not conform to fine 

customs and traditions still 
have to be manually screened

Not grasping the people’s 
needs, complaints and the 
gaps in policies in a timely 

manner



On August 6, 2021, Tay Ninh province's initiative ”Mining 
Digital Citizen Query Database for Better Public 
Services" was selected in the top 3 of the Digital 

Innovation Citizen Powered Innovation Initiatives (CPII).

Innovation initiatives



Synthesize + 

categorize
Analyze List Automate

Question and answer

collection system:

❖ Perform data cleaning

❖ Perform data 

classification

Data analysis system:

❖ Use machine learning 

models

❖ Continuously train the 

model to increase the 

accuracy of the results

Based on the analyzed data

to find out the issues

people are concerned

about:

❖ Areas people are 

interested in (land, 

environment...)

❖ The place where the 

most questions arise

❖ People’s satisfaction

The system automates

manual operations of

officers to shorten response

time:

❖ Automatically transfer 

questions to the right 

processing unit

❖ Automatically identify 

offending questions 

(vulgar words, politics, 

etc.)

❖ Automatically identify 

questions that have been 

answered by the similarity 

of the question content

Overview of the Online Q&A Portal Data Mining System
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• Trend analysis chart of people's areas 
of interest over time
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The system synthesizes 
keywords that people are 

interested in by specific fields, 
locations, and issues from 

which can capture people's 
needs.

Admission Profile

Street light

Go Dau district
Department of 

Education and 

Training
Subdivide land 

plot

Tuition payment

Semester 1

Tan Lap 

Commune

Tan Bien 

district

Transfer land use 

right

Ba Den 

Mountain

Top keywords in 
September, 2022

RESULTS



Process automation

The system 
automatically 

analyzes the content 
and gives 

appropriate actions 
-> shortens 

processing time

RESULTS Handling 

officer

Cán bộ điều phối

People ask 

questions

Transfer to 

handling unit

Showing results 
for people

Notice of 
violation reason

The handling unit 

answers the 

question

Check the question 

for violation

Automatic 

system

People ask 

questions
Showing results 

for people

Notice of 
violation reason

The handling unit 

answers the 

question

After application: 5 steps

Before application: 7 steps
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