


You can judge a nation, and how successful it will be,
based on how it treats its women and its girls.”

 - President Obama -
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Public services such as education, health care, 
clean water, housing, employment, social security 
and environmental hygiene have an essential role 
in every citizen’s life, directly affect the quality of 
life and human development. Without these ser-
vices, people will be left out of the development 
process, with limited opportunities and being 
exploited, leading to ill-health, indignity and low 
self-esteem. Public services play a key role in en-
suring human rights, especially the rights of wom-
en and girls, who are affected more by the lack 
of quality public services. The gender inequality 
will decrease or increase depending on the quality 
of public services and how they meet the needs 
of various gender groups in society. Provision of 
quality public services would mean that they are 
accessible, affordable and accountable and have 
to be gender responsive from the initial stages 
viz., from planning to implementation and moni-
toring.

Public services provision is an important function 
of the state to its society. It is a social contract 
between State and citizens. In many countries, 

governments are often denying their responsi-
bility for providing public services, arguing that 
private sector can do it more effectively. But evi-
dence shows that people, who cannot afford the 
services, are marginalized from the development 
process and public services quality often becomes 
worse after being privatized. In most developing 
countries, accessibility and quality of public ser-
vices are often driven by multiple factors. Besides 
the elements of legality or financial capacity, gen-
der biases in design process leads to construction 
and implementation of public services maintain-
ing dependence and inferior role of women com-
pared to men. With more than 70% of the world’s 
poor are women and girls, there are huge needs 
to have gender responsive public services to ad-
dress poverty and vulnerability. Moreover, when 
public services meet women’s needs that will 
bring high benefits and efficiency for many gen-
erations in the society.

For ActionAid, gender responsive public services 
(GRPS) is a powerful approach in public service 
management, helping to ensure equitable and 

(1) There are many sex groups in VietNam. Due to limitation, men and women are the two main targets for 
discussion and reference on gender responsive public service of this survey.  

CHAPTER 1. INTRODUCTION 

Background
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sustainable development for all citizens, especial-
ly for the developing countries. GRPS are public 
services that meet practical and strategic needs 
of gender groups (men, women and other(1)) in 
society, in which the analysis of different needs 
of different gender groups decide the design pro-
cess, resource allocation, services location and 
provision. GRPS ensure equality between men 
and women (and other gender) in access, use and 
control of public services. GRPS strengthen aware-
ness on gender responsiveness in public services, 
constantly questioning whether public investment 
is sufficient to meet practical and strategic gender 
needs as well as priorities of women. 

ActionAid Vietnam (AAV) always aims to enhance 
transparency, effectiveness and gender respon-
siveness of public services. This study is one such 
effort. The study “Gender responsive public ser-
vices – where is the answer for Vietnam?” is co 
funded by Irish Aid, European Commission and 
ActionAid Vietnam through Project “Civil society 
empowering rural communities” and Project “Pre-
vention of gender-based violence and promoting 
women’s participation in management of state 
and social activities”. This study is conducted in 
different geographical regions in Vietnam, to meet 
long-term goals of strengthening the participation 
of people, especially women to ensure account-
ability and transparency of state when providing 
public services, consider gender responsiveness in 
current public services.  

Methodology
The study was conducted in 7 locations, including 
3 mountainous districts: Thong Nong district, Cao 
Bang province; Quan Ba district, Ha Giang prov-
ince; and Krong No district, Dak Nong province; 4 
urban areas: Long Bien district, Hanoi city, Uong 
Bi city, Quang Ninh province; Binh Tan district, Ho 
Chi Minh City; and Tra Vinh city, Tra Vinh province.

The study used different tools: (i) Household in-
terviews to understand quantitative information 
about the perception, accessibility, affordability 
of the people and accountability of service pro-
viders; (ii) Community scorecard provides qualita-
tive information through evaluation of the people 
about the public services available in the area; 
(iii) Case studies collected during field survey for 

additional judgements of the services; and (iv) lit-
erature review. Gender issue is integrated in ev-
ery step from designing, implementation, analysis 
and report writing process.

The study involves the participation of 265 re-
spondents consisting of representatives of servic-
es users and providers at locality of diverse ethnic 
groups, men and women who participated in the 
interviews, case studies, community score cards 
as well as interface meetings between the com-
munity and service providers. Following graphs 
provide a snapshot of respondent profile (Figure 
1 and Figure 2).

Source:  2015 Survey “Gender responsive public 
services: Where is the answer for Vietnam?”

Figure 1. Ethnicity of the respondents (%)

Figure 2. Occupation of respondents (%)
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(2) What do people want , need, expect from public services?
(3) Joanna Manganara
(4) The Role of Public Services in State- and Nation-Building: Exploring Lessons from European History for 
Fragile States

Public services provide public goods to each indi-
vidual in a society and create value and common 
benefit for citizens. It is recognized in most coun-
tries that the top priority of government is to pro-
vide public services which benefit everyone in the 
society (Ipsos MORI, 2010(2)).

During the past decades of globalization and con-
sequent economic and financial crisis, the state’s 
priorities for public services were gradually re-
duced while priorities on investment for military 
and national defense continued to remain the 
focus. The state’s role in public services provision 
was transferred to the private sector with the ex-
pectation to expand choices for citizens and re-
duce cost for the government. This occurred not 
only in developing countries, but also in developed 
countries. In reality, the budget cuts have reduced 
the availability and affordability of child and other 
dependent care services, resulted in large num-
ber of women in Europe have to work part time 

or remain as stay at home mothers. Greece has 
cut budget for health care services to below 5.3% 
of GDP in 2013; fell below the EU average rate of 
6.3%, i.e. 40% of budget for health care services 
was cut. Also due to budget cuts, services which 
helped to eliminate violence against women and 
support victims were also reduced. In UK, the bud-
get for this kind of service was cut by 31% in 2010 
(Joanna Maanganara(3), 2014). All these reflect the 
on-going crisis that is affecting and exacerbating 
the cuts in social spending, especially on gender 
responsive public services.

Citizens see the role of the State through pub-
lic services, and the provision of public services 
presents a political ideology of that State(4). Public 
services connect citizens with the State through 
rights and obligations. However, in the context 
of globalization, when the State has gradually re-
duced its role in public services provision and in-
vestments citizens will have to depend  on private 

CHAPTER 2. GENDER RESPONSIVE PUBLIC
SERVICES IN THE WORLD AND VIETNAM 
2.1. Gender Responsive Public Services in the World
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(5) The participating countries include Libya, Ethiopia, Zimbabwe, Republic of Congo, Kenya, South Africa, 
Vietnam, Nepal, Cambodia, Bangladesh, Ireland, Sweden, Brazil, Nicaragua and Australia, Safe cities and 
gender responsive public services.
(6) Moving ahead: Gender budgeting in Sweden
(7) Gender budgeting – An overview of European Women’s Lobby

service providers to obtain quality and account-
ability in all services which are essential to life and 
future of every member in society. This privatiza-
tion or reduction in social spending leads to the 
following consequences.

• Women and girls are affected more because the 
burden of housework and care work will primarily 
be placed on them. Therefore, they will have less 
time, opportunity to learn, enjoy their leisure and 
engage in productive livelihoods.  Failure to meet 
social spending norms also affect the future gen-
erations. Thus, the development process reflected 
in economic growth will not bring equal opportu-
nities for everyone in society, especially to the vul-
nerable groups and women and make the process 
completely imbalanced and unsustainable if the 
state does not have the gender responsive poli-
cies to meet and ensure the needs of women. 

• Besides gender responsive policies, the State 
should create a connecting space for people 
through supporting and encouraging people to 
monitor the quality of public services there by en-
suring accountability. Such a role of people would 
be reduced if of the public services provision has 
been transferred to private sector. Finally, the 
State can assert its legitimacy because people pay 
tax to maintain the State structure and vote for 
their representatives in legislative and executive 
bodies.  Hence the mutual accountability of State 
and the citizen becomes a reality if public services 
are in the domain of the government. 

A synthesis report summing up the situation of 
gender responsive public services provision in 15 
country members of ActionAid Federation in Af-
rica, Europe, Asia and Latin America(5) indicates 
that there is a close relationship between quality 
of public services and safety of women and girls 
in public spaces, especially in urban areas. Six 
public services were evaluated including accom-
modation, education, public security/police, work 
space, transport and street lighting. The report 
shows that many countries do not have gender 
responsive legal systems, such as property law, 
which discriminates and prevents women’s own-
ership of assets or lack of mechanisms to support 
women to report and address violence cases in 
public places. The inaccessibility of quality public 

services creates cycle of violence which pushes 
women into even more vulnerable situation, with-
out any access to resources. Police in many coun-
tries are considered to be unable or unwilling to 
resolve the cases of violence against women due 
to lack of resources, attitudes or corruption (Libe-
ria, Nepal or Bangladesh). In many cases, police 
even cause violence against women. Urban public 
transport in many countries does not meet the ex-
pectations of the majority of the users. Many sur-
veys at Cambodia, Vietnam, Bangladesh and Li-
beria have shown that women and girls were not 
satisfied with the public transport for many rea-
sons including sexual harassment on the bus. 31% 
of interviewed women in Brazil, 87% of women 
and girls in Vietnam(6), 59% in Bangladesh have ex-
perienced sexual harassment on public transport 
or public areas. The lack of street lighting is also 
one of the causes of fear of violence in public ar-
eas, according to analysis in Bangladesh or hinder-
ing women in Kenya to move and access to public 
services. The report also showed that in Vietnam 
street lights are among 3 reasons which cause in-
secure feelings for 60% of women participating 
in the survey. The analysis also indicates that the 
public services are closely linked; therefore there 
should have the overall program regarding the 
broader context of urban planning and national 
economic-social policies at macro level in order to 
enhance the quality of each service in both urban 
and rural areas.

Political commitment of State which can be in-
terpreted through policy for public services is 
very sensitive to public services. However, some 
of political commitments and good policies have 
not been implemented due to lack of budget and 
resources. The State’s concern of mainstream-
ing gender in public budgets will ensure gender 
responsiveness in public services provision and 
express political views towards people’s lives and 
social development. In many countries, there are 
strict regulations for fund allocation for programs 
and services to support women and vulnerable 
groups for either direct or indirect development. 
For example, the overall objective of Sweden’s 
gender equality policy is to “ensure that women 
and men have the same power to shape society 
and their own lives” and therefore the gender 



GE
N

DE
R 

RE
SP

O
N

SI
VE

 P
U

BL
IC

 S
ER

VI
CE

S 
- W

HE
RE

 IS
 T

HE
 A

N
SW

ER
 F

O
R 

VI
ET

N
AM

?

10

(8) Ho Chi Minh: Complete Collection. National Political Publishing House, Hanoi, 2000, episode 9, page 523
(9) Communist Party of Vietnam. Documents of national delegates 7th Congress. National Political Publish-
ing House. Hanoi, 1991, page 14
(10) The National Committee for the Advancement of Women in Vietnam. The process of establishing the 
National Committee for the Advancement of Women in Vietnam.
(11) Reforms on public services supply in Vietnam

budget focuses on: highlighting the gender equal-
ity perspective in the decision-making process 
that forms the basis of economic policy and in 
the economic management and control of public 
agencies, and statistics disaggregated by sex as an 
important tool in the work(7). The Sweden Govern-
ments’ commitments to provide quality childcare 
at an affordable price is reflected in its budget al-
location: almost 2% of the gross national product 
(GPD) is spent on publicly provided childcare. The 
Gender Budget Act was also ratified in Belgium in 
2007 creating a compulsory mechanism to inte-
grate gender in budgeting. 

Thus looking at the international context, public 
services play a vital role in improving the quality 
of life, and as indicators reflecting the status of cit-
izens’ fundamental rights and preventing gender 
inequality/violation of women’s rights. This also 
determines the future of a country, if we look at 
the role and contribution of women in society... In 
other words, whether a country can have sustain-
able development or not depends much on the 
gender responsive policies and their implementa-
tion in public services provision.

2.2. Gender Responsive
Policies in Vietnam Context  
Commitments to promote gender equality and 
women’s rights are reflected through policy 
framework of a country. But a policy is not con-
sidered good enough until it is proved in its execu-
tion and impact to meet the needs of people and 
society and to contribute to the development of 
the country, ensuring the basic rights of citizens.

2.2.1 Political views of Vietnamese State on Gen-
der Equality

Retaining the consistency right from the early 
days of the revolution, feminism is among 10 im-
portant tasks recorded in political thesis in 1930. 
President Ho Chi Minh asserted: “When we men-
tion women, we mean by half of the society. If we 
do not liberate women, half of mankind is not lib-
erated. Without women’s liberation, socialism is 
just half of its meaning(8)”.

Communist Party of Vietnam is committed to 
“implement gender equality in all aspects”(9). 

Vietnam has established the National Committee 
for the Advancement of Women in Vietnam(10) in 
1993, which targets by 2020, the country to be-
come one of the most progressive countries in the 
region with achievement of gender equality. The 
ideology of liberation of women, feminism, and 
gender equality has been confirmed in a consis-
tent manner, embodied in the Constitution, laws, 
directives, decrees, strategies and programs to 
reach the goal of gender equality.

2.2.2 Vietnam’s policies related to Gender Re-
sponsive Public Services

In Vietnam, before 1997 – during the socialist pe-
riod, the State provided almost all public servic-
es. The State invested more in schools, hospitals 
through support of equipment and free services 
to people. Other services such as street lighting, 
electricity and clean water were also among ones 
which were directly supported by the State. So 
all people shared the same opportunity to enjoy 
public services (CIEM and partner, 2006)(11). How-
ever at that time, in the provision of public servic-
es, right from the process planning, gender issues 
were not mentioned much and the policy was lim-
ited in creating equal opportunities for individuals 
in the society.

However, currently the legal and policy framework 
of Vietnam is more complete wherein gender and 
gender responsiveness are to be mainstreamed 
and integrated in different services.

There are at least 25 policies and policy commit-
ments to promote gender responsiveness in pub-
lic services in Vietnam from 2005 to the present 
(2015). They are as follows:

• National Strategy on Gender Equality in 2011 
- 2020 has one overall goal and 7 specific goals, 
22 indicators, including improving the capacity of 
women, gradually ensuring the equal participa-
tion between men and women in education and 
trainings (Goal 3) and ensuring gender equality in 
access to health care services (Goal 4).

• Education Law (2005) defines learning as rights 
and obligations of citizens and “All citizens ir-
respective of ethnicity, religion, creed, sex, fam-
ily origin, social status, economic conditions are 
equal at learning opportunities “(Article 10). De-
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cree No. 40/2011/ND-CP dated 08/6/2011 of the 
Government amending and supplementing some 
articles of Decree No. 49/2005/ND-CP stipulating 
the sanction of administrative violations in educa-
tion: for acts of hindering the attendance of stu-
dents at compulsory educational levels; acts of 
inducing students to drop out of school at com-
pulsory educational levels.

• Procedures of planning, budgeting and allo-
cation are stipulated in the Law on State Bud-
get 2015 No. 83/2015/QH13; Resolution No. 
387/2003/NQ-UBTVQH11 dated 03/17/2003; 
Decree 60/2003/ND-CP dated 06/06/2003 of the 
Government detailing and guiding implementa-
tion of Law on state budget; Decree 73/2003/ND-
CP dated 23/06/2003 of the Government specify-
ing detailed regulations relating to local budget 
estimates, allocation and local budget settlement 
approval; Decision of Prime Minister on the prin-
ciples, criteria and allocation norms for public 
budget expenditure on development investment 
and budget allocation norms for frequent expen-
diture and Guidelines of the Ministry of Finance ...

• Joint Circular No. 56/2012/TTLT-BTC-BLDTBXH 
dated 9/4/2012 of Ministry of Finance and Min-
istry of Labour, Invalids and Social Affairs to pro-
viding the management and use of expenses for 
implementing the national program on gender 
equality during 2011-2015, to ensure funding for 
ministries, central agencies to perform assigned 
tasks according to Decision No. 1241/QD-TTg.

• Decision No. 1241/QD-TTg dated 22/07/2011 
of the Prime Minister approved the national pro-
gram on gender equality for 2011-2015. Funding 
for implementation of the national program on 
gender equality at the local level is taken from 
national budget from the national program on 
gender equality, and local annual allocated bud-
get (budget allocations for implementing national 
program on gender equality in 2015 with docu-
ment No. 199/MOLISA-GE on 16/01/2015 of the 
Ministry of Labour -Invalids and Social Affairs).

• Decision 1696/QD-TTg of the Prime Minister 
dated 2/10/2015 approved the national action 
plan on gender equality period 2016-2020, de-
fines budget sources of (1) national budget; (2) 
grants, aid and mobilization resources of society 
and communities; (3) other legal sources

As noted above, many laws and decrees, national 
strategy, national programs, resolutions and joint 
circulars have specified the need for gender re-
sponsive public services. They realize the politi-
cal commitment of the Communist Party and the 
State of Vietnam on the issue of gender respon-
sive public services as a tool to promote the es-
tablishment and maintenance of social progress 
which has been achieved over 30 years of innova-
tion towards equal and sustainable development.

 Overall, the policies in Vietnam on gender equal-
ity have the following common characteristics:

• Have concerns and trying to address the issue 
of gender inequality in all aspects (political, eco-
nomic, social and environmental)

• Have paid attention to the realization of the po-
litical commitments by allocating resources from 
the state budget and other sources.

However these policies in Vietnam still has not 
fulfilled its full extent in all sectors because of the 
following reasons:

• The Government has been interested in educa-
tion  gender equality:

Decree No. 48/2009/ND-CP dated 19/05/2009 
in Article 5, Clause 2 stipulates that “Putting con-
tents on gender and gender equality in education 
programs in schools and other educational institu-
tions in the national education system, state agen-
cies, political-social organizations, people’s armed 
forces, and other organizations in appropriation 
to each grade and training level”; “Integration of 
gender and gender equality in the extracurricular 
activities”.

Yet, the reality of the implementation of this con-
tent is critically limited while there has been no 
successful model or programme designed. More-
over, contents of gender equality are poorly re-
flected in textbooks, the media and there is no 
adequate sanction which is strong   enough to pre-
vent the information/images stigmatizing women 
or strengthening a patriarchy in society.

• Resources allocated for these commitments are 
still limited, sometimes depending on the level of 
funds available or political commitment of local 
leaders.
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The Gender Equality Law provides for financial 
resource for activities on gender equality (Article 
24), the Decree 48/2009/ND-CP dated 19/05/2009 
of the government on measures to ensure gender 
equality. The direct budgets for gender equality 
can be named such as the National Program on 
Gender Equality in 2015 issued by the Govern-
ment with the total budget of 955 billion. In 2012, 
fund for five projects under this national program 
allocated from the state budget is 40 billion, in-
cluding 10 billion at central level and 30 billion at 
local level(12).

Vietnam is one of the first countries in Asia bring-
ing the issue of gender equality in state budget-
ing law and requesting the issue of gender equal-
ity in expenditure forecast(13). Gender equality in 
budgeting can be expressed in direct spending for 
gender equality and the impact of spending to 
gender equality. Currently, the projects with state 
budget on gender mainstreaming are mainly done 
in terms of direct expenditures for gender equal-
ity, however expenditure forecast of state bud-
get terms of impacts of budget and expenditure 
on gender equality is still a gap. The government 
has invested on gender equality through the min-
istries, governmental department and local insti-
tutions; however, actual amount of granted fund 
depends on economic conditions of each area.

• In principle, gender responsive public services 
should be provided free of charge to the whole 
society without distinction of objects. Within the 
limited resources, Vietnamese government needs 
to socialize education, vocational training, health-
care, culture, sports and environment(14). Despite 
many attempts of the government, no policy is 
strong enough to handle the gaps stimulated by 
the market economy for disadvantaged groups in 
society, rooted in the process of socialization. This 
is a large gap in the current policies with regard 
to public services in general, as well as gender re-

sponsive public services if they are supposed to 
be safety-nets for disadvantaged groups not to 
fall off and not to be pushed aside in the devel-
opment process of the country. In fact, the gaps 
between rich and poor between social groups and 
regions in Vietnam have significantly increased in 
recent years due to market orientation.

• Besides the funds directly stipulated to inter-
vention on gender equality, there is no specific 
guideline on which aspects of gender should be 
taken into account during budgeting process for 
mainstreaming in the current budget, as well as 
no governmental document assessing resources 
to implementation of gender mainstreaming into 
the law.

In around May and June every year, the Ministry 
of Finance issues circulars guiding for process of 
state budgeting for next year. Until now, the lat-
est circular on 06.30.2015 (Circular 102/2015 / TT-
BTC) providing guidelines for the process of state 
budgeting for 2016 still has no specific require-
ments on gender mainstreaming in budgeting, 
the requirements in the guidelines for forecast of 
the state budget is still general (see Box 2 Circular 
102/2015/TT-BTC).

Decision 40/2015/QD-TTg dated 14/09/2015 of 
the Prime Minister on promulgating principles, 
criteria and norms for allocation of investment 
capital for development of state budget in 2016 
-2020 period: In this Decision, principles, criteria 
and norms for allocating investment capital to 
for development of balanced resources for local 
budgets, in which, principles to build criteria and 
norms for budget allocation do not directly men-
tion gender or gender responsiveness or gender 
mainstreaming. Similarly, in the criteria for budget 
allocation of local capital including five groups of 
criteria, these five groups of criteria do not direct-
ly or indirectly mention gender mainstreaming or 
gender sensitivity.

(12) Government’s Council of Dissemination and Education of Law. Topic: Legislation on gender equality and 
the results of the implementation of gender equality legislation. Special issue No. 9/2012 Law Propaganda 
Journal. 
(13) Law on Stage budget 2015, Chapter 8 provides for the principle of managing Stage budget as of priori-
tizing the allocation budget for implementation of gender equality goals. 
(14) Decree No 69/2008/NĐ-CP on socialization of education, vocational training, healthcare, culture, sports, 
environment and related modified documents.
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CHAPTER 3. GENDER RESPONSIVE PUBLIC
SERVICES - HOUSEHOLD PERCEPTIONS 

This chapter describes survey results in 7 districts, cities of 7 provinces in country, including Quan Ba dis-
trict, Ha Giang province; Thong Nong districrt, Cao Bang province; Krong No district, Dak Nong province, 
Long Bien district, Hanoi city; Uong Bi city, Quang Ninh province; Binh Tan district, Ho Chi Minh city; Tra 
Vinh city, Tra Vinh province. The aim is to provide the perception of households on (i) access to gender 
responsive public services; (ii) affordability of people regarding public services; and (iii) accountability 
of the stakeholders including service providers and users.

These three factors (Accessibility – Affordability - Accountability) were selected to measure the quality 
of public services on surveyed areas as people, especially women and girls have to have full access to 
quality public services. It is a prerequisite before concerning about the opportunity to access gender 
responsive public services.

Public services that were selected to examine the perceptions of households in this study include: edu-
cation, health care, one stop shop administration service and services related to safe cities(15).

(15) ActionAid and alliance right to city defineds  that  a safe city is where people (especially women and 
girls) (i) travel safely without experiencing violence and be safe during the day and at night; (ii) dress with-
out facing discrimination; (iii) go to school without being excluded; (iv) work safely; (v) Freely  use public  
public services; (vi) Freely enjoy recreational activities; (vii) Freely cparticipate in planning the  future of the 
city and (viii) be proud of  their city.
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3.1. Accessibility
3.1.1 Education

All surveyed areas had basic education services for people(16), until high school. Universities, vocational 
training centers, educational institutions for children with disabilities, vocational training centers for wom-
en, language or soft skills training are not available within their locality. There are nearly 90% of respon-
dents did not know or answer on the availability of these services in the area (Table 2). Therefore, we can 
see the local education services are bare minimum meeting the critical needs of economic development, 
livelihood, and employment of women in the area. Access to education beyond high schooling is an area 
of concern.

It shows that gender responsiveness or gender mainstreaming are also quite new issue in practice of  
education services on surveyed areas.

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

Regarding school facilities, 55% (n = 159) in the primary schools; 70.3% (n = 138) in the secondary schools; 
69% (n = 58) in high schools acknowledge that schools have libraries with documents on reproductive 
and sexual health for students. Not all schools provide toilets for men and women separately; therefore 
it caused inconvenience for women and girls who can badly affect health and learning process of the  
students.

(16) The educational services surveyed include kindergarten for children under two years of age; Kinder-
garten for children 2-3 years old; Kindergarten for children from 4-5 years old; Primary school; Secondary 
school; High school; University; Vocational training institutions; Educational establishments for children 
with disabilities; Vocational training institutions dedicated to women; Foreign language teaching institu-
tions; soft skills teaching institutions

Figure 2. Local education location known by the respondents
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Box 1. The restroom nightmare

Mr. Y Nguyen, 37 years old, lives with his wife and two sons in Village K62, Dak Dro commune, 
Krong No district. His family’s livelihood is rice, cassava and coffee planting. His first daughter, 
13 years old, is currently studying at 9th grade and the 2nd girl, 12 years old, is at 7th grade in 
Dak Dro secondary schools.

Mr. Nguyen shared “My daughters enjoy going to school but they do not like and cannot go to 
the restroom at school. Many times they came home and throw the bicycle in the yard, rushed 
into the house like in a ghost chase. Until last year (2014) I did know the reason that the rest-
room in their schools are for both men and women without any separate space. My two pubertal 
girls were shy and afraid of insecurity so they had to hold the urine during school hours, and 
waited until coming back home to use the restroom”.

“The next day I went to school and went straight out to the restroom area and found out that it 
was the actual problem that my daughters were facing. I got into the principal’s room and told 
him the issue of the restroom, but received the answer that the school already knew and had 
raised recommendations to superiors but not yet received a response, so I returned home”.

“Just one week later, the school invited me to a parents meeting. As usual my wife would go 
but for this time I decided to leave a working day to participate in the meeting. I brought out 
my children’s case as evidence for the restroom problem for other parents to resolve together. 
As a result, the parents agreed all contributed working days and efforts to expand the school’s 
restroom with separate spaces for women and men” Mr. Nguyen smiles in happiness.

Note: Name of the characters have been changed to protect the identity

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

Accessibility to available educational centers in the locality is acknowledged as convenient, regarding kin-
dergartens to secondary schools. The common distance is within 3km and takes 15 minutes. The younger 
the target of the educational centers is, the closer the distance it is to the students’ home. High schools 
often have greater distance, ranging from 30km or more. Transports to school mainly are motorcycles and 
bicycles, with few on foot. Local schools do not provide school bus.

Thus the public services in the surveyed areas (where economic conditions are underdeveloped or has 
disadvantaged residents) are quite adaptable for education needs for secondary schools and lower lev-
els. Threats or struggles  of the disadvantaged groups (women and girl child) are clear in terms of lack of  
facilities and the state does not have the gender responsive public services meeting the need of equitable 
and sustainable development for women and girls in these areas.  

3.1.2. Health care services

Clinics at commune/ward level are common health care centers recorded from the survey. The health care 
services are primarily health check-up, vaccination, epidemic prevention and family planning, periodic 
medication dispensing, prenatal care and propaganda. In addition, services such as psychological counsel-
ing and exercises for elders are reflected by half of respondents to be available in the study area. All medi-
cal services are provided by the state and acknowledged by local people.

Accessibility of men and women to health care services in terms of distance is advantageous. The distance 
from home to the nearest base is mainly in the range of less than 1 kilometer (about 50% of respondents) 
or from 1 - 3 kilometers (about 40%), over 3 km distance is not quite common (about 10%). There is no 
difference in male and female opinions on this issue.
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The available health services in the province are accessible for both men and women. On a scale from 1 to 
5 as the level from easy to the most difficult access, all different groups including male/female, disabled 
persons, people living in poverty give the score ranging from 1 (that is very accessible and easy to reach). 
The only one service that is given the score greater than 2 is periodical maternity/pregnancy check (Table 1) 

Table 1. Average score for accessibility of public services

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

In all health care centers, clinics at commune/ward level are more accessed by 90% of respondents. Among 
them, about 50-70% acknowledged gender responsive criteria as having doctors and nurses exclusively for 
female gynecology, obstetrics; private room for gynecological and obstetric examinations, andrology; have 
separate restroom for male and female patients. The remaining services rate range from 13-30% (only 
hospital at district level rate fluctuate around 40%). 

3.1.3. One Stop Shop Administration (OSS) Service (17)

OSS administration services also received attention when there are 72.7% of respondents sharing that 
they are aware of all 9 OSS administration services(18) and this is common among community, almost no 
apparent differences between men and women in this recognition. These services are provided by the 
State and local people do not know that there are specialized programs/facilities for women or migrant 
groups, the illiterate, the disabled, ethnic minorities, rich people, LGBT among others.

In surveyed areas, generally both men and women can access to OSS administration services. There are 
slight sign that in some specific areas women use more OSS administration services or vice versa. 87.1% of 
men and women while being interviewed confirm that there is no gender discrimination when accessing 
and using OSS. 11.7% of female respondents even also affirmed that women using OSS are served faster 
(comparing to 4% in men). Utilities such as seats or restrooms are fully provided for users, both men and 
women.

Public service

1. Health check

2. Vaccination

3. Epidemic prevention

4. Family planning

5. Periodic medication dispensing

6. Prenatal care/Periodic maternity check

7. Propaganda on new diseases
    or medicines

8. Psychological counseling

9. Exercises for elders

Men Women

Quantity

79

52

47

43

42

29

52

31

29

Average 
Score
1.82

1.81

1.79

1.74

1.93

2.10

1.60

1.71

1.66

Average 
Score
1.50

1.49

1.49

1.47

1.55

1.44

1.44

1.57

1.52

Quantity

96

59

55

53

53

45

57

37

31

(17) OSS is the settlement mechanism for work of organizations and individuals , including organizations and 
foreigners ( hereinafter referred to as organizations and individuals ) under the responsibility and authority 
of State administration office to guide, receive papers/application and returns the results, which is done at 
one place; decision 93/2007/QĐ-TTg
(18) The one-stop shop services measured in the survey include: Confirmation household; Household Regis-
tration; Confirmation citizen CVs; Notary prescribed; Verify status of land; Marriage registration; Confir-
mation of celibacy; Confirmation of death; Birth Registration
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The OSS administration services are generally not far from the residential area. Up to 90% of respondents 
said that the distance is about 3 km. There is not much difference in the views of male and female respon-
dents on this aspect.

88.5% respondents confirmed the punctuality of OSS administration services. Only 9.7% complained of 
OSS to be rarely on time and particularly 1.9% complained that the service never come back with the 
results on time. There is no difference in responses of men and women on this issue. It shows that the 
community in general, men and women have common view regarding punctuality of OSS administration 
services in the area. 

Working time of OSS administration services is convenient for both men and women with 97.4% of re-
spondents’ expressing this opinion. 70.2% of respondents 73, 2% men and 68.8% women) expressed that 
the working time should be maintained in normal working days... However, there are some ideas in Hanoi 
and Ho Chi Minh City that OSS should be opened beyond working time or on holidays (to facilitate work-
ing people use OSS). Both men and women have the same opinion (98, 9%) that location of OSS brings 
convenience for local people. In case people are able to choose the location for OSS, 93% of respondents 
still prefer office of People’s Committees of communes/wards.

3.1.4. Safe Cities

Among 11 public transportation services, local youth petrol team(19) is the most well-known service with 
52% of respondents are aware of, then public lighting (50.9%) and clean water (49.8%). These are impor-
tant public services affect the safety of people, especially women and girls living and working in the city. 
However, there is a very large percentage that is not aware of Social work center (43.1%), female police 
officers (41.6%) and public toilets (40.2%). The reason might be that people do not have enough informa-
tion about this service or have no demand or interest at the moment.

These public services do not show any favor, priority or discrimination against women, men or LGBT 
groups. It implies that they are for everyone. However, if service does not take into account the different 
needs of different gender groups, it also inadvertently ignores women and girls and can make it difficult 
and unsafe to use for such specific groups. Therefore it has no gender responsiveness or even gender blind 
from the perspective of consultation, planning, design, implementation, monitoring and evaluation. Not 
only the service providers but also the users do not see this is a matter of concern, so most respondents 
skipped the question of public services taking into account the specific needs of men and women. They 
will need support to provide information to change their perception to have a better understanding about 
gender equality of access and use.

Figure 4. Identifying the public services for safe cities

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

(19) Local youth petrol team is understood as youth team voluntarily participating in ensuring security and 
order in the community.
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3.2. Opinion on affordability
3.2.1. Education sector

Generally, it is revealed from the survey that respondents are relatively satisfied with education sector at 
their locality and no aspects are assessed unsatisfied. 

Table 2. Average Score Card on satisfaction level on education sector

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

It is, however, shown from group discussion that education will be improved by enhancing some aspects.

Table 3. Score cards on education rated by male users

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”
at Ca Rinh village, Can Yen commune, Thong Nong district, Cao Bang province

The score card shows that service users are fully satisfied with teaching time of teacher and class (rate 100 
for both criteria). However, the lowest score of 70 for library and rest room reveals that users do not feel 
satisfied because there are lack of books and chairs in library and there are lack of water and lamp and 
irregular cleaning of the rest room. Therefore, the thing is that there are not only lack of number of rest 

Kindergarten for children 
under 2 years old 
Kindergarten for children 
from 2-3 years old 

Kindergarten for children
from 4-5 years old

Primary school

Secondary school

High school

Criteria

1. Teaching time

2. Hygiene kitchen

2. Boarding

4. Library

5. Class

6. Teacher quality

7. Rest room

Explanation

Teach with sufficient time

Untidy, lack of water

Lack of lamp on the way to rest room; unclean blanket 
Lack of books for borrow; lack of chair for children to
seat and read books
No complaints

No assessment

Irregularly cleaned; lack of water

Score card

100

90

80

70

100

 No assessment

70

Teacher  
quality

Curriculum Infrastructure Extra -  
curriculum 
activities

Gender  
responsive

Quantity

87

129

153

188

152

64

Quantity

85

127

152

188

151

66

Quantity

80

123

146

184

147

59

Quantity

75

113

136

180

147

61

Quantity

84

124

146

182

147

63

Point

1.51

1.44

1.42

1.36

1.41

1.48

Point

1.53

1.49

1.43

1.46

1.48

1.58

Point

1.63

1.56

1.54

1.53

1.53

1.56

Point

1.79

1.65

1.68

1.65

1.65

1.75

Point

1.26

1.23

1.25

1.25

1.29

1.29
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room, but also the quality has not been good  enough which badly impact health, education quality and 
safety for children, especially for girls.

Score cards rated by female users fluctuates from 70-90 and they gives specific comments and expecta-
tions on education such as schools are strongly built and have separate rest rooms for boys and girls, there 
are some boarding schools where children living in poverty are provided with meal, sufficient and friendly 
teachers. , However, there are no convenient road to commute and inequality in rice contribution (contri-
bution rate is the same with children of all ages) is an issue particularly for poor families. Some schools do 
not have safe drinking water and adequate infrastructure.

It is surveyed that some conditions to access public education is to have money and family register at the 
locality of the school. Over 80% report that it is needed to pay extra fees for all 6 kinds of popular public 
education services, for instance, primary students still need to pay some fees though tuition fee is free. 
Some complain that some school charges are beyond the affordability of local people. . Over 50% (includ-
ing interviewees answer this question) said that it is compulsory to have family register at the area where 
school is located to access public education in the locality. Other categories such as people who contrib-
uted to their country during the war, women living in poverty, unemployed youth, youth living in poverty 
are not recognized when accessing public education. Other issues in education such as extra learning, 
needing acquaintance to introduce for enrolment or making teachers satisfied are not reflected via survey.

3.2.2. Healthcare sector

It is shown that the local people generally feel satisfied with healthcare service at local health clinics such 
as medical stations, preventive health centers, regional general hospitals, district general hospitals, family 
planning and population centers and private health clinics. Healthcare cost is evaluated reasonably. It is 
different to that of private health clinic, even though the number of people use private healthcare service 
within 6 months is limited, the cost is said extremely high. 

According to users’ evaluation, village health clinics and commune medical stations are free of charge 
while costs of other public health clinic are reasonable. It is better for users to pay with insurance cards 
especially with chronic diseases.

Figure 5. Costs of using health services in the last 6 months (%)

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?” 

The survey results show that criteria such as having acquaintance, people who contributed well to the 
country during the war, extra cost does not determine or are used as conditions to access public health-
care services; however, having family register at the locality creates a favorable for service users.

 

82,7

17,3

0

60,5

39

0.5

19,3

75,4

5,3

26,6

64,9

8,5

11 ,8

84,3

3,9

24,4

73,2

2,4

53,2

46,8

0%

10%

20%

30%

40%

50%
60%

70%

80%

90%

100%

n=75
n=200

Regional
Hospital, n=57

District
Hospital, n=94 health center,

n=51

Private clinic,
n=47

Free Reasonal Expens ive



GE
N

DE
R 

RE
SP

O
N

SI
VE

 P
U

BL
IC

 S
ER

VI
CE

S 
- W

HE
RE

 IS
 T

HE
 A

N
SW

ER
 F

O
R 

VI
ET

N
AM

?

20

3.2.3. One Stop Shop Administration Service

With score from 1 to 3 with scale from unsatified to satisfied and very satisfied assessment, the survey 
shows that users are satisfied with one stop shop administration service in the locality.

Table 4. Average score on satisfaction when using one stop shop administration service

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

Users feel satisfied with 9 one stop shop administration services to different degrees; their responses in-
clude, enthusiastic serving attitude (51.2%), quick response (41.65%), having separate rest room for men 
and women (32.2%), suitable serving time (37.4%), clear and easy understanding guidelines from staff 
(38.8%), no need to visit many times (33.85%) due to absence of health worker. Other reasons few users 
choose are low cost (26%), guidelines published publicly and adequately (24.2%), and no service being 
friendly to the disadvantaged (5.3%).

3.2.4. Safe Cities

Public service on safe cities is scored based on 11 specific services (see Table 5) and average score shows 
that generally respondents are quite satisfied with the services(20), no specific service is evaluated as ex-
tremely satisfied (1 score). No service is evaluated as ‘not gender responsive’, even score for these criteria 
are more positive than that of other criteria. 

Table 5. Average score for one stop shop administration service

One stop shop administration 
service

Residenceship card 

Residenship registration 

Curriculum Vitae Certification

Notification as regulated 

Land ownership status certification

Marriage certificate 

Single status certification

Death certification

Birth  certificate

MenBoth Women

Amount

227

220

223

220

216

219

207

211

224

Amount

88

86

88

86

84

88

86

87

89

Amount

137

132

132

132

129

129

119

122

134

Ave. score

2.04

2.02

2.04

2.05

1.97

2.03

2.03

2.04

2.02

Ave. score

2.08

2.05

2.08

2.08

2.02

2.06

2.07

2.08

2.04

Ave. score

2.02

2.00

2.01

2.02

1.93

2.01

2.01

2.02

2.00

(20) These services are evaluated on four criteria such as legal compliance , the level of safety, service at-
titude , equal treatment between men and women with scores conventions as legal compliance (Compli-
ance = 1 point ; normal = 2 and non-compliance = 3 ) ; level of safe ( safe = 1 ; normal = 2 ; insecure = 3) , 
the service attitude ( positive = 1 ; normal = 2 ; no active = 3 ) ; Gender Equality ( Equality = 1 ; normal = 2 ; 
Unequal = 3 ) ; in each column the average point score as little sense as positive , the average score based 
on the number of participants rated ( column number ).

Clean and punctual bus service 

Having parks and trees

Number

81

78

Number

85

87

Number

77

69

Number

83

76

Score

1.64

1.54

Score

1.75

1.56

Score

1.68

1.54

Score

1.53

1.46

Legal
compliance Safety Serving attitude Gender

responsive 
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Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

3.3. The views of the respondents on accountability
3.3.1. Education service

Although there is little difference between men and women when they were asked if you know the chan-
nel for feedback on the quality of education in the areas or not? In generally the feedback channel that is 
locally available and residents know about it.

However, a vast majority respondents have not provided any feedback to the authorities on education 
services.  60 % - 75 % of respondents reported that they have not reported any feedback on education. 
Among those few who provided feedback, about 65-85% have received a reply from the service provider 
and fairly in a rapid time (50 % of respondents agreed). However, within 6 months before the survey date, 
there have been very few comments from citizens to the education service providers in the localities, not 
even 10 people out of 280 respondents of the survey 

Feedback channels are mostly reflected through parent meetings (45.4 %), reflecting direct to teacher 
(35.6 %) or represent parents (28.4 %). 

Form of the institution’s reply to the feedback included directly exchanging information upon receiving the 
feedback, explaining in parent meetings or talking directly with concerned teachers and solving the prob-
lem. Thus, 90 % of respondents are satisfied with the answers of the institution. The majority (80 %) who 
reported that their inquiries are transferred to educational institutions, the result is the quality of service 
has improved. However, there are cases where people do feel that the community mobilization would 
solve problems and the result of such effort is very good as is the case story in Box 3.1.

The majority (76.7 %) of respondents, both men and women did not know from where the budget of 
education is allocated, and amount of budget... The fundamental reason is nobody has told and they 
themselves do not care and do not show interest.  Up to 98 % said they did not know that special budget 
is allocated to the priority programs for girls.

Through the use of community score card in this survey, an opportunity was created for service providers 
and service users to exchange information and accountable and timely improvement plans were drawn. 
That was the initial success of the survey. 

Having entertainment area for
the local people and children  

Public rest room 

Public electricity system

Having youth team to ensure
public security well

Having good system of safe
drinking water 

Having good system of
water sewage 

Having public sanitation team/
company working well

Having Social Work Center
supporting the disadvantaged  

Having female policemen
treating harassment with women 

92

63

114

133

118

113

115

57

42

1.53 

1.73

1.41

1.50

1.53

1.55

1.50

1.46

1.48

99

62

128

132

122

115

110

53

40

1.45 

1.65

1.51

1.51

1.68

1.70

1.61

1.43

1.38

83

53

102

123

110

104

112

47

37

1.46 

1.58

1.52

1.46

1.63

1.66

1.58

1.47

1.32

88

58

104

125

106

100

105

48

38

1.39 

1.48

1.46

1.44

1.48

1.49

1.47

1.35

1.32
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3.3.2. Health service

Less than half of respondents understand the feedback channel on quality health services in their areas, 
including health facilities which they are familiar and close to them as clinics. Providing feedback on the 
quality of local health care is not a familiar task for most people, including men and women. Among the 
few who provided feedback received replies from the service provider and such replies were timely and 
relatively quick. During the past 6 months, there were few instances (19 persons) of feedback from the 
respondents to the service provider, i.e. the community clinic. Of these, 8 respondents reported they are 
satisfied with the response and the rest 8 did not get adequate response to their complaint. 

The answer satisfied with the health services and does not reflect to the service provider. Also some other 
reason have reflected but not change anything, not received, or have more difficult circumstances after 
reflecting also be discussed by the respondents. In case does not get answered from reflecting, less than 
half of the respondents (17/43 cases) continues to reflect. The story in the Ban Ngam neighbors, Can Yen 
commune, Thong Nong district, Cao Bang province in box 2 is one of the cases described in the households 
use less health care and less likely to have feedback on the services they have used, simply because they 
accept what they were pleased with the service and also gradually accept anything they are not satisfied 
with the service.

Box 2. Case story from Ban Ngam neighbors, Can Yen commune, Thong Nong District, Cao 
Bang province

Ms. Nong Thi Dinh is 29 years old. She is living with her husband, one son and grandparents 
in Ban Ngam neighbors, Can Yen commune, Thong Nong district. She and her husband live on 
farming: rice, maize and raising pigs, ducks and chickens. Her 6 year old daughter is in Grade 1 in 
primary schools in Can Yen commune (Thong Nong district, Cao Bang province).

Her family has lived in the Ban Ngam neighbors for many years but her family members have 
not used the clinic frequently. She visited for examination and for treatment (2 times to get their 
children’s vaccination).

Both she and her husband have confirmed that all their family members have health insurance 
and are also known to have functional for health exam and treatment. However, she said, “ 
people like us are busy in the farm work, we have little time, if any one day we come to the 
alternative market we tend to go to community health station early in the morning to ask or for 
care but many times it is not opened yet, we return at the noon time and only get medicines for   
common cold and stomach pain”.

Her family fully understood that the purchase of medicine would cost money but the couple has 
said that “we would rather lose some money to pay for the service and to have more medicine 
options than having to wait for a long time.” She said that she came to the community Health 
station when she has  cold or fever, the medical staff say that “this disease is very common, just 
buy the medicine and you would get alright”. She went shopping at the drug store when she was 
visiting alternative market day in the central of Can Yen or Luong Thong.

When asked “Do you know anyone in your commune or your family intend to complain about 
the health care personnel of commune Health station or not? Whom to give complaint?”, She 
replied ,” We have interest but rarely go and provide feedback as we do not know  how to speak 
, and we feel scared to speak with someone”. “Commune Health station is available but people 
rarely visit for check-up, They are afraid of talking about the quality of health service or about 
doctors and do not know who to tell.

Note: The name of character was modified

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”
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In the dialogue between service users and service providers, there are many opinions candidly shared 
across different locations. Discussion groups in Krong No, Dak Nong province have recorded views of the 
community (including men and women) on health services in the area as attitude of doctors unfriendly 
and unpleasant; low qualifications of doctors; lack of trust on the quality of the community Health station. 
A few here complained about poor accessing condition, cost to be incurred for treatment, and not having 
clinics for men and women needs. Similarly,  through of the discussions between the service providers 
and people at 3 wards viz., Phuong Nam, Quang Trung, Trung Vuong, Uong Bi City, Quang Ninh province, 
both parties recognized the situation in their areas. Health clinics are found to be poorly equipped, with 
no separate toilets for men and women, inadequate doctors, patients not receiving specific instructions 
and no security system are some of the issues identified.

At Giang Bien ward, Long Bien district, women give views through their scored card and discussion about 
Giang Bien clinic and Duc Giang hospital.  Their views are also slightly different from the view of men of 
the ward. (See Table 6).

Table 6. Opinion of men and women with the results for the score card for health services in the locality(21)

Content Opinion of women Opinion of men

Health
Station 
Giang Bien

- Lack of guidance for patient;
- Attitude is not enthusiastic;
- The facilities are poor and equipment 
shortages;
- Toilets are not enough and not clean ;
- Lack of some basic medicines ;
- The qualification of doctors are good , 
but no specialist doctors, physician quality 
is poor and limited ;
- Lack of regular access to doctors and phy-
sician, the health station is often closed

- Construction Health station at Tin Quang 
zone because the population density is 
high 
- The qualification of doctor should be im-
proved

- There are still some cases where staffs 
are less enthusiastic, overbearing attitude 
(e.g. of osteopathy department)
- Faculty of hypertension, cardiovascular 
work properly, orderly and seriousness
- The patient with service check is priority
- Good facilities, there is still some unfin-
ished items (70/100 points)
- Doctor expertise is still limited, some er-
rors in diagnosed cases (70/100 points)
- Reasonable expense as prescribed by the 
state (90/100 points)
- Working time is good (90/100 points)

- Have enough Faculty (100 points)
- Lack of canting in the hospital (90/100 
points)
- Equipment good, full enough (100 points)
- Transparence cost and clear bill. How-
ever, patient who are related staff will not 
stand in queue and get faster service 

- The qualification of doctor/ physician 
should be improved 
- Doctor/physician have more responsible, 
caring patient
- The environmental landscape of health 
station need to be improved

- Cleaning is not good, poor medicinal gar-
den, vaccination has not notified promptly 
( 90/100 points);
- Lack of doctor, service staffs (85/100 
points); 
- Lack of staff access in night/ Patient are 
not met Health staffs on the day to take 
drugs or to rescue, staff’s attitude is not 
enthusiastic;
- Have only 1 doctor; 
- When there is an emergency case, First 
aid has not been done and patient is re-
quested to the higher level hospital.

Action plan 
for Gang Bien 
Health station 

Duc Gang
general hospital
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Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?”

Most of the respondents, both men and women expressed that they do not know about budgets or bud-
gets allocation for local health services. Among those interested, both men and women, do not know (97 
%) how much budget allocate annually for all the health facilities, the percentage of respondents who 
know this information in the survey is very little. Thus, the results also posed the issue of the transparency 
of the budget, proactive sharing of information and the communities’ right to know the public expendi-
ture.

3.3.3. One -stop shop service

Most of the respondents , both men and  women know that they have a right to give feedback on the 
quality of one – stop shop (OSS) services (75.7%), however, majority of them (86.3%) have not ever given 
their feedback on service quality. The main reason that men and women do not respond was they were 
basically satisfied with the quality of OSS in the area. Few of them also reported that they are hesitant to 
give feedback as they feel the OSS staff may harass them if they visit next time. They also mention there 
is no suggestion box to drop any written suggestion anonymously. Among 17 feedbacks given by respon-
dents, most of them reported their suggestions are taken by the OSS staff and they received response. A 
few respondents confirmed that there are changes from the service provider after they gave feedback.

Most of the respondents don’t know where the budget allocate to OSS come from (75.8%), there is not 
significant different between opinion of men and women about budget allocation (27.7%) of men compare 
with 22.6% women). This analysis shows that most residents do not know budget related details of OSS.   

There are 64.4 % of respondents who said that the service and fee for OSS is publicity listed where they 
are able to read.  23.2 % said the service fee is not visible clearly. There is no significant difference between 
men and women on these issues.

Only 24 % of men and women said the one-stop shop offices once consulted them about the quality of 
services and the rest has never been consulted by service providers.

Multi-stakeholder workshop was held in this survey can help the parties to exchange ideas and informa-
tion back and forth, explanation and a plan to solve any problems that existing services. It is pointed out 
that such a mechanism of sharing feedback is new to communities and most often communities remain 
silent due to the fear that the service provider may reprimand them. There is also view that most often 
accountability is shown upwardly in a centralized way. However most community members expressed 
satisfaction on the process of interface meeting and provided suggestions for improvement of OSS. At the 
interface meeting, when issues are raised to get consensus of opinion, the following action plan is drawn 
in Krong No (Table 7)

Action 
plan for 
Duc Giang 
general 
hospital

- Allocating more good doctors
- Qualification upgrading for doctor/physi-
cian
- Doctor/physician‘s attitude should be 
affable, consultant and explain should be 
more clarified
- Ambulance should be increased

- Arrangement equality for check-up and 
treatment

(21) The result of dialogue between service providers and service users at population group 5, Giang Bien 
Ward, Long Bien District, Ha Noi city.
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Table 7. Plan to improve quality of one – stop shop service(22)

Source: 2015 Survey “Gender responsive public services: Where is the answer for Vietnam?” 

3.3.4. Safe Cities

Over 60% of respondents are not aware of or interested in knowing information related to the public bud-
get of the city. Among those who are concerned, only 5% - 7% of respondents know how much the amount 
of the budget annually allocated or spent on local public transport or for each specific service within 11 
services surveyed.

In most cases, less than 50% respondents reported knowing the feedback channel (complaints) on any of 
the services on the quality or any other aspects. Two services that have highest proportion of feedback are 
public sanitation services garbage collection and fresh water supply systems. By contrast, the services that 
received very low feedback are female police handling of cases of harassment for women, centers of social 
work support for disadvantaged groups, public toilets, parks, bus service. The reason that people do not 
provide any feedback (complaints) is because they do not know anybody and agency to lodge a complaint. 
More importantly, despite respondents ranked the quality of services as average, the community accepts 
it and do not complain as they are not sure of any possibility of improvements in services. 

When there is a forum that is facilitated between communities and service providers, several areas of 
concerns expressed;  They included, poor drainage system leading to unsanitary conditions, people have 
to pay for repairs of drainages ; high cost of drainage maintenance (10% price of water); irregular water 
supply ; polluted water, lack of lighting, only main roads having street lights, inappropriate lighting timings,  
Unscheduled timings of potable water, unpleasant odor of water (poor quality), unreasonable costs etc. 
Regarding safety, lack of officers, no committed patrolling staff, no female police(23) are identified as issues.

(22) Source: Result of Discussion at the interface meeting to share result of survey at Krong No District- Da-
knong province
(23) Multi parties workshop at Quang Trung Ward, Uong Bi city, Quang Ninh province

The issues need to be 
improved 

Facilities

Guide to 
administrative
procedures for
resilient

Service attitude

Working period

Quality of the toilet

Activity 

Allocation more seats for waiting and 
drinking water for resilient.

Allocating officer for dossier reception, 
guide the procedures, especially for eth-
nic minorities and women.

Training in communication skills for offi-
cers and reorganizing the service attitude.

Strengthen the management and staff 
handling violation

Communication on hygiene.

Commune 
People 

Committee

Commune 
People 

Committee

Commune 
People 

Committee

Commune 
People 

Committee

Commune 
People 

Committee

2016

2016

2016

2016

2016

Budget from 
government

Budget from 
government

Budget from 
government

Budget from 
government

Budget from 
government

Implementing 
agency Timeline Resource
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Firstly, our policy analysis reveals that the efforts towards addressing gender inequality and women’s em-
powerment are found in several government decrees, pronouncements, programs and budget allocation. 
However within each public service provision, there are no policies that mainstream gender responsive-
ness in terms of design, budgets, implementation and monitoring.  

The survey results tell us that the participation of people (both men and women) of ethnic minority groups, 
of the different strata of society in the process of planning, provision and monitoring of public services are 
not yet systematized which are clearly showed in all surveyed services. 

Experience of the interface workshops where in service providers and communities met and discussed, 
are a unique experience for many and it is found to be constructive and useful for strengthening the rela-
tionship as well as for improving the quality of services.

There are gender differences in the perceptions on service provisions show that women and men identify 
their needs differently and design of services need to factor that reality. 

However, all 4 surveyed public services in all provinces are common in that the people, both men and 
women are not fully aware of the amount and sources of budget on public services in the areas. 

Prices of public services is generally recognized as less openly put up at service provider shop (except OSS), 
however, even the one-stop shop itself is receiving many complaints on service fee. 

The accountability of the budget of public services are still weak despite of the transparency in the al-
location and expenditure of public services clearly stipulated in the Law of State Budget 2015, including 
requirements for the operation of monitoring mechanism of the community; for financial planning devel-
opment; for operation, management of the State Budget cycle implementation; for capacity building of 
budget monitoring.  

CHAPTER 4. CONCLUSIONS AND RECOMMENDATIONS 
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Policy Recommendation
Gender gaps are narrowing sustainably due to the 
policies focusing on addressing gender inequality 
issue independently. However, it is necessary to 
take into account of the issues of gender main-
streaming, gender responsiveness in all the fields 
and all the steps of budgeting. To do this, the pre-
requisite condition is not only the estimates of 
state budget expense directly on gender equal-
ity; but also, more sustainably, it is compulsory to 
have the estimates of State budget expenditure 
in the aspects of affecting gender equality issue 
in public service provisioning. That is, besides of 
budget line direct allocating on specific activities 
on women and gender equality, the allocation 
process of State budget on public services must 
include the issue of gender mainstreaming, gen-
der responsiveness. 

4.1 State budget allocation on 
public services: apart from di-
rect budget source on gender 
equality, the allocation pro-
cess of State budget on public 
services needs gender equal-
ity, gender mainstreaming
a. It is necessary to have a proper system of gen-
der disaggregated data in the different areas of 
the sector, of the locality, and the gender aspects 
must be taken into account in the process of an-
nual State budget estimating

b. There should be specific requirements for gen-
der mainstreaming in budgeting, for directions 
about preparing annual State budget estimates to 
ensure the issue of gender mainstreaming, gen-
der responsiveness to be implemented both at 
the direct and indirect ways. 

For education: Ministry of Education and Train-
ing should have principles and specific directions 
accompanying the budget for the implementa-
tion of gender mainstreaming in education; for 
instance, Population – reproductive health Strate-
gies, National Programme on Domestic Violence 
Prevention, National Programme on Children, 
Programme on sustainable Vietnam family devel-
opment, National target programme, the scheme 
on development of family support service and 
living environment improvement, the scheme on 
development of family and community services. 

For health: There should be specific guidelines on 
gender aspects to be considered in the process 
of annual State budget estimating process in the 
Health sector, as well as in public medical facilities, 
ensuring the professional and politics capacities 
of health officials on gender responsiveness in the 
prevention, detection, treatment and health ser-
vice provision, especially at the grassroot levels.

For one-stop shop: There should be support offi-
cials on procedures, legal issues for ethnic minori-
ty people, the illiterate, and women (if necessary), 
so that they can confidently use one-stop public 
administrative services. It is necessary to ensure 
appropriate and favorable facilities, equipment 
to meet the standard, to be accessible for social 
groups such as men, women, and the disabled 
and ethnic minorities.

c. Ensure the people to understand and partici-
pate in gender mainstreaming monitoring in the 
planning, budgeting, implementation, monitor-
ing and evaluation of the public service quality that 
whether it considers gender responsiveness. Com-
munity’s capacities need to be built on these issues 
so that they can participate in a meaningful way.

4.2. Specific public services 
4.2.1. Education Services:

a. There is a need to revisit and edit the textbooks 
used in formal educational programme at all lev-
els to ensure no gender bias and to have gender 
responsiveness and gender mainstreaming. 

b. Allocate public educational budget with gender 
responsiveness based on the criteria of national-
standard schools and build school facilities, equip-
ment, classrooms ensuring gender responsive-
ness. 

- Toilets are safe, clean, water available, accessible 
to men and women separately;

- Libraries have reference materials for students 
(grade 1, 2 and 3) on reproductive health, sex edu-
cation, prevention of school violence prevention, 
of gender-based violence, of human trafficking, of 
sexual violence;

- Available consultation or communication rooms 
apply peer communication forms for students on 
issued rose above, instructions for students (espe-
cially resident students, both male and female) on 
independent life skills, sexual violence, safe sex. 
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- Kindergarten services are provided for children 
less than 2 years old, 2-3 years old, especially in 
remote areas, ethnic minorities, and appropriate 
enrollment process is applied.

c. Support women and girls in remote areas, dis-
advantaged areas to have opportunities to learn 
more knowledge, skills after high school gradua-
tion, so that they are able to get appropriate ca-
reers and livelihoods, contributing to sustainable 
poverty reduction. 

4.2.2 Health services

a. Diversity health services for men, women, and 
disadvantaged groups (the disables) in the com-
munity in facility designing, construction for med-
ical facilities such as separate toilets, safe, clean 
manor for men and women; separate clinic for 
obstetrics, gynecology, male faculty; and support 
services for victims of gender violence, school vio-
lence, human trafficking. 

b. Ensure health facilities particularly health sta-
tions of communes to have adequate physical 
facilities, proper medical equipment for medical 
staff with expertise and knowledge on gender vio-
lence and awareness on gender responsiveness 
resolvement. 

4.2.3. One-stop shop services

a. Develop capacity for managers and one-stop 
administrative officials on gender responsiveness, 
gender equality, gender mainstreaming in order 
to provide one-stop public administrative services 
with gender responsiveness. 

b. Implement communication activities in the 
community, for men and women on knowledge, 
practical skills on one-stop administrative proce-
dures to create favorable conditions for women so 
that they can confidently access and use one-stop 
public administrative services in an active manner. 

4.2.4. Safe Cities

a. Increase the number public toilets, provide ad-
ditional clean public hygiene services for current 
public toilets for men and women, the disables, 
the system of clean water supply – drainage is in 
good conditions, public sanitation team/company 
works well. 

b. Install public lighting system not only in main 
streets but also in small streets, corners, high-risk 
spots, wilderness, parks, stations of public trans-

portation, public services facilities. Give priority to 
supply additional buses lines to the suburbs and 
poor neighborhoods. 

c. Establish police team, female policeman to han-
dle cases of harassment against women and girls 
in public. 

d. Strengthen the role of the vanguard youth 
group, rapid response teams in urban areas and 
suburban to ensure safety and security for wom-
en and girls. 

4.2.5. Transparency and accountability for gen-
der responsive public services

a. Enhance transparency and accountability in the 
budgeting of education, health, one-stop adminis-
tration, safe cities in the area, create a mechanism 
for the community, men and women involved in 
the planning process, supply and monitor public 
educational services. 

b. Institutionalize disclosure requirements on ser-
vice fees of education, health, one-stop public ad-
ministration, and public transportation to imple-
ment the information rights of the people; ensure 
the information feedback mechanisms. Install ho-
tlines, rapid rescue in unsafe cases in public areas, 
for women and girls. 

c. Establish regular/periodical dialogue mecha-
nism between the government, public service 
providers and community representatives (taking 
into account gender aspects) to identify the ex-
isting problems to resolve the arising issues in a 
timely and most effective manner. 

Organize open forums (village/commune meet-
ings) with the participation of local people (men, 
women, different social groups, boys, girls, youth, 
etc., not only household heads) to communicate 
on public services in the local areas, provide nec-
essary information and knowledge, so that local 
people, men and women can understand further 
on their citizen rights and responsibilities, their 
positions in the interaction process with public 
services most effectively. 

d. Enhance communication with people, men and 
women and different social groups to attract their 
participation in the planning, provision and moni-
toring of public services. 

Consider the large-scale application of the meth-
od of balance score cards as a tool in regular inter-
vals (ex. 6 monthly) to listen to people’s opinions 
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on the quality of public services in order to take 
corrective, feedback action, and quality improve-
ment action.

Conclusion

If gender responsive public services are consid-
ered powerful tool for the State to guarantee so-
cial justice and support the disadvantaged groups 
to participate more fully and equally in the devel-
opment process of the nation, Vietnam have make 
efforts but not in their full potentials. There are 
plenty of gaps from political commitment to ac-
tion and practical results in this field. Besides, ac-
cidental or intentional, the social stereotypes and 
gender inequality continue to be maintained and 
developed due to the direct and indirect impacts 
of other policies of the state, of private thinking 
and State management behavior of the executive 
officials of the organizations and agencies that  
provide public services at the local level. 

Gender responsive public services – responding 
to needs of all sexes in the society through basic 
public services (including health care, education, 
public administration and public transport) ensur-
ing the availability, affordability and accountability 
(the 3A standards) will be the real answer for Viet-
nam for a solution of sustainable development in 
the wide integration context at present.

The useful experience and success of their other 
countries should be vigorously considered for ap-
plication in Vietnam in designing, implanting and 
budgeting. 

In the context where Vietnam is strongly and wide-
ly integrating into the globe and region, the Gov-
ernment will have less resource from tax to spend 
on provision of public services for all people. The 
socialization of public services has its own side ef-
fect because it will push the marginalized, includ-
ing women and girls out of the development and 
deeply into poverty. The State should restructure 
the tax policy; reduce misspending and corruption 
so that the available precious resources of budget 
will concentrate more on gender responsive pub-
lic services.  

United Nations (UN) in 2015 concluded the attain-
ment of Millennium Development Goals (MDGs) 
period 2005-2015, which highly appreciated the 
efforts of Vietnam in poverty eradication and gen-
der equality. 192 countries in the world together 
commit to implement Sustainable Development 
Goals (SDGs) till 2030; gender equality and gender 

responsive public services are important to reach 
SDGs.  ActionAid is calling stakeholders, especially 
donors, State, media, market, NGOs and people 
to care and promote for the availability, afford-
ability and accountability (3A standards) of public 
services to make them more gender responsive to 
make sure nobody is lagging behind.
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