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Abstract
Despite the considerable investment of the Government of Vietnam in e-government, the outcomes of it are still far below the expectation. 
This paper aims to assess the current situation of e-government in Vietnam and to investigate the reasons for the modest results of it. Different indicator groups for the measurement of e-government will be applied to access the status of each dimension of e-government as well as the overall performance of e-government in general. The extent to which e-government promoted better governance in Vietnam will be studied as well. In addition, effort was put to apply descriptive stakeholder theory in the interactive perspective of policy implementation to depict the dynamic picture of overall process of e-government policy in Vietnam with the interaction of many stakeholders involved.
The findings show that e-government of Vietnam is now at ‘Interactive stage’, with positive results as regards input and environmental indicators. However, the development policy for e-government in Vietnam is quantity-oriented rather than quality-oriented which reflected in the modest result of usage and output indicators and the low extent to which e-government promoted better governance in Vietnam.
The investigation of Project 112 pointed out that introducing e-government in Vietnam was an interactive process in which different stakeholders cooperated and struggled with each other for power, budget allocation and financial individual-gain. As a result, the actual outcome of the project and the original objectives were dichotomic. The paper also pointed out many inadequacies of the project, in which the most critical one was the lack of coordination between the e-government project and the broader public administration reform.
Relevance to Development Studies

The development of e-Government has become a global trend of public sector reforms. E-government has been expected to transform the internal relation among government agencies and the external relationship with citizens and businesses. The resulting benefits can be less corruption, increased transparency, greater convenience, and sustainable economic growth, etc. Given these benefits of e-government, studying its obstacles, therefore, is necessary to overcome them, improving e-Government to become an effective tool in the governance process.
In addition, the e-government feld has been criticized  for  its weak  theoretical  foundation. This paper, therefore, try to suggest the application of some promising theories to a theory-less field,
Keywords
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Chapter 1 INTRODUCTION

The development of electronic government (e-Government) has become a global trend of public sector reforms during the last two decades. 
Although the term ‘e-government’ appeared more than twenty years ago, there is no commonly accepted definition. The definition that is often cited is the one Layne and Lee mention in their research:  “E-Government refers to government’s use of technology, particularly web-based Internet application to enhance the access to and delivery of government information and service to citizens, business partners, employees, other agencies, and government entities” (Layne and Lee, 2001: 123). Holiday (2006) also points out ‘the core idea’ of e-Government in his paper: “e-Government usually comprises public sector use of information and communication technology (ICT), including the Internet, to boost information dissemination, enhance service delivery, and facilitate citizen participation” (Holiday, 2006: 516). 

Furthermore, the growth of e-Government is often divided into stages, such as the five-stage model suggested by UN and American Society for Public Administration: (1) Emerging – an official government online presence is established; (2) Enhanced – government sites increase, information  becomes more dynamic; (3) Interactive - users can download forms, e-mail  officials and interact through the web;  (4) Transactional - users can actually pay for services and other transactions online and (5) Seamless - Full integration of e-services across administrative boundaries (UN/ASPA, 2002: 2). 
Heeks (2001: 4) argues that there are three main domains of e-Government: improving government process (e-administration), connecting citizens (e-citizens and e-services) and building external interaction with and within civil society (e-society). Based on Heeks’s three main domains, Holidays divides e-Government in three key dimension: e-administration, focused on internal government process (G2G); e-services, focused on government service delivery to citizens and business (G2C/G2B); and e-citizenship, focused on citizen and business input into governance (C2G, B2G) (Holidays, 2006: 519).
Started before the boom of Internet, public administration computerization in developed countries already created a concrete background for the government to provide online public services. In developing countries, however, the computerization process started much slower. Hence, developing countries “usually combine three targets: computerization, public administration reform and online services into one e-Government program” (Obi and Nguyen, 2010: 39). This “three in one” e-Government program has been used in many countries as “an enabling tool to increase efficiency, enhance transparency, collect more revenue and facilitate public reform” (Bhatnagar, 2004:  13). However, e-government applications are not always fruitful as expected.  Robert Schware, Lead Informatics Specialist at the World Bank, remarked that “about 85% of the e-government systems that were implemented in developing countries turned out to be either total (35%) or partial (50%) failures” (Rahul, 2005: 26).
1.1 Problem statement: E-Government in Vietnam

The first comprehensive attempt to build e-government in Vietnam could be traced back from ‘Project 112’ on computerization of state administrative management in the framework of the public administration reform (PAR) which started in 2001 (Nguyen and Schauder, 2006). Since then, along with the PAR process, several initiatives have been underway to improve the application of e-Government in Vietnam, such as Vietnam ICT improvement project, Vietnam customs modernization project, Treasury and Budget Management Information System project, Payment system and Bank Modernization project, Rural Community Internet Development project, etc. (MIC, 2010a: 48). Simultaneously, the law and policy system guiding ICT development and e-Government implementation has been gradually improved (Refer to Annex I).
Thanks to the policies and the projects implemented, Vietnam e-Government has achieved some significant success. For instance, almost all ministries, ministerial-level agencies and People’s Committees of provinces and cities have developed their official website which were linked to government portal www.chinhphu.vn to provide information and limited services to business and individual (MIC, 2010a). Besides, the number of Vietnamese ICT users has increased dramatically, becoming one of the most important foundations for the implementation of e-government in Vietnam (ibid.).

However, despite the reasonably good foundation and the continuous effort of Vietnam Government, “the current e-government applications are still far below the society’s expectation and have not captured significant interest from the business sector and citizens” (Khuong and West, 2005: 7). ICT application in state agencies is considerably limited (Phuc, 2011). Online public services are still unfamiliar with enterprises and citizens, and the result of e-citizenship dimension is even more limited (Tuan, 2007; MOIT, 2010). Furthermore, there has been a lack of coordination and coherence between e-government and PAR, which has hindered the contribution of e-government to the achievement of ‘a democratic, clean, strong, professional, modern, effective and efficient public administration system’ under the PAR master plan framework (ADB, 2005).

Under this context, in September 2010, the Prime Minister issued Decision 1755 approving national strategy on transforming Vietnam into an advanced ICT country, setting vision for Vietnam to rank among the 1/3 group of leading countries in the UN’s ranking list on e-government. Is it a feasible vision for Vietnam ? This initial concern motivated me to assess the current situation of e-government in Vietnam as well as investigate the reasons for the modest results of previous projects. I believe that understanding the current situation of e-government in Vietnam as well as the obstacles facing this ICT-applied program is necessary to overcome them, facilitating Vietnam e-Government to achieve that vision and to become an effective tool to build a ‘government of, by, and for the people’ in long term.
1.2 Research cases: Project on State Administrative Management Computerization 2001-2005
To investigate the progress and dynamics of e-government in Vietnam, I will assess the project on State Administrative Management Computerization project 2001-2005.
1.2.1. Case background
On July 25, 2001, Vietnam’s Prime Minister issued Decision 112 approving the project State Administrative Management Computerization, Period 2001-2005 (SAMCom, and locally often referred to as ‘Project 112’). The project was envisioned that the ICT would be used “to streamline administrative procedures and to provide information about all state agencies to the public” (Obi and Nguyen, 2010: 43). The scope of Project 112 was large since it covered both the central and local level of Vietnam public administration structure (ibid.).
The project included five main objectives: (1) Building up the State administrative management computerization systems; (2) Building national databases and integrated database centres; (3) Providing public services online; (4) Training the state public servants; (5) Boosting the reform of administrative procedures. In order to gain its objectives, six sub-activities were planned, in which, hardware procurement and the training of staff are major components of the project (Khuong and West, 2005).
The management organization of Project 112 included two main units, the central managing unit (CMU), residing in the Office of Government (OOG) and being in charge of coordinating all organizations in different ministries and provinces; and the local managing units (LMUs), located at ministries and the People’s Committees of provinces and cities, taking responsibility for the implementation of e-Government initiatives at their organization scope (Obi and Nguyen, 2010).

With the big budget to invest, Project 112 was expected to set the comprehensive foundation to boost e-government in Vietnam. However, in April 2007, the Prime Minister halted the project. The report of State Audit Agency concluded that no objective of Project 112 had been achieved. Furthermore, the project had misallocated nearly VND 250bil (USD 16mil) in funds.
1.2.2. Reasons for case selection
Project 112 was considered as the milestone for e-Government in Vietnam (Khuong et al., 2006; Tuyen, 2010; Obi and Nguyen, 2010). With the large scope and large investment, the failure of project 112 had significant impacts on the e-Government building process afterwards. Furthermore, being one of the first e-Government projects in Vietnam, experience from the failure of Project 112 should be carefully studied for better implementation of e-Government projects in the future.
1.3 Research objectives

This research paper has two main objectives:

· To assess the current status of e-Government in Vietnam
· To investigate the reasons for the modest results of e-government projects in Vietnam
1.4 Research questions
· What is the current situation of e-Government application in Vietnam, in term of e-administration, e-services, e-citizenship and the level of performance in general?

· Who are the main stakeholders involved in promoting e-government? How do they interact to impact the progress of e-government projects in Vietnam?

· To what extent has e-Government implementation promoted better governance in Vietnam?

1.5 Relevance and Justification

“As is true all over the world, government in the developing nations costs too much, delivers too little, and is not sufficiently responsive or accountable” (Heeks, 2001:5) . For several years, governments throughout the world have been seeking to provide electronic access to government information and services. Key reasons for this effort have been “to  increase  the  efficiency  of  government  operations,  strengthen  democracy,  enhance transparency, and provide better and more versatile  services  to citizens and businesses” (Coe et al., 2001; Ho, 2002; Watson and Mundy, 2001, cited from Flak et al., 2008). Given the benefits of e-government, studying its constraining factors, therefore, is necessary to overcome them, improving e-Government to become an effective tool in the governance process. 
In Vietnam, e-Government has also become a buzzword in media and started to attract the scholars’ attention. However, the existing studies either are too general and superficial (such as reports of ministries) or too specific, focusing on certain issues and have not analyzed comprehensively all the three dimensions of e-Government (e-administration, e-services and e-citizenship) as well as the interaction among different stakeholders in the design and implementation process. With this paper, I aim to review the status of Vietnam e-Government and analyze the challenges facing e-Government projects in Vietnam in all three dimensions. The roles of and the interaction among different stakeholders as well as the management structure will be also brought to light to understand clearly the obstacles of e-Government project implementation in Vietnam.

1.6 Research methodology
This paper will apply both qualitative and quantitative analysis using in both primary and secondary data.

 1.6.1. Primary data

To collect primary data, I returned Vietnam and did the fieldwork in Hanoi, trying to collect the data from perspectives of state agencies, enterprises and citizens.

In term of state agencies, I interviewed two key informants
 in Ministry of Information and Communication. The content of the interview was about e-Government status in Vietnam in general and Project 112 in particular, and some main obstacles for its application. 
Where enterprises are concerned, I tried to collect the information from enterprises implementing e-customs project, which can be seen as the representative for on-going e-Government projects in Vietnam. Firstly, observation method was applied. I did attend a conference with the participation of Hanoi Customs Department and enterprises. The conference was to disseminate new regulations, and to answer enterprises’ questions about customs procedures. Many concerns of enterprises about e-customs procedures were raised, based on which I conducted a semi-structured interview with five enterprises to investigate the impact of e-customs on the business of enterprises. 

In term of citizens, I designed an online questionnaire, sent it to friends in my Skype and Yahoo!Messenger list and asked them to forward it for me as well. The number of response received is 231, with 219 valid ones. The response was considered as invalid if it did not provide any answer for all questions or just provided the answers for the questions of personal data.
1.6.2. Secondary data

Regarding secondary data, the researcher has worked with existing text from various sources, include:
· Vietnam ICT White books
· Vietnam e-commerce reports
· Reports of State Audit Agency about Project 112
· Reports of MOF about e-customs project
· UN e-Government readiness surveys
· Other academic reports, literature, books related to information system and e-government
· Media news related to Vietnam e-government as well as project 112.
1.6.3. Research constraints
In term of Project 112, due to the constraints of my short stay in the research location and reluctant officials, I faced the difficulty to access the data of corruption or elite capture in the implementation of the project. Some officials rejected to be interviewed. The ones I interviewed tried to not mention the project in a detailed ways. Therefore, the information on negative aspects of the projects is generally based on the published report of State Audit Agencies, some other academic reports and media news. 

In term of the questionnaire, it would have been more precise if I had been able to conduct two separate questionnaires, one for ministerial one for provincial websites. However, because of the time limit, and based on the assumption of the initial stage of Vietnam e-Government, the questionnaire merged these two levels together. The respondents were asked to give the average assessment based on their general experience with state agencies at any levels. However, further studies should be conducted with the separation of ministerial and provincial levels to have a more precise and profound knowledge about e-government status in Vietnam.

1.7 Set up of research paper

This study is divided into seven chapters. Chapter one presents the introduction of the study. Chapter two is concerned with the theoretical framework. Chapter three presents the context of Vietnam. Chapter four assesses the current situation of e-government in Vietnam. The next chapter clarifies SAMCom project. Chapter six is for analysing the case and accessing the constraining factors for e-government implementation in Vietnam while the final chapter contains the conclusions of the research findings. 

Chapter 2 Theoretical framework

2.1 Key concepts and terms

2.1.1. E-Government
Definition of e-Government

The idea of e-government was raised by former U.S. vice president (Al Gore) within his vision of “linking the citizen to the various agencies of government for getting all kinds of government services in an automated and automatic way, in addition to the completion of the government working itself depending on information and communication networks to reduce costs, improve performance, speed of delivery and effectiveness of implementation” (Tamara, 2010: 1). Like other concepts relating to political science, there are different approaches in defining e-government. The definition that is often cited is the one Layne and Lee mention in their research:  
“E-Government refers to government’s use of technology, particularly web-based Internet application to enhance the access to and delivery of government information and service to citizens, business partners, employees, other agencies, and government entities” (Layne and Lee, 2001: 123).
According to OECD, e-government is “the use of information and communication technologies, and particularly the Internet, as a tool to achieve better government” (OECD, 2003). World Bank also gives a broad definition of e-government on its website as follow:

“E-Government refers to the use by government agencies of information technologies (…) that have the ability to transform relations with citizens, businesses, and other arms of government. These technologies can serve a variety of different ends: better delivery of government services (...), improved interactions with business and industry, citizen empowerment (…), or more efficient government management. The resulting benefits can be less corruption, increased transparency, greater convenience, revenue growth, and/or cost reductions”
.

In this study, I will use the definition quoted in the study of Layne and Lee (2001) with the focus on Internet-based e-government.
Stages of e-government

Implementing E-government is a continuing process, and most often the development is conceptualized in stages. The widely known maturity model is the one suggested by Layne and Lee (2001) who sees e-government as an “evolutionary phenomenon”, from which e-government initiatives should be derived and implemented. They posit four stages of a growth model for e-government: (1) Cataloguing, (2) Transaction, (3) Vertical integration, and (4) Horizontal integration. These four stages are explained in term of complexity involved and different level of integration as shown in figure 1 below:

Figure 1: Layne and Lee’ maturity model of e-government
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Source: Layne and Lee (2001)


This paper uses the UN’s model of e-Government’s developmental stages so that it can be in conformity with some official evaluation and analysis practices in Vietnam. According to UN, e-Government’s maturity can be divided into five stages ascending in the level of maturity or sophistication of e-government presence online.

Table 1: UN’s model of e-Government stages

	Emerging:
	An official governmental online presence is established. 

	Enhanced:
	Government sites increase; Information becomes more dynamic

	Interactive:
	Users can download forms, e-mail officials and interact through the web

	Transactional:
	Users can actually pay for services and other transaction online

	Seamless
	Full integration of e-services across administrative boundaries


Source: UN/ASPA, 2002
Indicators for the measurement of e-government

Since there are different ways of defining e-government and classifying e-government maturity, there are, as a result, different ways to measure e-government. Snijkers et al. (2007) conduct a global comparision of indicators and led to the following of categorisation of indicators.

Table 2: Indicators for the measurement of e-government
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In this paper, the researcher has put effort on collecting data for all indicator groups in order to have a comprehensive assessment on e-government situation in Vietnam.

2.1.2. Good governance and e-government

E-government is often supposed to be an important instrument for achieving ‘good governance’ if efficiently and purposefully applied (Saidi & Yared, 2002; Ciborra & Navarra, 2005). According to Okot-Uma (2001), “e-Governance seeks to realize processes and structures for harnessing the potentialities of information and communication technologies (...) for the purpose of enhancing Good Governance” (cited from Ciborra and Navarra, 2005: 144). United Nation also pointed out that “E-government initiatives should be measured by the degree to which they contribute to good governance” (UN, 2002:4)
According to UNESCAP, “good governance” has eight major characteristics. It is participatory, consensus oriented, accountable, transparent, responsive, effective and efficient, equitable and inclusive and follows the rule of law. It assures that corruption is minimized, the views of minorities are taken into account and that the voices of the most vulnerable in society are heard in decision-making. It is also responsive to the present and future needs of society.
Figure 2: Characteristics of good governance
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Source: UNESCAP, http://www.unescap.org/pdd/prs/ProjectActivities/Ongoing/gg/governance.asp

In the field of e-Government, the research paper will focus on the following characteristics:
· Transparency

“Transparency means that decisions taken and their enforcement are done in a manner that follows rules and regulations. It also means that information is freely available and directly accessible to those who will be affected by such decisions and their enforcement. It also means that enough information is provided and that it is provided in easily understandable forms and media” (UNESCAP). 

According to the Cyberspace Policy Research Group (CyPRG, 2000: 3), transparency refers to “the availability of information for navigating a large-scale social system” and “constitutes a layman's basic map of the organization as depicted in the information on the site (ibid.: 3). The more transparent an organization’s website is, the more it is willing to allow citizens to monitor its performance (Welch and Hinnant, 2002). Bhatnagar (2004) points out that e-government can help increase transparency by disseminating government rules and procedures, citizen’s charters, government performance data to wider audience; disclosing public assets, government budget, procurement information; and making decisions of civil servants available to public.
· Responsiveness

According to UNESCAP, “Good governance requires that institutions and processes try to serve all stakeholders within a reasonable timeframe”. By facilitating two-way interaction, “electronic governance has been hailed as a way to improve service delivery and responsiveness to citizens” (West, 2004: 16). However, Jaeger and Thompson (2003) also warn that e-government can have reverse impact, i.e. lessening responsiveness of government ofﬁcials, because “in many ways, it is easier to ignore a piece of email than it is a human being” (ibid.: 392).

· Participation
Participation is a key cornerstone of good governance, in which all men and women should have a voice in decision-making, either directly or through legitimate intermediate institutions that represent their wishes (UNESCAP). “The central idea of participation is to give citizens a meaningful role in local government decisions that affect them” (Blair, 2000: 22).

OECD argues that democratic political participation must involve the means to be informed, the mechanisms to take part in the decision-making and the ability to contribute and influence the policy agenda. 

Box 1: Three level of democratic political participation

	· Information: a one-way relationship in which government disseminates information on policy-making on its own initiative – or citizens access information upon their demand. 

· Examples are access to public records, official gazettes, and government web sites.

· Consultation: a limited two-way relationship, in which government asks for and receives citizens’ feedback on policy-making

· Examples are comments on draft legislation, and public opinion surveys.

· Active participation: an advanced two-way relationship based on the principle of partnership between government and citizen, in which citizens actively engage in decision-making and policy-making.

· Examples are open working groups, laymen’s panels and dialogue processes.


. Source: OECD (2001)
ICT has long been expected to be a mechanism to promote political participation. With new technologies, more individuals have been expected to have access to greater amounts of information, be able to participate in policy formation more effectively, and even challenge the existing 'political establishment’ (Komito, 2005). 
2.1.3. Corruption and e-government

 Corruption refers to “behaviour which deviates from the formal duties of a public role because of private-regarding (personal, close family, private clique) pecuniary or status gains; or violates rules against the exercise of certain types of private regarding influence. This includes such behaviour as bribery (use of a reward to pervert the judgment of a person in a position of trust); nepotism (bestowal of patronage by reason of ascriptive relationship rather than merit); and misappropriation (illegal appropriation of public resources for private-regarding uses)” (Nye, 1967, cited from Pellegrini, 2011).
There are different ways to explain the roots of corruption. Pellegrini (2011) reviews both historical and contemporary theories of determinants of corruption, assesses the empirical data and finds an association of higher country income level, democracy and wages of public servants with lower corruption (ibid.). Bhatnagar (2004) points out two major contributions to the growth of corruption, namely ‘the low probability of discovery’ and ‘perceived immunity against prosecution’. Bureaucratic corruption can also be explained by agency theory, in which members of the government (as agents) have more control over information than citizens (as principals) and therefore, prone to corruption (Jain, 1998; Smith and Bertozzi, 1998). 

In theory, e-government can help to curb corruption. For instance, publishing of government information and administrative procedure on websites make them more transparent, decreasing the asymmetry of information between government and citizens while increasing the probability of discovering the corrupted bureaucrats. The very process `of building online public service provision systems also requires that rules and procedures be streamlined and standardized across regions and make explicit (so that they are amenable for computer coding). This, in turn, reduces “the discretion and opportunity for arbitrary action available to public servants in dealing with every application on a case-by-case basis” (Bhatnargar, 2004: 40). E-government can also lead to centralization of data, which can be used for improving audit and analysis (ibid).
2.2 Interactive model of policy implementation

E-Government can be seen as a policy of applying ICT in state agencies to achieve the goal of better governance. Therefore, it is useful to apply theories of the policy process to understand the progress and dynamics of e-government policy.

There has been an ongoing debate within political science on whether policy making is a linear process or a more chaotic procedure, dominated by political and socio-cultural forces. In linear model, policy is viewed as a process of discrete stages, in which “a proposed reform gets on the agenda for government action, a decision is made on the proposal, and the new policy or institutional arrangement is implemented, either successfully or unsuccessfully” (Thomas and Grindle, 1990: 1164). The linear process has a close relation with ‘vertical dimension’ of policy, which ‘sees policy as rule’, i.e “concerning with the transmission downwards of authorizes decisions’ (Colebatch, 2002: 23).

Figure 3: The linear model of policy reform
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Source: Thomas and Grindle (1990)
However, many researchers have criticized the flaw in the linear model because “policies often change as they move through bureaucracies to the local level where they are implemented” (Sutton, 1999: 22). Turner and Hulme (1997: 75) also point out that “the implementation of a policy is not easy and straightforward and cannot be simply classified as a technical exercise”. Rather, “implementation is frequently a highly political process, (…) an arena where those with interests in a policy engage in negotiation over the goals of the policy and conflict over the allocation of resources” (ibid.:77).  Implementation always makes or changes policy to some degree (Lindblom, 1980). “Policy implementers interact with policy-makers by adapting new policies, co-opting the embodied project designs or simply ignoring new policies, hence underscoring the fact that implementers are crucial actors whose actions determine the success or failure of policy initiatives” (Juma and Clarke, 1985: 126). These assessments are in alignment with the interactive model developed by Thomas and Grindle (1990), in which “a policy reform initiative may be altered or reversed at any stage ... by the pressures and reactions of those who oppose it” (ibid.: 1166). The dichotomy between policy-making and implementation is put at the central focus of this model.

Figure 4: The interactive model of policy implementation
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Source: Thomas and Grindle (1990)
Mention that such an interactive perspective, the role, interest, and action of stakeholders in the policy arena, therefore, become critical for analysis.
2.3 Descriptive stakeholder theory

The stakeholder research began to unfold after the publishing of R. Edward Freeman's seminal book ‘Strategic Management: A Stakeholders Approach’ in 1984 (Scholl, 2002). The idea of a stakeholder approach suggests that strategic management could become more effective and efficient if managerial efforts regard various stakeholders' concerns (ibid.). In his book, Freeman broadly defines a stakeholder in an organization as “any group or individual who can affect or is affected by the achievement of the organization’s objectives” (Freeman, 1984: 25). Michael et al. narrow the stakeholder field to “those with legitimate claims, regardless of their power to influence the firm or the legitimacy of their relationship to the firm” (Mitchell et al., 1997: 857).

Stakeholder theory (ST) refers to a composition of three interrelated and mutually supportive aspects: normative, descriptive, and instrumental (Donaldson and Preston, 1995). In brief, the normative ST state that “every organization has  a  variety  of  stakeholders”  and  that  “organizations have moral  and  ethical duties  to know and respect the interests of their stakeholders” (Flak et al., 2008: 6-7). Hendry (2001) reviews the normative aspect of ST and suggests three kinds of stakeholder involvement: ‘modest’, i.e., ‘treating stakeholders with respect’; ‘intermediate’, i.e., ‘incorporating some stakeholder interests in the governance of the corporations’; and ‘demanding’, i.e., ‘participation for all stakeholders in corporate decision processes’ (ibid: 167).
The instrumental aspect of ST is used ‘to identify the connections, or lack of connections, between stakeholder management and the achievement of traditional corporate objectives’ (Donaldson and Preston, 1995: 71). It proposes ‘stakeholder-oriented answers as to how managers should meet specific objectives, which may or may not have ethical elements’ (Hendry, 2001: 163).
The descriptive ST “proposes stakeholder answers to questions of fact” (ibid.). It is concerned with “how to represent and describe organizations and organizational behaviour” (Flak et al., 2008: 5). There are three key aspects involved in descriptive ST, i.e. definition of stakeholders, tools to identify them and concepts that represent stakeholder salience (ibid.). Salience refers to the “degree to which managers give priority to competing stakeholder claims” (Mitchell et al, 1997:854). Mitchell et al. generate a stakeholder typology, in which salience is composed of three relationship attributes of Power (“a relationship among social actors in which one social actor, A, can get another social actor, B, to do something that B would not have otherwise done”), Legitimacy (“a generalized perception or assumption that the action of an entity are desirable, proper, or appropriate within some socially constructed system of norms, values, belief, definitions”), and Urgency (“the degree to which stakeholder claims call for immediate attention”). Stakeholders possessing all three attributes are termed ‘definitive stakeholders’ since they are more salient towards managers than stakeholders who only possess one (‘latent stakeholders’) or two of the attributes (‘expectant stakeholders’). Any expectant stakeholder can become a definitive stakeholder by acquiring the missing attribute. Both stakeholders and salience, therefore, represent dynamic phenomena, which should be analyzed regularly (ibid.).

Figure 5: Stakeholder typology
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Although Heeks (2001) warns of the dangers of applying theories developed for private industry directly to public sector, several researcher have also suggested ST as a useful theory for e-government domain (Scholl, 2001; Scott et al., 2004; Frak and Rose, 2005; Tan et al., 2005; Flak et al., 2008).Flak and Rose (2005) conclude that adapting ST to e-government can provide a promising theory to a theory-less field and contribute to the development of management propositions for an applied field based on theoretical description of government stakeholder relationships (ibid: 644).
In this research paper, the theory of descriptive stakeholder will be applied to understand the interaction and impacts of different stakeholders in e-government interactive policy process in Vietnam.
Chapter 3 The context of Vietnam

3.1 Geography, People and Economy

The Socialist Republic of Vietnam locates at Southeast Asia. According to The World Factbook fof CIA, the area of Vietnam is 331,210 sq km. The total population is 90,549,390 (July 2011 est.) with a median age of 27.8 year, comprising 25.5% of 0-14 years, 69.3% of 15-64 years, and only 5.5% of 65 years and over. Urban population makes up approximately 30% of total population, while the rest 70% live in a rural setting with farming as the main occupation. Literacy rate
 is 94% in Vietnam (CIA, 2011).

With the adoption of the policy of renovation, ‘Doi Moi’, since 1986 Viet Nam has been in transition from a centrally planned to a socialist-oriented market economy. The Government of Vietnam committed to increased economic liberalization and enacted structural reforms needed to modernize the economy and to produce more competitive, export-driven industries. With the implementation of four five-year socio-economic development plans, Vietnam, from a food importing country, has become the second largest rice exporter in the world. The progress Vietnam made in alleviating poverty has also been assessed as one of the greatest success stories in the world (World Bank, 2003). Poverty rates have halved from 58% in 1992 to 29% in 2002 (ibid.), and further down to just about 10% by the end of 2010 (ADB, 2011). Together with the success in poverty reduction, Vietnam has become one of the fastest-growing economies in the world, averaging around 8% annual GDP growth from 1990 to 1997 and 6.5% from 1998-2003. From 2004 to 2007, GDP grew over 8% annually, slowing slightly to 6.3% in 2008 and 5.3% in 2009, and then recovering to 6.78% in 2010. The shift away from a centrally planned economy to a more market-oriented economic model has improved the quality of life for many Vietnamese. Per capita income rose from $220 in 1994 to $1,168 in 2010. According to ADB, “Vietnam’s economy has undergone radical changes, achieving almost unparalleled socioeconomic success: fast overall growth, substantial poverty reduction, and further social development” (ADB, 2002).
Vietnam’s leaders are aiming at a fast, sustainable, and equitable development with further integration into the regional and global economies. The benefits of global integration, however, “accrue to economies whose competitiveness is not undermined by the artificial burdens and high transaction costs of “red tape” and general maladministration”. Therefore, Viet Nam’s public administration must contribute more effectively to the country’s transformation into an industrialized, modern, and prosperous country (ibid.).

3.2 Political system

3.2.1. The Communist Party of Vietnam

Vietnam is a one-party state, with ultimate political power held by the Communist Party of Vietnam (CPV). CPV adopts Marxism-Leninism and Ho Chi Minh Thoughts as the firm ideological foundations with the aim to make Vietnam “a strong, independent, prosperous and democratic country with an equitable and civilized society, to realize socialism and ultimately, communism” (GOV website).

CPV’s executive is the 150-member Central Committee, elected by the Congress of all party members. The Politburo, selected during the Party Congress and headed by the General Secretary, determines government policy. The Party organizational system is established in line with the State administrative apparatus from central to local level as well as in administrative bodies, schools, enterprises, political/social/professional organizations, army units and police forces (ibid.).
3.2.2. State system

Vietnam has a four-tiered administrative structure – central, provincial, district, and commune levels. There are five state institutions at the central level, with counterparts at subordinate levels: (i) the 500-member elected National Assembly and its elected local counterparts, the People’s Councils; (ii) The President, who is supported by vice presidents; (iii) the Government, and its local counterparts, the People’s Committees; (iv) the Supreme Court and the local People’s Courts; and (v) the Supreme Institution of Procuracy, and the local People’s Procuracy (ADB, 2002). 
The National Assembly

According to the 1992 Constitution of Vietnam, the National Assembly (AN) is the highest representative body of the people and the only organization with legislative powers. Three main functions of the NA include: legislation, deciding the important issues of the country and carrying out the supreme supervision power of all activities of the State. “Once seen as little more than a rubber stamp, the National Assembly has become more vocal and assertive in exercising its authority over lawmaking, particularly in recent year (…). However, the National Assembly is still subject to Communist Party direction. More than 90% of the deputies in the National Assembly are party members” (US Department of State).

The Government

The Government is the executive organ of the NA, and the supreme state administrative agency of the Socialist Republic of Vietnam.

Components of the Government are: Prime Minister (PM), Deputy Prime Ministers, and Ministers and Heads of ministerial-level agencies, in which, the PM is elected, released or dismissed by the NA at the State President’s request. At present, Government in Vietnam consists of 22 ministries and ministerial-level agencies. Ministers and heads of the ministerial-level agencies are approved by the NA at the PM’s proposal. They are in charge of state management over their assigned branches or affairs. The PM can override the decisions of ministers and local authorities that are in contravention of the law, and otherwise exercise a supervisory role over these bodies. The Office of the Government (OOG) provides advisory and administrative support to the PM. Overall policy direction is set by the CPV. The Prime Minister makes decisions on new laws and policies, after consultation with relevant stakeholders, which are then endorsed by monthly cabinet meetings and the NA as necessary (GOV website; ADB, 2002).
Judiciary

The court system is established both at local and central levels, in which the Supreme Court is the highest court of appeal and review. Besides, the Supreme People's Procuracy is an agency under the supervision of the NA with responsibility to ensure compliance with the law by governmental ministries, agencies, as well as local organs of power, economic bodies, social organizations, and citizens (ibid).

Local authorities

According to GSO (2011), Viet Nam's local administration system is divided into three levels: provinces (63 units), districts (697 units), and communes (11,111units). At all three levels there is a representative body (the People's Council) and an executive body (the People's Committee). These two bodies often have overlapping membership. The local people elect the People's Council, which, in turn, selects the chairman and vice chairman of the People's Committees (GOV website, ADB, 2002).

The local authorities carry out administrative functions that are assigned by national legislation. In accordance with the ‘Doi Moi’ reform policy and new Constitution 1992, the Budget Law (1996) formalized the fiscal arrangements between different levels of government, assigning important budget responsibilities to local authorities, especially at the provincial level. As a result, the People's Committees have now both budgetary and administrative responsibilities (Wescott, 2003).

Being ‘the local organ of the State power’ as stated in the Constitution 1992, the People’s Councils, however, face many obstacles to carry out their functions.The obstacles can be traced back to the inadequacy of resources, skills and infrastructure. In addition, meeting only twice a year, often after the NA’s semi-annual sessions, the contribution of People’s Councils to policy discussions at the national level is limited (ibid.).

The accountability in Vietnam administrative system can be characterized as ‘double subordination’, in which:

· People’s Councils at all levels are supervised and guided both by the Standing Committee of the NA and the government;

· People's Committees are held accountable to both the People's Councils at the same level as well as to the next highest executive body; 

· Some central ministries have branch offices at the local level. These branches are administratively placed under the People's Committees but functionally report directly to their higher authorities.

This ‘double subordination’ have led to the ambiguity of accountability and brought coordination problems between central and local government despite the issue of various laws and decisions to clarify respective roles and authority. For instance, many decisions of central government have not been elaborated as guidelines by local governments, and thus could not be implemented; or some local governments have issued regulations contradicting those of central government. ADB pointed out that this unclear demarcation of the mandates in Vietnam “continues to leave room for discretion in interpretation of responsibility and accountability where there are overlapping functions and duties” (cited from Wescott, 2003: 28).

3.3 Public administration reform master plan

The renovation policy Doi Moi, as mentioned above, has achieved significant success. Various reform attempts have contributed to this success, in which public administration reform (PAR) has been considered as one of the most important attempts since “the exercise of state power has a major effect upon national development and public administration is at the heart of the mechanism through which state power is exercised” (ADB, 2005: 16). Despite some significant weaknesses recognized, public administration system in Vietnam during the last fifteen years of 20th century was highly appreciated by its efforts at consensus building around objectives, and by a high degree of flexibility and relative autonomy of institutions (Quan, 1998; Arkadie and Mallon, 2004; ADB, 2005). However, new development context with pressures of globalization and integration, as well as the increasing sophistication and complexity of society and the economy, have raised new challenges for public administration system in Vietnam. Better coordination and greater coherence in administration become a must in order to achieve efficiency and effectiveness in public management tasks for sustaining future growth. “It is necessary in this context that the repeated emphasis on further clarifying roles, reducing overlap, streamlining organizational structure, improving coordination and capacity of the civil service etc should be interpreted clearly” (ADB, 2005: 17).

PAR as an integrating concept was officially endorsed by CPV Central Committee in 1995, with emphasis on building a clean and effective state apparatus. However, the lack of a unifying frame for the various reforms adopted created much confusion about the scope of PAR and its relation to reforms in other sectors. This led to the development and adoption of the PAR Master Programme 2001-2010 in September 2001, which gathered into one document all the targets, plans and modalities for PAR with coordinating and synchronizing reforms in the different areas (ibid.).

PAR MP 2001-2010 sets out a program of reform in four strategic areas: institutional reform, organizational structure reform, cadres and civil servants reform, and public financial reform. The original objectives were very ambitious, included improving the quality of legal normative documents on service, modernizing public financial management, and e-government (GOV public administration, defining of functions, decentralization, reforming civil, 2001b; WB, 2011). To achieve these objectives, seven action programs were designed:

· (1) Development and assurance of normative legal documents

· (2) Revising tasks, functions and organisational structures

· (3) Staff downsizing
· (4) Quality improvement of cadres and civil servants

· (5) Salary reform

· (6) Improvement of financial management mechanisms for administrative and public service delivery agencies

· (7) Modernizing administrative system
PAR MP has received some notable successes. According to WB (2011), administrative procedures in Vietnam have been simplified and made more transparent (in which, the most outstanding result should be listed is the building of national database of administrative procedures which is available at address www.csdl.thutuchanhchinh.vn); new approaches such as the one-stop shop have been widely applied; performance management system and citizen’s report cards have been introduced; public administrative services have become more accessible, transparent, and accountable.
However, PAR MP has also witnessed the slow translation of policy into actions. This limitation was due to the lack of national or local cross-sector coordination of plan formulation and implementation which were decentralized to administrative units. Simultaneously, there was a lack of adequate participation from the people representatives, private sector and civil society. “As a whole, PAR has been viewed as a collection of technical measures to improve efficiency rather than a fundamental effort to make the administration accountable to society and the people” (ibid: 12).
Chapter 4 Assessing current status of e-Government in Vietnam

Under the PAR in general and PAR MP in particular, the Government of Vietnam aims to develop an advanced and modern public administration system through increased use of ICT together with improvements in management modalities, policy coordination, and better work methods. This vision has led to the formulation and implementation of several e-government related policies, of which the most notable are Politbureau Directive 58 from 2001 on usage and development of IT for industrialization and modernization
; the National ICT Master Plan 2001-2005
; the Internet Development Plan 2001-2005
; Project on Computerization of State Administrative Management in period 2001-2005
; National strategy for ICT development towards 2010 and orientation towards 2020
; Plan on IT application in state agencies’ operations during 2009-2010
; and the latest national strategy on transforming Vietnam into an advanced ICT country with the vision for Vietnam’s e-government to ‘rank among the 1/3 group of leading countries in the UN’s ranking list on e-government readiness’
. 

This chapter will assess to what extent Vietnam is ready for e-government and depict the current situation of e-government in Vietnam. Input and environmental indicators will be applied to understand the context for the development of e-government. The current situation of e-government and the extent to which e-government promoted better governance in Vietnam will be assessed based on output, usage and impact indicators (Snijkers et al., 2007).
4.1 The context of ICT in Vietnams

It is clear that, without the availability of ICT infrastructure, e-government cannot be achieved. According to statistics presented by WB and WITSA (2004), Vietnam’s investment in ICT infrastructure as percentage of GDP was of a similar order to that of larger economies in the region: Vietnam spent 7.3% of GDP, while South Korea spent 6.7%, Japan 7.4%, and Hong Kong 8.4%. Clearly the absolute expenditure in Vietnam was much lower than that of these countries, given the different in GDP, however, “the level of commitment being made in percentage terms set a good base for long term development” (Khuong et al., 2006). Statistics of Trading Economics also show that the absolute figures of ICT expenditure in Vietnam have been increasing continuously.
Figure 6: Vietnam’s ICT expenditure
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Thanks to Government’s commitment as well as sound policies, the number of Vietnamese ICT users has increased dramatically. According to Vietnam ICT White Book 2010, until 2009, Vietnam has more than 98 million mobile phone describers (113.14 describers per 100 inhabitants), and more than 22.7 million Internet users (27.51 Internet users per 100 inhabitants). The growth of telecommunications and Internet usage in Vietnam over the period from 2006 to 2009 is showed in the following table:

Table 3: Telecommunication and Internet in Vietnam

	Indicators
	2006
	2007
	2008
	2009
	2010

	Mobile  phone subscribers
	18,892,480
	45,024,048
	74,872,310
	98,223,980
	

	Mobile phone subscribers/ 100 persons
	22.41
	52.86
	86.85
	113.40
	

	Internet users
	14,683,783
	17,718,112
	20,834,401
	22,779,887
	26,784,035

	Internet users/ 100 persons
	17.67
	21.5
	24.40
	26.55
	31.11

	Households with computers/ 100 household
	7.73
	
	10.35
	13.55
	


Source: Synthesis from Vietnam ICT White Book 2010

The development of Vietnam ICT infrastructure is also demonstrated in the relative rank among other countries. For instance, Vietnam’s rank of Telecommunication Infrastructure Index
 in UN e-Government Survey increased from 115th in 2003 to 79th in 2010. The increase in this index is one of the reasons that lead to the increase in Vietnam’s rank of e-government readiness in UN surveys.

Table 4: Vietnam’s rank in UN e-Government Readiness Survey

	
	2004
	2005
	2008
	2010

	Ranking in the world
	112
	105
	91
	90

	Ranking in South and Eastern Asia
	
	11/15
	10/15
	10/15

	E-readiness index (of 1)
	0.33378
	0.3640
	0.4558
	0.4454


Source: Systhesis from UN e-Government Readiness surveys

However, despite the vigorous growth in the absolute number of users, ICT infrastructure in Vietnam still has many disadvantages for the development of e-government. It can be seen from table 3 that the percentage of computer and Internet usership in the population is still low. In addition, while the speed of broad-band subscriber growth in Vietnam is ranked among the highest rates in the world, the digital gap between urban and rural in Vietnam is increasing significantly (VNPT, 2011). Some statistics show that up to two third of the number of broadband subscribers are concentrated in two major cities, namely Hanoi and Ho Chi Minh city. 

Figure 7: Allocation of broadband subscribers
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Source: VNPT, 2011
There are also huge gaps between the rates of ownership of digital equipments between urban and rural areas, which hinders the development of “e-government accessible for all” as shown in the following figure:

Figure 8: Digital gap between urban and rural areas
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Source: VNPT, 2011
Some projects have been implemented in order to narrow the digital gap between the rural and urban areas. For instance, in 1998, Vietnam Post and Communications Group (VNPT) introduced the CPCP model (Communal Posts and Cultural Points) with a subsidy from the government via the Vietnam Public Telephone Service Fund. CPCP are  places intended to provide basic postal and communication services to residents in rural areas, especially in remote, island and mountainous areas, ethnic minorities and poor communes. From 1998 to present, VNPT built more than 8000 PCPCs, in which 2353 ones have equipped with high speed Internet (Tuyen, 2010; Minh Anh, 2011). Another project has been funded by the Military Telecom Group, Viettel. From 2008 to December 2010, Viettel completed its target to fully provide free internet connection to all schools and educational offices across the country, bringing opportunity of Internet access for more than 25 million teachers and students in Vietnam (UNPAN, 2010).

In addition, the statistics from a report of ComScore (2011) reveals that internet users in Vietnam are significantly younger than the internet users from many other countries in the region. 38% of the internet users aged from 15-24 years old, followed by 33% of the age group 25-34, forming the predominant group of internet users in Vietnam. Furthermore, according to the report, 95% of the 15-24 year-old-population in Vietnam are already connected to the internet, hinting a bright prospect of the future e-government application in Vietnam, a young-population-country.
Figure 9: Composition of Internet audience over 15
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Source: comScore, 2011

In brief, ICT infrastructure in Vietnam has witnessed a continuouslly dramatic increase in recent years, setting the relative advantages for e-government application in Vietnam. At the same time, in an attemp to decrease the digital gap in Vietnam – one of the big disaadvantages for e-government, some projects have also achieved initial successes. The number of 95% of the 15-24 year old population in Vietnam having access to the internet implies that the digital gap seems to be shortened in the young generation, which gives a positive signal for e-government potential in a young population country like Vietnam. The following part will use the output as well as usage and impact indicators to assess whether e-government, an ICT-applied filed in Vietnam, successfully exploit this technical infrastructure to have a parallel development.
4.2 Current status of e-Government in Vietnam

4.2.1. E-Administration (G2G)

The commitment of GOV in building an e-administration system is significant consistent. This consistency has been demonstrated in PAR MP with one action program on modernizing administration system, following with several projects/programs on public administration computerization or IT application in state agencies. Thanks to the projects implemented, ICT penetration rates of state agencies in Vietnam have continuously increased and reached a relatively high level, especially at ministries. Up to the end of 2010, 100% of state agencies have been equipped with computers. The percentages of officials equipped with computer in ministries, ministerial-level agencies and People’s Committees of provinces and cities are 88.5% and 63.19%, respectively. The ratio of computer with internet access has also increased. In 2010, this ratio is over 85% in both ministries and provinces (MIC, 2010a).

Figure 10: Ratio of administrative officials equipped with computer
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Source: Vietnam ICT White book 2011

Figure 11: Ratio of computer with internet access
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Source: Vietnam ICT White Book 2011
While state agencies have paid much attention on hardware equipments, they seem to underestimate the importance of security software. There is a huge gap of investment in this field by different provinces. For instance, while 100% of computer and local area network (LAN) in HCMC and Thua Thien Hue province are equipped with security software, this percentage in some provinces such as Yen Bai, Ha Tinh, Son La, etc. is only 29%. The following table also shows that information security management has not received enough attention:
Table 5: Information security management

	Indicator
	Percentage

	Ratio of organization that release approved and applied information security regulation
	36%

	Ratio of organization that release process of computer incident response/handling
	24.4%

	Ratio of organization that have employee in charge of information security
	69.8%

	Ratio of organization that have plan of information security training
	61.2%

	Ratio of organization that applied insurance for damage of computer attacks
	10%


Source: Vietnam ICT White Book 2011

The insufficient attention on security management has led to the seriously negative consequence of IT security in Vietnam. “About 60% of government websites could be breached and controlled by foreign hackers” (GOV, cited from Tuyen N.T, 2010). A study by experts at the Vietnam Security Network Centre (VSEC) also revealed that there have been about 306 government websites that “have been hacked, or have signs of being hacked” (ibid.). These statistics raise a high degree of concern about IT security in Vietnam, which has become one of the big constraining factors for e-government diffusion.

CPNET, a government-wide information network, is one of the attempts to ensure the security for state agencies transaction. Established in 1997, CPNET is a G2G Intranet for national and provincial governments with the objective of providing and transacting the information and direction from central to local government agencies. Currently, CPNET supports electronic mails, online public journals search and exchange of official documents. There are no public online services to citizens and businesses as CPNET is not connected directly to the internet. However, the biggest challenge for CPNET is network performance when many users are simultaneously trying to connect or when the size of data sent is large. In addition, most private LANs of ministries have not directly connected to CPNET and many applications running on ministerial and provincial LANs cannot communicate with each other due to the lack of common ICT standards and information architecture (Shepherdson et al., 2009). 

The ICT level of public servants is relatively low. Although the ratio of administrative officials with basic computer skills is rather good, namely 85% in ministries and 78% in provincial People’s Committees, however, there has been a shortage of high quality ICT personnel in government workforce due to unattractive recruitment policies, especially the big gap in salary between public and private sector (ADB 2002; Nguyen T.P, 2011). Furthermore, ICT level of civil servants at commune level is significantly low with about 90% of them have not been trained on ICT and foreign language (ICTNews, 2011). This situation prevents the application of e-government at grassgroot level.

The low ICT level has led to a result that many sophisticated functions of computer networks have not been exploited. For instance, many officials just use computer for typing and assessing to Internet for searching and updating information. The percentage of officials who frequently use e-mail for working purposes are only 79% in ministries and 62% in provincial People’s Committees. The operational data management systems have mostly been used to archive documents, not for management and direction tasks. Online meeting application has been limited, with only 63% of ministerial agencies and 38% of provincial People' Committees (Phuc, 2011).

Figure 12: Current implementation status of selected e-administraion applications
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Source: Phuc N.T (2011)
4.2.2. E-Service (G2C and G2B)

Along with e-administration dimension, e-service has also received considerable attention from GOV. As a result, there has been significant development in central and local government online presence in recent years, opening a new gate for the interaction between government and citizens as well as enterprises. At the end of 2010, 21 out of 22 ministries, ministerial-level agencies and 62 out of 63 provincial People’s Committees have established official website of varying degree of sophistication to provide information and services to citizens and enterprises.

Figure 13: Ratio of state agencies with a website
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Source: Phuc, 2011

However, despite considerable efforts and budgets invested in establishing and operating the websites, the rate of enterprises and citizens who access these websites are relatively low. In my questionnaire, the frequency of accessing the state agencies’ websites was surveyed. Among 219 respondents, the rate of people who frequently access is significantlylow. 

Figure 14: Frequency of accessing to state agencies’ websites
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Information provision

The quantity and quality of information provision on state agencies’ websites are much lower than the expectation of citizens and enterprises. The following shortcomings are common to all the national government websites: 

· Firstly, not enough information is provided. According to MIC, until December 2009, none of state agencies have sufficiently provided basic information on their website. This insufficiency is shown in the following table:
Table 6: Information provision on state agencies’ website

	No
	Indicators
	% of website

	
	
	Ministries/ Ministerial-level agencies
	People’s Committee of provinces and cities

	1 
	Introduction information of agencies and attached units
	57.89
	5.00

	2 
	Information on specialized legal system and related administrative management documents
	10.53
	5.00

	3 
	Information on  administrative procedures and online public serives
	5.26
	3.33

	4 
	Information on dissemination and implementation guideline of specialized law, regulations, policies, strategies, and plans 
	63.16
	20.00

	5 
	Information on projects, investment items, bidding, public procedures 
	21.05
	3.33

	6 
	Comment sections to collect feedback of citizens and organizations 
	15.79
	3.33

	7 
	Information on management, directions and operations 
	21.05
	10.00

	8 
	Information in foreign languages (English or others)
	15.79
	3.33

	9 
	Searching tools
	52.63
	16.67

	10 
	Sufficiently and timely update information 
	73.68
	6.67

	11 
	Information security guarantee 
	63.16
	70.00


Source: MIC, 2010b

· Secondly, the information is not updated timely. 57.1% of the respondents in my survey said that they did not find it necessary to access to state agencies’ website since the information was not updated timely. The following figure shows the detailed results of users’ satisfaction with the update situation of information on state agencies’ websites:

Figure 15: Satisfaction of the update situation of information
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· In addition, the information is not stored in a friendly and appealing to users. To elaborate this issue, Khuong and West (2005) point out that the websites of Vietnam state agencies are not well structured and do not have a clear focus on serving business and citizens. For instance, the Hanoi government portal (http://www.hanoi.gov.vn) provides about 3,500 legal documents and over 4,000 administrative procedures, but a company must have a hard time to find a document or procedure it needs if it does not know that document or procedure is issued by what agency. The reason is that, the information in Vietnam state agencies’ websites have been classified and provided in supply-side centric way, but not on demand-side-centric or topic-centric way as what are happening in governmental websites of leading countries.
One positive result from my survey is that majority of the respondents highly appreciated the usefulness and reliability of the information provided on state agencies’ websites. Therefore, if state agencies pay more attention on propagandizing the websites, timely updating the information and building user-friendly structure of information provided, the rate of citizens and enterprises access to state agencies’ website is likely to increase significantly, given the trust in the usefulness and reliability of the information.

Table 7: Evaluation of the information provided on state agencies’ websites

	Evaluation of the usefulness of provided information

	
	Very useful
	10.9%

	
	Useful
	62.4%

	
	Unuseful
	24.8%

	
	Very unuseful
	2.0%

	Evaluation of the reliability of provided information

	
	Very reliable
	12.6%

	
	Reliable
	70.2%

	
	Unreliable
	16.2%

	
	Very unreliable
	1.0%


Online public services provision

If website establishment and information provision is the first stage of e-Government development, provision of online public service, then, reflects the more advanced level. MIC classifies the provision of online public services in Vietnam to four levels: level 1 – providing information about the forms, process, and fees of administrative procedures; level 2 – allowing users to download forms and dossiers; level 3 – allowing users to fill in forms online and submit them online to handling agencies; and level 4 – allowing users to pay service fees online. The number of public administrative services provided on state agencies’ websites has increasing significantly, making state agencies’ operations more transparent and providing better services for people and businesses. However, most of the public services are just provided at level 1 and 2, while the percentages of level 3 and 4 are very small.

Table 8: Online provision of public services
	Online public service
	People’s Committees 

of Province and Cities
	Ministries/Ministerial-level agencies

	
	2009
	2010
	2009
	2010

	Level 1&2
	52,353
	89,657
	1,977
	3,871

	Level 3
	254
	748
	9
	23

	Level 4
	0
	3
	0
	1


Source: Phuc, 2011

Vietnam E-commerce report 2009 also shows that, online public services are still relatively unfamiliar with enterprises. The main purpose of enterprise when accessing governmental agencies’ website is to search information. The average rates of enterprise using online public services are low.

Table 9: Selected purposes of enterprise when access state agencies’ website
	
	Information searching
	e-customs and eCoSys
	e-business register

	Rate of enterprises
	96%
	26%
	11%


Source: MOIT (2010)

One positive signal found from result of my survey is that online public services now are not very unfamiliar with the Internet users. Among 219 respondents, only 70 say that they have never used online public service, make up around 32%. 68% already used online public services at different levels. However, only a few of them use services of level 3 and 4. 

Table 10: Usage of online public services

	Usage of online public services
	Number of respondents

	Level 1
	56

	Level 2
	113

	Level 3
	28

	Level 4
	10

	Not yet
	70


Online public services are also highly appreciated in their usefulness for the users. Among the respondents who already used online public service, more than 51% found it useful and 22% even picked ‘very useful’ as their answers. 
Figure 16: Online public service usage and satisfaction among Internet users
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However, there remain some significant concerns of providing public services online. Online services in Vietnam are still burdensome since they have been designed around current untidy back-end procedures, which prevent them from capturing the significant interest of the business sector and citizens. Therefore, it is necessary for the investment in online services to be in alignment with PAR program. Khuong et al. (2006) suggest that online service transactions should only be introduced only when offline procedures have been substantially simplified to avoid the waste of budget. Dr. Nguyen Quang A, former President of Vietnam IT Association, Vice Chairman of the managing board of non-state-owned bank, shares the same opinions:

“As long as we have not reformed the organization, functions, tasks and working processes of the State, the introduction of computerization is only a waste of money and inefficient. The e-Government always follows PAR closely” (Hai quan cuoi tuan, 2006).
4.2.3. E-Citizenship (C2B, G2B)

The e-participant of the Vietnamese citizens in policy making is very limited. The results of my survey shown that, among 200 respondents who had accessed state agencies’ website, great majority of them (88%) never gave comments for law drafts or policy issues posted on the websites.
Figure 17: e-Participation to policy making
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To explain the reasons for this non-participation, 36.4% said that they did not know there are comment sectors on the websites, while 55.1% thought that there was no use to give comments since state agencies would not really take it into accounts.
Figure 18: Reasons for non-participation 
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In addition, the interaction between citizens and government via electronic channels is rather modest as well. More than 75% of the respondents never sent question for state agencies via email or website. Among 36 respondents who had sent questions, 44.4% of them, however, never received any feedbacks or answers from state agencies. The following figure shows that the responsiveness of state agencies is relatively bad and slow. 
Figure 19: Time to receive response from state agencies
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4.3 General performance of e-government in Vietnam
The above statistics poit to the fact that Vietnam has positive results as regards input and environmental indicators, but weaknesses in terms of output, usage and impact indicators. This outcome implies that the current development policy for e-government in Vietnam is quantity-oriented rather than quality-oriented. This tendency was found in all three dimensions, e-administration, e-services, and e-citizenship (Heeks, 2001; Holidays, 2006).

As regards the dimension of e-administration, attention has been paid more on equipping hardware rather than on ensuring system security and enhancing capacity to effectively utilize the useful and sophisticated functions of computer networks. The same problem is observed in e-services dimension with the focus more on building websites rather than on improving the quality of information provided, more on increasing the number of public services provided online rather than simplifying and streamlining the services to meet enterprises and citizens’ requirements. In e-citizenship dimension, more e-comment functions have been integrated into websites to meet the requirement of directive regulations, however, less effort has been paid to increase government’s responsiveness and attract more e-participation from citizens and enterprises in policy making process.

Data also shown that e-government in Vietnam has reached the so called ‘Enhanced stage’ in UN’s model of e-government stages with a significant increase of government sites dynamic information, and transforming to the ‘Interactive stage’ when users can download forms, email officials and interact through the web. Some ministries and provincial People’s Committees started providing online public services at level 4 (i.e., allowing users to pay online), which means that they are been on the progress towards the ‘Transactional stage’. However, the lack of national and local cross-sector coordination as mentioned in section 3.3, and the lack of connection of ministerial and provincial LANs to Government’s CPNET as shown in section 4.2.1 has prevented e-government in Vietnam from reaching the ‘Seamless stage’ with full integration of e-services across administrative boundaries.
4.4 Impact of e-government in promoting better governance

Given the modest performance of e-government in Vietnam as analysed above, it is likely that the impacts of e-government on promoting better governance in Vietnam will also be limited. 
In fact, transparency appears to have increased with the great majority of respondents (166 out of 219) assessed that providing information and public services on website contributed to the transparency of state agencies’ operations. The building of national database of administrative procedures which is available at address www.csdl.thutuchanhchinh.vn can be considered as a significant success. However, this national database itself, as well as the laws, regulations and procedures provided in state websites just promoted transparency in terms of ‘the availability of information’ (CyPRG, 2000) but not in term of ‘easily understandable forms’ (UNESCAP). This limitation was demonstrated by the above-mentioned case in which a company found it extremely challenging to search for information it needs without knowing exactly what agency issues that document or procedure.
While e-government has promoted transparency to some extent, it, however, has almost no positive affect in enhancing responsiveness. Two assumptions can be formulated. The first one is that, due to the fast and convenient interactive channel provided by e-government, the number of questions input from citizens and enterprises have raised dramatically, which exceed the capability of public servants to response promptly. However, this assumption is not likely since the findings from survey shown that the rate of citizens who had used email or website to send questions for state agencies is rather modest (refer to Figure 19). Therefore, the reason should be assumption 2, which is already mentioned in chapter 2, that “in many ways, it is easier to ignore a piece of email than it is a human being” (Jaeger and Thompson, 2003: 392). 
In term of the reason for low rate of participation which revealed in Figure 18, the finding of my survey is in alignment with the so called ‘free-rider syndrome’, i.e. voters know that, even with or without their intervention or participation, appropriate decisions are made and so they choose not to ‘waste’ their precious resources of time and effort by involving themselves in the process (Kimoto, 2005). This issue can be partly explained by the lack of political will from state agencies to open space for enterprises and citizens’ feedback loop. Tuan (2007) in his research shows that only 33 provincial websites (61.1%) had functions which allow users to provide comments or feedback to individual departments/agencies through online forms. Meanwhile 90.7% website did not have the online poll items where citizens can participate in discussion and vote for specific topics.
The interview with enterprises implementing e-customs also revealed that, this ICT-applied project has brought no contribution to reduce the corruption. Although the information of e-customs procedures is now transparent, however, all of 5 interviewed enterprises said that the amount of bribe did not, because of it, reduce.

“Whether the speed of data processing and customs clearance is fast or not depends on the relationship between you and the customs departments. Every time after submitting the documents, I have to call to the handling official, asking her to open the mail and process the data for me. After receiving the result, I print it out, bringing it to customs office to collect the signature with some ‘thankful gift’” (Tuan Anh 2011, personal interview).
One of the reasons for the rampant corruption is the low wage of public servants in Vietnam, despite the continuous of salary reform under PAR MP (WB, 2010; Tuyen, 2010). A study of World Bank also revealed that the rate of citizens in Vietnam who had denounced an instance of corruption is extremely low. Therefore, public servants possess both ‘the low probability of discovery’ as well as the ‘perceived immunity against prosecution’ (Bhatnagar, 2004) to practice corruption.
	Figure 20: Rate of denouncement
	Figure 21: Reasons for not reporting corruption
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All of the modest results above raise the question of what precisely the constraints for the application of e-Government in Vietnam. Chapter 5 and 6 will focus on analyze the project 112 to shed the light for this question.
Chapter 5 Case of State Administrative Management Computerization project

After having assessed the current situation of e-government in Vietnam, this chapter will delve into the project State Administration Management Computerization, period 2001-2005 (the SAMCom and locally often referred to as the Project 112). Being the first comprehensive attempt to build e-government in Vietnam, the results of Project 112 have had significant impacts on the development of e-government afterwards. Achievements and limitations of Project 112, therefore, should be elaborately studied.

5.1 Case background
Before Project 112, four ICT projects had been implemented in Vietnam, however, the achievements were very limited. Going along with the new trend of e-Government in the world, particularly after signing e-ASEAN Framework Agreement (in which, one of the main objectives is to promote e-government), on July 25, 2001, under the framework of PAR MP, Vietnam’s Prime Minister issued Decision 112 approving the project State Administrative Management Computerization, Period 2001-2005 to build the first foundation of e-government in Vietnam (Khuong et al., 2006; ; Obi and Nguyen, 2010; Tuyen N.T, 2010) 
5.2 Objectives

The project included five main objectives (GOV, 2001):

(1) To build up a state administrative management computerization system to serve the direction and administration work of state administrative bodies; to perfect and uniformly apply the application programs in service of management and administration (e-mails, transmission and reception of electronic documents, management of working files and personnel, etc.)

(2)  To organize the establishment and integration of national databases for common use. The database would be set up in key ministries and branches, such as Planning and Investment, Banking, Customs, Labour, Justice, Education, Health, etc.

(3) To computerize public services in order to enhance the capacities of state administrative agencies in serving people and enterprises in a convenient and quick manner and with good quality.

(4) Informatics training: To popularize IT knowledge among leaders, experts and professionals of the district and higher-level administrative bodies so that they are fully capable of using computers and computer network in handling their routine work according to their assigned functions and tasks.

(5) To boost the reform of administrative procedures in the fields of state management as well as the reform of organizational structure and working style in the state administrative bodies on the basis of linking the objectives of the state administrative management computerization to the Government’s administrative reform program. 

5.3 The project groups

In order to gain its objectives, six project groups were planned:

(1) Computerization of state administrative management of the ministries, ministerial-level agencies and agencies under the Government;
(2) Computerization of state administrative management of the People’s Committees of provinces and centrally-run cities;

(3) Building the national database system and specialized database systems to serve the management and administration computerization;
(4) Training for state administrative officials and employees;

(5) Upgrading the Government’s wide area network (CPNET), ensuring that it plays the leading role in the computer systems of the State administrative bodies;

(6) Building safety and confidentiality system for the state management computer networks in the State administrative bodies

5.4 Budget 

5.4.1. Division of responsibility for investment

The Government invested in the main items such as:
· The Government’s integrated database centre, national databases, communication axes and data transmission lines from the Government’s integrated database centre to integrated database centres of the ministries and provinces.

· A number of fundamental items under the ministries’ and provincial People’s Committees’ computerization projects in order to unify technologies and application programs.

The ministries and provincial People’s Committees invested in:

· The expansion of network centres and other specialized databases, depending on the financial capacity personnel and scale of information system of each agency.

· The expansion of computerization of public services on the basis of the Government’s initial investment.

5.3.2. Funding

Decision 112 stipulated that the total fund of the Project would be summed up from funds of projects on the state administrative management computerization of the ministerial-level agencies, agencies attached to the Government and People’s Committees of the provinces and centrally-run cities (GOV, 2001).

The Decision also assigned that the total amount of central State budget’s fund to be invested in the main items of the system, including the integrated database centres, national databases, the CPNET and some other fundamental components, was estimated to be no less than VND 1,000 billion (around USD 65 mil.) for the whole 2001 - 2005 period”.

5.5 Management organization

To manage the implementation of project 112, a specialized informatics section was established, consisting both central and local levels. The central managing unit (CMU) resided in the Office of the Government (OOG) and had responsibility to coordinate all organization in different ministries and provinces. Local managing units (LMUs) operated in the ministries and at the General Office of the People’s Committees in provinces and cities. They were responsible for the implementation of e-Government initiatives at their organization scope.
Figure 21: Management organization of Project 112
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Source: Obi and Nguyen (2010)
5.6 Achievement 

According to the report of the State Audit Agency (2007), during period 2001-2005, Project 112 has achieved some initial results as follow:
· Setting up the official portal of Government at the address www.chinhphu.vn which contains a rich source of legal and regulatory documents issued by national and provincial governments and which provides links to the websites of all ministries, agencies and provinces;
· Establishing the electronic information system which has deployed widely to the ministries, branches and localities;

· Building three common software
 and deploying on a large scale of more than 40 cities and provinces;

· Improving the awareness of leaders and civil servants about the importance of IT application in state agencies;

· Initially creating the information technology infrastructure to serve the administration and management work of the ministries and provinces. This infrastructure also helped to promote the application of information technology in PAR MP at all levels, from central to local.
These above achievements, however, were assessed as much lower than the expectation, and not appropriate with the considerable budget invested (SAA, 2007).
5.7 Shortcomings and Limitation
The evaluation report of SAA also revealed rampant and massive wrongdoings, including the misspending of Project 112. In general, the project was implemented slowly. Until the time of audit, only some basic objectives and contents of the proposed program had been completed. The efficiency of capital usage and asset utilization was low. Some problems such as waste of resources, loss of state budget and property could be found in all audited ministries and agencies.  None of the objectives of project 112 was achieved (SAA, 2007).
Objective 1: To build up the State administrative management computerization systems and to uniformly apply the application programs to serve management and administration

According to SAA’s report, at the end of period 2001-2005, most of the ministries, agencies and localities have initially built and established technical infrastructure, such as: LAN, website, etc. However, the information systems to serve the management and direction work have not been built or just been established at initial level. 
The coordination between the networks of different agencies was very limited. The fact that LAN of the OOG – the central management unit of project 112 -was not connected with the CPNET was ridiculous, bringing great negative effect to the outcome of Project 112. Furthermore, most of the LANs of ministries and provinces have also been built for internal connection purpose only. Although some LANs have connected to the CPNET, however, this connection was mostly to serve document searching, forwarding and receiving, but not management or direction work. Ministerial and provincial LANs were also not connected to the information network of the CPV. Therefore, the unification of policy, guidelines and operation between the Party and Government bodies was also limited. 
In addition, the speed of building common software was very slow. Although CMU had issued Decision 01a in 2004, selecting 48 common software programs to be built and applied, however, until the audit time, only three common software programs were applied on a large scale. Furthermore, the quality of software in use was ineffective since the contents of common software were still based on the complicated traditional administrative procedures.

Objective 2: To establish and integrate national databases

Although national database establishing and information integration was considered as the backbone of e-government building, however, the achievements of this objective were even more limited than the first objective above:

· First, ministerial and provincial data integrated centres had been built without standardizing information in advance. Data integration, therefore, was just in the initial stage. 

· Second, the implementation of building national database was too slow. The project on building national databases of MOF, MOPI, MOHA, MOJ, MONRE and GSO just finished determining feasible solutions.
· Project on information security for Government electronic information system has been carried out since 2002 but has not been passed.
Objective 3: To computerize public services
Some public services such as licensing business registration, providing certificates of land use right and house ownership, etc. were just in pilot phase.

 Objective 4: Informatics training

The project was paid more attention on the quantity rather than the quality of the training programs. The training programs were designed based on ICDL (International Computer Driving License) which was the ‘standard training program’ for the public staffs of many countries. Then, a substantial amount of money was spent on training 68,000 state employees in an 8-module IT program. Despite the impressive number of staff was trained, the quality of training, however, was not high due to the inappropriate training methods. For instance, the employees could not apply the knowledge to practice due to the fact that 8 modules were taught in only two weeks. At the same time, some qualified officers who did not need to train still had to go to the class. Besides, no special managerial training courses for IT directors had been designed.

Objective 5: To boost the reform of administration
The reality showed that there was no connection between the computerization of project 112 and the PAR. Software construction for project 112 did not take administrative reform as a foundation. Therefore, project 112 did not promote PAR in term of administrative management, administrative procedure and working style (SAA, 2007). 
Not only failing with meeting its missions, Project 112 was not regarded as cost effective. Upon examination of project outcomes, the auditors found rampant and illicit violations, in which nearly VND 250 billion (about USD 16 million) was unauthorized or misspent. Therefore, in April 2007, the Prime Minister halted Project 112. The project team leader - a vice minister of OOG, together with seven project team members due to fraudulence in project procurement were arrested (Anh Thư, 2007).

Chapter 6 Constraining factors of e-government project in Vietnam

After having described the current situation of e-government in Vietnam as well as the objectives and components of Project 112, in the present chapter, I will analysis the policy process of project 112, applying concepts and theories listed in Chapter 2 to study the constraining factors for e-government application in Vietnam. 
As mentioned in Chapter 2, e-government can be seen as a policy of applying ICT in state agencies to achieve the goal of better governance. Furthermore, it is not a linear process, but an interactive one from agenda setting to designing and implementing phase (Thomas and Grindle, 1990). To understand this process, it is necessary to classify the stakeholder involved and their corresponding interests (Freeman, 1984; Hendry, 2001; Flak et al., 2008). The interaction between different stakeholders, especially the interests and actions of the ‘definitive stakeholder’ who possesses all three attributes of power, legitimacy and urgency will affect the outcome of the policy process (Mitchell et al., 1997).
6.1 Agenda setting

Administrative modernization of the civil service utilizing ICT was initiated in Viet Nam at the end of 1993 with the establishing of National Information Technology Program which drove most of the ICT development efforts from 1995 to 1999 (ADB, 2002).The most significant achievements in ICT during that period were the initial establishment of CNET, the building of six pilot national databases
, and the improvement in computer skills of administrative staff via the informatics training (GOV, 2001; ADB, 2002). However, compared to the target of administrative computerization set forth in the Government’s Resolution 49 (1993), the actual results were very modest. The following box shows the issues which OOG summarized after reviewing the previous ICT projects:

Box 2: Issues of previous administrative computerization projects

	- On macro management: The capital amount of investment for computerization work from 1996 to 1998 satisfied only 20-25% of the demand (…). Meanwhile, only 10% of capital demand for investment in national databases was met. 
- The emergence of information localization: Many ministries and localities take information under their management as their own access, not the national property (…) Many public servants in the state agencies have a habit of accumulating information for their own use, in spite of updating it on the computer network for common use.
- Data on computer network: Though the information arising in administrative management process is plentiful, the accumulation thereof in electronic form remains low (…). This is mainly due to the fact that state agencies are not determined to attach the IT application to their daily work, the administrative discipline in updating electronic information is not strictly complied with, and the administrative reform is not strong enough to put the computer system into operation of the State administrative apparatus.
- Organizational structure: State administrative bodies cannot attract enough skilful technical experts due to the lack of provisions on the position, functions and tasks of the units presiding over the projects on state administrative computerization.

- Financial mechanism: Since 1998, the funds for the state administrative computerization have been covered by the regular budget. Therefore, ministries and localities cannot afford the investment in completion of the computerization projects or continue materializing the basic applications in their management administration activities. 
- Computer network skills of public servants: Though having been trained, public servants have not actually familiarized with the style of working on the computer network.

Source: Decision 112, 2001


According to the issues identified, OOG submitted Project 112 for Prime Minister’s approval.  Based on the multi-dimension content of Project 112 as mentioned in the previous chapter, it is reasonable to say that, in the phase of agenda setting, the project embraced many interests of involved stakeholders which can be summarized in the following table:

Table 11: Categorization of critical stakeholders and their corresponding interest in Project 112

	Stakeholders
	Stakeholder’s interests

	Government of Vietnam
	To boost the process of administration reform and reduce the bureaucratic red tape in administrative management

To improve the effectiveness and efficiency in state administrative management

To enhance accountability of ministries and localities, and strengthen governmental management over ministries and localities

To improve the competitiveness of the country

	OOG
	To enhance the power of OOG

To facilitate the cooperation between OOG and ministries and localities

	Ministries and provinces
	To receive state budget for computerization plan

To enhance the effectiveness and efficiency of management

	Public servants
	To enhance the informatics skills

To enhance the effectiveness and efficiency of daily work

	Enterprises as users of online public services
	To reduce administrative burden

To save time and cost

To enhance business competitiveness

	IT enterprises as system vendors
	To increase the profits via the business opportunities with government

	People as users of online public services
	To reduce administrative burden

To enhance accessibility and inclusivity

	People as citizens
	To increase the transparency, openness, accountability and trustworthiness of state agencies


It should be noted that there were also implicit interest conflicts among different stakeholders. Although OOG wanted to promote computerization at ministries and provinces, however, these agencies did not have strong motivation to do so.  This lack of motivation was pointed out by Mr. Nguyen Si Dung, vice chairman of the Office of the National Assembly, in the letter sent to the NA’s President: 

“The administrative agencies’ motivation for exploiting the functions of ICT to create revolutionary change in the work is negligible. The reason is that, they will have to spend much effort in planning and implementation without receiving direct benefits. Conversely, if they do nothing, then their benefits should not therefore be compromised” (Nguyen Si Dung, 2007)
Mr. Luong Cao Son, the Secretary of CMU also regarded the reluctance from leaders and public servants who were still unfamiliar with ICT that time as the first constraint of the project. The interviewed informants also reaffirmed this assessment.

“The first constraint is that leaders and public servants have not been aware of the benefits of ICT application in changing the quality of administrative work. They still want to follow the traditional working style, and afraid to use new technology. Some maybe fear that they will lose their jobs, or lose the monopolization of information” (Luong Cao Son, 2006).

However, despite these above mentioned conflicts, project 112 once approved by PM, would bring big interest for ministries and localities since a big amount of the budget for computerization would be allocated from state budget, not from regular budget of ministries and provinces as before (Vietnamnet, 2007). Therefore, the above implicit conflicts did not become a big challenge for OOG in agenda setting. 

6.2 Design phase

The next phase of the interactive policy as depicted by Thomas and Grindle (1990) is the design phase. Investigating this phase of project 112, many inadequacies were revealed.
6.2.1. Inadequacies of the designing unit
The Office of the Government of Vietnam (OOG) was assigned to study and draft the project. This assignment itself was inadequate.
Many experts and researchers pointed out that SAMCom was a complicated multi-dimension project which based on high technology and related to functions, tasks, organizational structure and competence of the state administrative bodies as well as process of PAR. It, therefore, required high unanimity in the entire state administrative system. However, the OOG is just a consultant organization for the government operation so it should not manage or implement the specialized project which should be given to the functional organizations (An ninh thu do, 2007; Obi and Nguyen, 2010). Agreeing with many these ideas, in November 2006, the Deputy Prime Minister admitted at a lawmaking session of the National Assembly that the Government had made a mistake in assigning Project 112 to an unskilled management board and the management of project should be transferred immediately to Ministry of Telecommunication and Communication (Obi and Nguyen, 2010)
6.2.2. Inadequacies of project logic
The logic of project 112 could be summarized in the following graph (made by author):
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One of the most serious mistakes of Project 112 is the design mistake of the relation between ‘means’ and ‘ends’. ICT is just a valuable means of achieving certain reforming ends, but not the ends itself (Heeks and Davis, 1999; Hazlett and Hill, 2003; Gichoya, 2005). However, in Project 112, ICTs were “idolized – put as the centre piece of governance initiatives, becoming an end rather than a means” (Heeks, 2001: 19). Therefore, ‘building state administrative management computerization system’ (a means) was termed as one of the five specific objectives of the project (an end); and 4 out of 6 sub-projects were designed for the hardware and technical dimension (Sub-project 1,2, 3, and 5).

There is also logic mistake in the order of designed implementation process. In Project 112, technical infrastructure was planned to be built before standardizing and building the information database. This illogicality in design resulted in the paradox in implementation that some ministries and provinces invested a huge amount of money to build the hardware of integrated database centres; however, they did not know clearly what kind of information could be integrated. The situation of ‘no information to integrate’ in these centres was popular (SAA, 2007; Obi and Nguyen, 2010). Mr. Phan Dinh Dieu, former vice head of National Steering Committee on IT (period 1994-1997), also mentioned this design mistake in the letter which was sent to the PM several days after the project was announced, requesting him to abandon project 112:


“The content of Project 112 was prepared too superficially with inadequate scientific grounds and wrong concepts (…) I sense that the project was just drafted perfunctorily, and will be implemented in an irresponsible manner. Most attention was paid for hardware and network, but not for information – which should be the most crucial part of the project” (Phan Dinh Dieu, 2007).

6.2.3. Inadequacy in Design – Reality gap
State Audit Agency (2007) in their auditing report pointed out that, given the existing resources, the objectives of project 112 were too ambitious, exceeding the implementing ability. Mr. Nguyen Chi Dung, vice chairman of the Office of the National Assembly, also criticized the gap between design and reality of the project, which alerted a failure scenario for project 112.

“With the large digital gap in Vietnam, building electronic public services is not practical. (…) The development of an information network dedicated sorely to state administrative agencies (CPNET) has been actually proved ineffective. The administrative agencies themselves do not have any significant demands for CPNET as well as its services. (…) According to all e-readiness indicators listed, Vietnam still ranks one of the lowest in the region and much lower than the world average. If SAMCom project is considered as the house, and e-readiness as the foundation, then, our house is being built in a ground of sand. With such a weak foundation, the risk of being collapsed is very high. (…) The implementation of Project 112 should start from the solutions in order to ensure e-readiness of the country” (Nguyen Si Dung, 2007).

6.2.4. Lack of feedback loop

Following the stakeholder approach of Freeman (1984), it is necessary to access whether managerial efforts regarded various stakeholders’ concerns (or in this case, whether CMU of project 112 had any open mechanisms for feedback loop from other stakeholders). The studied detected that the policy making process of Project 112 was relatively closed, the openness for consultation was perfunctory. The lack of consultancy input, especially from experts and former leaders of previous ICT projects, combined with the incompetence of the CMU, was one of the reasons for the inadequacies of the design of Project 112.

“We were not consulted from the beginning, but until the final stage right before the decision being announced. In such situation, it was very difficult for us to give thoughtful comments” (Mr. Chu Hao, former Vice Minister of Science and Technology and former Vice Dead of IT Steering Committee, cited from Tuoi tre online, 2007).

6.3 Implementation phase

After being designed and approved, Project 112 came to implementation phase. Following Thomas and Grindle (1990), we need to assess the resource requirement for the implementation of the project as well as whether stakeholders supported or undermined the project.
6.3.1. Insufficiency and incompetence of human resources

Project 112 was often criticized for the lack of qualified human resource, both in leader and ‘street bureaucrats’ level. 

Firstly, despite the fact that SAMCom is a complex multi-dimension project, the Head of CMU was assigned for a vice chairman of OOG, and other members of CMU were assigned for some part-time deputy ministers. One expert who had worked with Board 112 revealed that he almost never saw all four members of CMU shown up in a meeting to resolve the issues of the project. Some concurrent deputy ministers could not allocate sufficient time and, therefore, rarely attended the meetings but assigned under officials to take place. In addition, some members were transferred (to local agency) or retired without timely report for replacement. As a result, Secretary of CMU, an administrative assisting unit, abused power to sign decision with national emblem seal to direct ministries, agencies and localities (SAA, 2007; Tuoi tre online, 2007; Vietnamnet 2007).

In addition, Project 112 also lack of qualified human resources to implement it successfully. Technical staff who became the advisors for the whole province lacked the technological knowledge. Many provincial leaders did not know about IT, therefore, the management of the project operation at provincial level, actually, depended on some technical staff (ibid.). 
6.3.2. Budget misuse and mismanagement
Along with the human resource issues, project 112 had inadequacies in financial resource as well. However, the problem here is not budget insufficiency, but budget misuse and mismanagement.
“Being the judge of his own case”

According to the auditing report released by SAA (2007), CMU had no state function of information technology management, however, it still conducted software project appraisal and instructed LMUs in cities and provinces to appraise technical design and estimated budget. These activities, first, were contrary to decrees and regulations on management of basic infrastructure construction investment, and second, resulted in the paradox of “being the judge of his own case”. This paradox implied ‘the low probability of discovery’ which Bhatnagar (2004) refers as one of two major contributions to the growth of corruption (refers to section 2.1.3)

Strange contracts and budget management mechanism
Being the judge of his own case, the Head and Secretariat of CMU had the power to implement some ‘strange’ contract and ‘ridiculous’ mechanism to do the so-called ‘misappropriation’ (Nye 1967, in Pellegrini, 2011). For instance, instead of directly signing contract with IT companies to install the software in the provinces, CMU took a curious detour, i.e. signing economic contracts with provincial and municipal People’s Committees. Under these contracts, the CMU was to supply computer engineers (who were hired by CMU) to install the software and the committees had to ensure adequate infrastructure for such instalment. The CMU would advance VND100 million to each People’s Committee to settle instalment fees immediately after signing the contract. In addition, the contract clearly stated that in case one party violated the contract…the other party had the right to sue the other in court. Some experts and lawyers pointed out that these contracts were illegal and ridiculous. Firstly, these contracts had no legal basis since the OOG was not authorized to sign economic contracts. In addition, they were ridiculous because relations between OOG and the committees are just an administrative one between the central and local governments and it is absurd for the central government to sue its own local branch (Tuoi Tre online, 2007; SAA, 2007). 
Upon examination of project outcomes, state auditors also found rampant and illicit violations, pointing out that in many cases payments were made for unusable software and computers, or were even made before the projects began. In addition, the management of Project 112 had been too generous in pouring capital into subprojects. Subprojects that used up the capital first would be able to receive more money faster. Furthermore, inspectors also discovered that the Head and Secretary of CMU had connived with several other state officials to inflate printing costs of training materials for the project and pocketed the difference. They also received kickbacks from several IT companies (such as ISA, Toan Cau, and Nhat Vinh) for awarding them contracts under the project in spite of inviting bids legally (Tuoi Tre online, 2007; SAA, 2007). The Head and Secretary of CMU, in all these cases, converged all ‘the low probability of discovery’ and ‘perceived immunity against prosecution’ to practice rampant corruption (Bhatnagar, 2004).
6.3.3. Warnings ignored

Similar to the design phase, in implementation phase, CMU, again, ignore the concerns and feedback loop from other stakeholders.

The first feedback loop came from experts and media. Along with the implementation process, many shortcomings of Project 112 were reflected by many articles. Most of articles stress the low quality of Project 112, the incompetence of CMU as well as LMU, and the waste of public money. However, these feedbacks were not taken into account. 

Furthermore, the official warnings from other state agencies were also ignored. During the implementation process, Department of Post and Telematics in HCMC had submitted more than 40 documents to People’s Committee and other management agencies to report the issues of Project 112, in which the most remarkable ones include:

· Report on the irregularity and lack of objectiveness of CMU establishment (dated 16/12/2004)

· Report on the ultra vires of project appraisal (dated 28/12/2004)

· Report on investment ineffectiveness (dated 28/12/2004)

· Report on the low quality and ineffectiveness of the common software applications (dated 12/4/2005)

· Report on inadequacy of training program (dated 25/5/2005)

· Report on the ultra vires of investor assignment (dated 5/1/2006)

· Report on the impropriety of budget (dated 5/1/2006)

In addition, after revealing many inadequacies of project 112, Department of Post and Telecommunication in HCMC several times requested to meet CMU for discussing these issues. However, all the warnings and requests were ignored (Vietnamnet, 2007).

6.3.4. Conflicts and interaction between stakeholders
The fact that CMU ignored many warnings from other stakeholders alerted the scenario of serious conflicts between them. To understand the conflict and interaction between supporting and blocking actors, the researcher will focus on analysing one main part of the project, i.e. building and applying common software program, to have an in-depth knowledge about the stakeholders involved, how they conflict with each other and how the conflicts and interaction between stakeholders affected the outcome of the project. The descriptive stakeholder theory will be used to shed the light for the analysis. 

It can be said that the idea of installing common software packages was good since it aimed to customize management and save expenditure in the public sector. The process of building and installing common software can be summarized as follow:

· Step 1: CMU chose 3 to 4 ministerial-level and/or provincial-level units (referred to as pilot units) which are qualified for assignment to build the common software programs;
· Step 2: CMU provided requirements for common software products (overall design);
· Step 3: The pilot units developed detailed design projects, which would be reviewed and adjusted for consensus;

· Step 4: The pilot units invited bids and chose the enterprises to build the model common software products;

· Step 5: CMU and pilot units accepted the software products;

· Step 6: CMU chose 1 or 2 model products as common software programs, which, then, are transferred to ministries, branches, localities to use as basis for building their information systems.

In January 2004, CMU issued decision to choose 48 common software programs. However, until the time of auditing, only 3 software programs, namely, Social and Economic Information Generalization System, Document and records Management System, and Electronic Information Management program, were deployed on a large scale of more than 40 provinces. 

Stakeholder identification

The major stakeholders involved in the sub-project on building and installing common software programs include:
· CMU of project 112 resided in the OOG and had responsibility to coordinate all organization in different ministries and provinces

· Ministerial and Provincial LMUs of project 112  who operated in the ministries and at the General Office of the People’s Committee in provinces and cities were responsible for the implementation of common software program instalment at their organization scope

· Ministries and units directly under ministries; Provincial People’s Councils, Provincial People’s Committees and units directly under these committees were the beneficiaries of the project which would apply the common software programs for their day-to-day work

· Common software program vendors refer to enterprises that supplied the beneficiaries with software programs. The results of bidding project appraisal would favours some vendors while at the same times cut off other vendors.

· Media operated as one of the oversight source of the project

Figure 23: Key stakeholders in the sub-project of installing common software programmes
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Stakeholder conflicts: Efficiency vs. Effectiveness
The conflicts among stakeholders happened at both central level (between CMU and ministries) and local level (between LMUs and units directly under People’s Committees). In this case, the conflict started from the argument of whether the purpose of this project should be focus on efficiency or on effectiveness. The conflicts escalated step by step, became the serious argument of whether the project of building and installing common software should be continued. This contradiction is demonstrated in the following boxes.

	CMU: Pro-Efficiency 

“The common software program, if implemented successfully, will create the basis for the unification of administrative information systems (…) and reduce the cost to deploy IT application in public sector” (Vietnamnet, 2006).


	Ministry of Agriculture and Rural development (MARD): Pro-Effectiveness

“In reality, each agency has specific demands and requirements. Although CMU has some interesting software solutions, however, we cannot apply it to our ministry. For instance, 90% of fundtions of Document and Record Management System have to be adjusted and customized according to the characteristic of each ministry” (General Director of IT Centre, Ministry of Agriculture and Rural Development).

Department of Post and Telematics of HCMC: Pro-Effectiveness

“In my opinion, the deployment of common software programs is not effective. The software programs are not systematic and comprehensive” (General Director of HCMC’s Department of Post and Telematics).


Stakeholder interaction

As Mitchell et al. (1997) argued, the salience of different stakeholder will determine the degree to which managers give priority to competing stakeholder claims. It is, therefore, necessary to analyse the salience status of conflicting stakeholders to understand their impact on the outcome of the project.

Firstly, I will elaborate the interaction between CMU (who pro-efficiency) and ministries-level agencies (who pro-effectiveness). At the early stage of the project, CMU’s desire of increasing efficiency is motivated by a current need for running the project within budget and to save the cost for IT application in public sector. This satisfied the urgency attribute. In addition, as the central managing unit of the project, the CMU possessed both power and legitimacy. Ministries and attached units, on the other hand, were responsible for apply these common software programs to their administration work. Hence, if they thought the quality of the programs were insufficient, they had both power and legitimacy to suggest improvement and ask for the focus on the effectiveness of the programs. However, there was little immediate pressure on them to improve the software quality at the early stage of the project, and the urgency attribute was thus absent at that moment. This indicates that the CMU possessed all three salience attributes, whereas the ministries only had two. Becoming the definitive stakeholder from the early stage of the project, CMU strongly fostered the boom of the contracts for building and installing common software programs.

However, the subsequent change in the distribution of the salience attributes between the stakeholders altered the picture. The low quality of the installed software with many bugs prevented users from applying effectively and brought many inconvenience for the ministries (for instance, Documents and File Management System could not follow all stages of the process of settling, rotating and checking the document, logic mistakes and non-standard interfaces make data-input difficult; Socio-Economic Information Management System could not support the calculation for monthly statistics or allow the leaders to make plan and statistic reports, etc). These facts brought more urgency for ministries to claim for the improvement (or otherwise they will stop using the software and develop their own ones). At the same time, due to the horizontal hierarchy in state organization, CMU lacked the power over other ministries. The Secretary of CMU also admitted that “CMU do not have enough power to force ministries and localities to remove their existing software and implement the common ones provided by Project 112” (Luong Cao Son, 2006). Therefore, at the late stage of implementation, the ministerial and provincial-level agencies gained all the three attributes to become definitive stakeholders, and many of them decided to stop using the software, which led to one of the most serious failure of Project 112.

Contradiction also appeared at provincial level. Efforts were made to analyze the case of Ho Chi Minh City where the conflicts and interaction between stakeholders stood out. Similar to what happened at central government level, the LMU of project 112 possessed all three salience attributes to become the definitive stakeholder to follow their purpose (i.e, efficiency) while other units under municipal People’s Councils and Committee just had two attributes. After a time of piloting the common software programs, some departments under municipal People’s Committee (especially Department of Post and Telematics - DPT) and some offices of People’s Committees at districts refused to apply them due to the low quality. Stopping using common software under project 112 meant that the budget allocated from central government for project implementation would be cut off. This was certainly not what HCMC People’s Council and LMU expected. At that time, however, the position of head of LMU was assigned to Mr. Vu Van Hoa, the Chief Secretary of People’s Council and People’s Committee, which has the horizontal hierarchy with Deputy Director of DPT and chairman of People’s Committee at district level. To gain more power for LMU, Standing Committee of HCMC People’s Council appointed one deputy chief of People’s Council (i.e. higher rank in vertical hierarchy) to replace Mr. Vu Van Hoa. With this artful tactic, more pressure was put to provincial-level departments and people’s committee at district level, forcing them to apply the common software project (Huy Thinh, 2007).
However, similar to central level, at the late stage of implementation, the inadequacies in working process due to the low quality of common software brought more urgency attribute for units directly under HCMC People’s Council and Committee. With all three attributes possessed, they became another definitive stakeholder as well. As the results, some provincial firmly refused to apply common software and built their own software, while some apply all the self-developed software and the software under project 112 at the same time, which led to the serious budget waste of the project (Huy Thinh, 2007; Vietnamnet, 2007)
In brief, what is observed in implementation phase of project 112 is not a linear process, but an interactive one. The stakeholders cooperated and struggled with each other to gain power, budget allocation and financial individual-gain. As a result, the trajectory of project 112 was step by step far away from original designed vision. 

6.4 Evaluation phase
The State Audit Agency conducted a comprehensive evaluation of project 112. The auditing report, later, was published, pointed out that none of the objectives was achieved. A series of massive wrongdoing was also investigated, in which the lack of cooperation and alignment between project 112 and Public Administrative Reform Master Plan was emphasized as one of the most important reasons for the failure of the project.

Chapter 7 Conclusion

In September 2010, the Prime Minister of Vietnam issued a remarkable decision, setting an ambitious vision for Vietnam to transform into an advanced ICT country and to ‘rank among the 1/3 group of leading countries in the UN’s ranking list on e-government readiness by 2020’ (GOV, 2010: 4). Is it a feasible vision for a country which now only ranks among the bottom half of a middle group to have such considerable progress in only ten years? This initial concern motivated me to investigate the current situation of e-government in Vietnam as well as the extent to which previous e-government projects achieved their anticipated objectives.
Pursuing these research objectives, this paper, firstly, put effort on collecting data for all e-government measuring indicator groups in order to have a comprehensive assessment of the status of e-government in Vietnam. These indicators include input indicators which measure the resource countries have invested in e-government ; environmental indicators which assess the degree to which a country is ‘ready’ for the information society and its consequences ; output indicators which refer to the amount of appliciation of e-government ; usage indicators which measure the actual usage by citizens and businesses ; and impact indicators which concern with the impact e-government has brought to a country (Snijkers et al., 2007). In fact, the official reports in Vietnam so far have mostly focused on input, environmental and output indicators (for instance, the amount of financial resources devoted to e-government ; ICT penetration rate ; number of government departments that have a website ; or number of online services provided, etc). The researcher, therefore, conducted a questionnaire to grasp the information relating to the actual usage of citizens and the impact of e-government, especially in relation to the expectation of improving governance as a component under the donor supported Public Administration Reform.

The results show that Vietnam has positive results as regards input and environmental indicators. However, it found weaknesses as regards output, usage and impact indicators. For instance, the number of online services at complicated level (which allow users to conduct online transaction and payment) is very low; citizen rarely access to state agencies’ website, and e-government hardly promoted transparency, responsiveness, participation and anti-corruption in Vietnam. Such an outcome also implies that the development policy for e-government in Vietnam now is quantity-oriented rather than quality-oriented. This tendency was found in all three dimensions, e-administration, e-services, and e-citizenship (Heeks, 2001; Holidays, 2006).

From the results of concrete indicators and dimensions, this paper found that e-government in Vietnam, in general, has reached the so-called ‘Enhanced stage’ in UN’s model of e-government stages (which means that government sites and dynamic information significantly increased), and progress can be seen towards the ‘Interactive stage’ (which means that citizens and enterprises are provided with downloadable forms and that interactive channels exist with public servants via websites). Some ministries and provinces are piloting the ‘Transactional stage’ which allowed users to actually pay for services and other transaction online. However, the lack of national and local cross-sector coordination as well as the lack of efficient integration between ministerial and provincial LANs (local area networks) and CPNET (government wide area networks) has prevented e-government in Vietnam from reaching the ‘Seamless stage’ with full integration of e-services across administrative boundaries.
The lack of cross-sector coordination mentioned above relates to the second research question of this paper about the stakeholders involved in e-government projects in Vietnam. To understand who the main stakeholders are and how they interact to impact the progress of e-government projects, this paper focused on analyzing e-government policy process of Project 112 on state administrative management computerization, the first cornerstone for e-government in Vietnam. The descriptive stakeholder theory with two key aspects, i.e. stakeholder classification and their salience (which, according to Mitchell et al. (1997), is composed of three relationship attributes of Power, Legitimacy, and Urgency) was combined with the interactive perspective of policy implementation depicted by Thomas and Grindle (1990). This combination aimed to investigate the overall process of e-government policy in Vietnam and to assess whether there has been a gap between policy objectives and policy outcomes due to the interaction of different stakeholders.
The paper shown that introducing e-government in Vietnam was not a linear policy process. To the contrary, it was shown to be an interactive process in which different stakeholders impact on the whole policy process. Project 112 embraced many interests of involved stakeholders, in which the major stakeholders include: the Government of Vietnam, the Office of Government, ministerial and provincial administration units, public servants, enterprises as users of online public services, enterprises as vendors for project’s components, people as users of online public servants and people as citizens. In the design phase, the Office of the Government (OOG), who was assigned to draft and manage the project, had ignored the feedback from other stakeholders about the faulty way it was operationalizing their vision, i.e, idolizing ICTs, in which ICTs was put as the centre piece of governance initiatives, becoming an end rather than a means (Heeks, 2001). As a result, the policy focused mostly on hardware expenditure without bringing their application in alignment with the overall public administration reform process. This wrong vision led to mistaken strategies, which, along with mismanagement of OOG during the implementation process, escalated the conflicts among stakeholders. Assessing and analysing the process of project 112, the paper revealed that, the interaction between conflicting stakeholders, which surrounded the complex interest network of power balance, budget allocation and financial individual-gain, led to the dichotomy between policy objectives and policy outcomes of Project 112.

Furthermore, the paper also pointed out many inadequacies of the project: the insufficiency and incompetence of human resources, the misuse and mismanagement of budget, the rampant corruption, and especially, the lack of coordination between the e-government project and the broader public administration reform master plan. As a result, project 112, instead of promoting better governance in Vietnam as expected, became one of the biggest scandals in Vietnam, notorious for massive wrongdoing, rampant corruption and ‘systematic errors’.

However, there was good news for the policy process after a series of notorious flaws that were in fact evaluated very carefully. The report of the State Audit Agency was published, and it straightforwardly pointed out the rampant inadequacies of project 112, from the vision of the leadership to the wrong decisions and strategies of implementation. The report emphasized that, “computerization of the administrative state is the application of ICT to serve the state administration and promote administrative reform (…) Therefore, the implementation of public administration must proceed. Regulations, working procedures, transaction forms and information need to be streamlined and standardized before the application of ICT” (SAA, 2007: 7).

This paper, therefore, concludes that, whether Government of Vietnam can achieve its vision to ‘rank among the 1/3 group of leading countries in the UN’s ranking list on e-government readiness by 2020’ depends on the degree to which it can reform the public administration system and coordinate this reform with ICT application in practice.

References

ADB (2002), ‘Report and recommendation of the president to the board of directors on a proposed loan program cluster, phase I of the proposed program loan and technical assistance grants to the Social Republic of Vietnam to support implementation of the public administration reform master program in Vietnam’. Accessed 17 August 2011 <www.adb.org/Documents/RRPs/VIE/rrp_vie_35343.pdf>.
ADB (2005), ‘Vietnam: Governance Assessment with focus on PAR and Anti-corruption’. Accessed 15 November 2011 <www.adb.org/Documents/Reports/CGA/CGA-VIE-2005.pdf>.
ADB (2011), ‘Vietnam’s Poverty Reduction, Development: A Regional Success Story’. Accessed 10 September 2011 <http://beta.adb.org/news/viet-nams-poverty-reduction-development-regional-success-story-adb>.
An ninh thu do (2007) ‘Về đề án 112: Các nhà khoa học, quản lý nói gì?’ [Project 112: The opinion of managers and scientists]. Accessed 10 November 2011 <http://www.anninhthudo.vn/Thoi-su/Ve-de-an-112-Cac-nha-khoa-hoc-quan-ly-noi-gi/310576.antd>
Arun Mahizhnan and Narayanan Andiappan (2002) ‘E-Government: The Singapore’, Tamil Internet 2002, California, USA, 250-259
Bhatnagar S. (2004) E-Government: From Vision to Implementation: A Practical Guide with Case Studies. Sage Publication India Pvt Ltd
Blair H. (2000) ‘Participation and Accountability at the Periphery: Democratic Local Governance in Six Countries’, World Development Vol. 28, No. 1, 21-39
Central Intelligence Agency (CIA) (2011) ‘The World Factbook’. Accessed 20 August 2011 <https://www.cia.gov/library/publications/the-world-factbook/>
Ciborra C. and Navarra D. (2005) ‘Good Governance, Development Theory, and Aid Policy: Risks and Challenges of E-government in Jordan’, Information Technology for Development, 11(2), 141-159

Colebatch H.K.(2002) Policy. Open University Press
ComScore (2011) ‘State of the Internet with a Focus on Southeast Asia’. Assessed 10 Novermber 2011 <http://www.comscore.com/Press_Events/Presentations_Whitepapers/2011/State_of_the_Internet_Southeast_Asia>
Cyberspace Policy Research Group (CyPRG) (2000) ‘Webbing Governance:
National Differences in Constructing the Face of Public Organizations’, in Handbook of Public Information Systems, G. David Garson, ed., (New York:  Marcel Dekker Publishers, 2000).

Dada D. (2006) ‘The Failure of E-government in Developing Countries: A Literature Review’, EJISDC (2006) 26, 7, 1-10.
DeLone, W. H. and McLean, E. R. (1992) ‘Information System Success: The Quest for Dependent Variable’, Information system research, Vol 3, No.1.
Donaldson T. and Preston L.E. (1995) ‘The Stakeholder Theory of the Corporation: Concepts, Evidence, and Implications’, Academy of management review, Vol 20, No 1, 65-91.
Flak L.S. and Rose J. (2005) ‘Stakeholder Governance: Adapting Stakeholder Theory to E-government’, Communications of the Association for Information System, Volume 16, 2005, 642-664
Flak L.S., Nordhelm S. and Munkvold B.E. (2008) ‘Analyzing Stakeholder Diversity in G2G Efforts:  Combining Descriptive Stakeholder Theory and Dialectic Process Theory’, e-Service Journal, Volume 6, Number 2, Winter 2008, 3-23

Freeman R. E. (1984), Strategic management: A stakeholder approach. Boston: Pitman
Government of Vietnam (GOV) (2001) ‘Decision 112/2001/QD-TTg approving the project on public administrative management computerization’

Government of Vietnam (GOV) (2003) ‘Decision 169/2003/QD-TT approving the project to reform management modalities and modernize public office in the state administrative system phase I (2003-2005)’.
Government of Vietnam (GOV) (2004a) ‘Decision 331/2004/QD-TTg approving IT human resource development to 2010’.
General Statistics Office (GSO) (2011), ‘The statistics of administrative units until 31/12/2010’. Accessed 17 August 2011. <http://www.gso.gov.vn/default.aspx?tabid=386&idmid=3&ItemID=11526>
Heeks, R. (2001) ‘Understanding E-governance for Development’, iGovernment Working Paper Series, Paper No.11.
Hendry, J. (2001) ‘Missing the Target: Normative Stakeholder Theory and the Corporate Governance Debate’ , Business Ethics Quarterly (11:1), 200.1
Holiday, A. (2006) ‘E-government and Development’, International Development Governance, ed Ahmed Shafiqul Huque and Habib Zarfarullah, Taylor & Francis, 515-528.
Huy Thinh (2007) ‘Ban điều hành đề án 113 TP.HCM và siêu quyền lực’ [Ho Chi Minh City’s managing unit of project 112: The super power], Tienphong Online. Accessed 30 September 2011 <http://www.tienphong.vn/Thoi-Su/83621/Ban-dieu-hanh-de-an-112-TPHCM-va-sieu-quyen-luc.html>
ICTNews (2011), ‘Đào tạo tin học cho xã: Gánh nặng đường xa’ [IT training for commune civil servants: heavy burden in the long way]. Accessed 25 September 2011 <http://bachkhoa-aptech.com/NewsDetail/110/484/tin-trong-nuoc/dao-tao-tin-hoc-cho-xa-%E2%80%9Cganh-nang-duong-xa%E2%80%9D.htm>.
Jaeger, P.T. and Thompson, K.M. (2003) ‘E-government around the world: Lessons, challenges, and future directions’, Government Information Quarterly 2003, 389-398.
Jain, A.K (1998) Economics of Corruptions. Bonston/Dordrecht/London: Kluwer Academic Publisher.
Juma, C. and Clark, N. (1995) ‘Policy Research in Sub-Saharan Africa: an Exploration’, Public Administration and Development, Vol 15, 121-137.
Khuong, M. V. and West, D.M. (2005) ‘E-government and Business Competitiveness: A Policy Rreview’. Accessed 10 July 2011 .<www.hks.harvard.edu/mrcbg/ptep/khuongvu/VietnamEgovtReport.pdf>
Khuong, M.V., Jones, R. and West, D.M. (2006) ‘E-Government and Business Competitiveness: A Policy Review’, VNCI Policy Paper #7.
Komito, L. (2005) ‘E-participation and Governance: Widening the web’, The electronic journal of e-government, Volume 3, Issue 1, pp. 39-38.
Layne, K. and Lee, J. (2001) ‘Developing fully Functional E-Government: A Four Stage Model’, Government Information Quarterly 18 (2001), 122-136.
Lee, S.M., Tan, X. and Trimi, S. (2005), ‘Current Practices of Leading E-government Countries’, Communication of the ACM, October 2005, Vol. 48, No. 10.
Loan, N. (2009) ‘Hierarchy of Legal Documents of Vietnam”, ZEF/WISDOM, Legal Framework of the Water Sector, Vietnam.
Ministry of Industry and Trade (MOIT) (2009) ‘Vietnam E-commerce Reports 2009’.
Ministry of Industry and Trade (MOIT) (2009) ‘Vietnam E-commerce Reports 2010’.
Ministry of Information and Communications (MIC) (2010a), ‘Vietnam ICT White Books 2010’.
Ministry of Information and Communications (MIC) (2010b) ‘Report on information technology application during 2008-2009 period’.
Anh, M. (2011) ‘VNPT được đề cử giải ‘Băng thông rộng thế giới”. Accessed 20 August 2011 http://vneconomy.vn/20110713071152898P0C16/vnpt-duoc-de-cu-giai-bang-rong-the-gioi-2011.htm .
Luong Cao Son (2006) ‘Quyết toán tài chính đề án 112: ‘Người trong cuộc’ nói gì?’, interviewed on Vietnamnet. Accessed 8 September 2011 <http://vnn.vietnamnet.vn/cntt/2006/09/613295/>
Mitchell, R.K., Agle, B.R., and Wood, D.J (1997) ‘Toward a Theory of Stakeholder Identifcation and Salience: Defning the Principle of Who and What Really Counts’, Academy of Management Review (22:4), 1997, 853–886.
Moon, M. J. (2002) ‘The evaluation of e-Government among municipalities: Rhetoric or Reality?’, Public Administration Review, July/August 2002, Vol. 62, No. 4
Ndou, V. (2004) ‘E-Government for Developing countries: Opportunities and Challenges’, EJISDC 18, 1, 1-24

Nguyen Si Dung (2007) ‘Cảnh báo sớm của TS Nguyễn Sĩ Dũng về sự phá sản của Đề án tin học 112’ [Early warning of Dr. Nguyen Si Dung about the failure of Project 112], interview on  Newspaper of Citizen Representatives. Assessed 29 September 2011 <http://daibieunhandan.vn/ONA_BDT/NewsPrint.aspx?newsId=25435>.
Nguyen, T.T. and Nguyen, H.T.T. (2007) ‘Grounding e-Government in Vietnam: Bringing more government services to citizens’, Presentation in 5th Vietnem e-Government Symposium “Towards a better life for citizen”
Nguyen, T.T. and Schauder, D. (2006) ‘Grounding e-Government in Vietnam: Antecedents to Responsive Government Service’, Journal of Business Systems, Governance and Ethics, Vol 2, No 3
Nye, J.S. (1967) ‘Corruption and Political Development: A Cost-Benefit Analysis’, American Political Science Review, vil.61, no.2, June 1967.
Obi T. and Nguyen, T.T.H (2010) ‘E-Government Project Implementation: Insight from Interview in Vietnam’, Journal of Asia Pacific Studies, No. 14.
OECD (2001) ‘Citizens as Partners’, OECD handbooks on information, consultation and public participation in policy making.
OECD (2003) ‘The e-Government Imperative: Main Findings’. Accessed 16 August 2011 <www.oecd.org/dataoecd/60/60/2502539.pdf>.
OECD (2009) ‘Rethinking e-Government Services: User-centred Approaches’. Accessed 1 September 2011 <http://www.oecdbookshop.org/oecd/404.asp?fn=/4209091E.PDF>.
Pellegrini, L. (2011) Corruption, Development and the Environment. Dordrecht Heidelberg London New York: Springer.
Phan Dinh Dieu (2007a) ‘Cái chết của Đề án 112 – Kỳ I: Ném tiền qua cửa sổ” [Project 112: To throw money out of widow]. Interview on Tuoi Tre online .Accessed 20 September 2011 <http://nhipsongso.tuoitre.vn/Nhip-song-so/199427/%E2%80%9CCai-chet%E2%80%9D-cua-de-an-112---Ky-I-%E2%80%9CNem-tien-qua-cua-so%E2%80%9D.html>.

Phuc, N.T (2011) ‘Hien trang ung dung Cong nghe thong tin trong co quan nha nuoc va ke hoach trien khai trong thoi gian toi’ [Status of ICT application in state agencies and deployment plan in next period]h, Vietnam e-Government Symposium 2011.
Rahul, D. (2005), ‘E-Government System in Developing Countries: Stakeholders and Conflict’, Electronic Government Vol: 3591, 26-37.
Saidi, N. and Yared, H. (2002) ‘E-government: Technology for Good Governance, Development and Democracy in the MENA Countries’, paper submitted in the ‘Mediterranean Development Forum IV, Fostering Digital Inclusion, The Role of ICT in Development’, Amman, Jordan, April 2002.   

Sauer, C. (1993) Why Information System Fail: a Case Study Approach. UK: Alfred Waller Ltd., Publishers,Oxfordshire.
Scholl, H.J. (2001) ‘Applying stakeholder theory to e-government: Benefits and Limits’, 

to the Book Series of this Chapter" 
IFIP International Federation for Information Processing
, Volume 74/2002, 735-747.
Shepherdson, C., Tan, A.W.K and Nam, T.V. (2009), ‘An e-governance framework for Vietnam’, International Journal of Electronic Governance, Volume 2.
Smith, R. and Bertozzi, M. (1998) ‘Principals and Agents: An Explanatory Model for Public Budgeting’, Journal of Public Budgeting, Accounting and Financial Management, 10(3), 325−353.
Snijkers, K., Rotthier, S. and Janssen, D. (2007) ‘Critical review of e-government benchmarking studies’, in Griffin et al., ‘Developments in e-Government: A critical analysis’, Innovation and the public sector, volume 13, IOS Press
Stanforth, C. (2010) ‘Analysing E-government Project Failure: Comparing Factoral, Systems and Interpretive Approaches’, iGovernment working paper series, No. 20.

State Audit Agency (SAA) (2007) ‘Báo cáo kiểm toán việc quản lý và sử dụng kinh phí đề án tin học hóa quản lý hành chính nhà nước giai đoạn 2001-2005’ [Auditing Report on State Administrative Computerization project, period 2001-2005]
Tan, C., Pan, S.L., and Lim E.T.K. (2005) ‘Managing Stakeholder Interest in E-government Implementation: Lessons Learned from a Singapore E-government Project’, Journal of Global Information Management, 13(1), 31-53

Thomas, J.W. and Grindle, M.S. (1990) ‘After the Decision: Implementing Policy Reforms in Developing Countries’, World Development, vol. 18(8)
Tuan, N.D. (2007), ‘E-Government in Vietnam: an Assessment of province websites’, MA thesis. Master of Science in Public Administration, the school of post graduate studies, Gadjah Mada University, Indonesia
Tuoi Tre online (2007b), ‘Cái chết của Đề án 112 – Kỳ II: Thất bại được báo trước’. Accessed 20 September 2011<http://nhipsongso.tuoitre.vn/Nhip-song-so/199562/%E2%80%9CCai-chet%E2%80%9D-cua-de-an-112.html>.
Tuyen, N.T (2010), ‘Knowledge economy and sustainable economic development: A critical review’, PhD Thesis. De Gruyter.
Weiling, K. and Kwok K. W. (2004) ‘Successful e-Government in Singapore’, Communication of the ACM, June 2004, Vol. 47, No.6.
United Nations (UN) (2002) ‘Final communiqu´ eof the international conference on e-government for development’. Accessed 25 September 2011 <http://unpan1.un.org/intradoc/groups/public/documents/un/unpan005674.pdf>.
United Nation (UN) (2004) ‘United Nations e-Government Readiness Survey 2004’ 
United Nation (UN) (2008) ‘United Nations e-Government Readiness Survey 2008’ 
United Nation (UN) (2010) ‘United Nations e-Government Readiness Survey 2010’ 
UN/ASAP (2002), ‘Benchmarking e-Government: A Global Perspective’ Accessed 15 July 2011 <http://unpan1.un.org/intradoc/groups/public/documents/un/unpan021547.pdf>.
UNESCAP ‘What is Good Governance?’. Accessed 7 June 2011 <http://www.unescap.org/pdd/prs/ProjectActivities/Ongoing/gg/governance.asp>
UNPAN Asia & Pacific (2010), ‘Vietnam to narrow digital gap with internet connection’, available at http://www.unpan.org/PublicAdministrationNews/tabid/115/mctl/ArticleView/ModuleID/1467/articleId/23983/default.aspx
Van De Ven, A.H., and Poole, M.S. (1995) ‘Explaining Development and Change in Organizations’, Academy of Management Review (20:3), 1995, 510–540.
VGP News ‘E-Government Development is Objective Necessary’. Assessed 8 August 2011 <http://baodientu.chinhphu.vn/Home/Phat-trien-Chinh-phu-dien-tu-la-tat-yeu-khach-quan/20105/30595.vgp>.
Vietnamnet (2007) ‘Trao đổi với người đầu tiên ‘bật đèn đỏ’ Đề án 112’. Accessed 8 September 2011 <http://vnn.vietnamnet.vn/cntt/2007/04/688949/>
Welch, E.W. and Hinnant, C.C. (2002) ‘Internet Use, Transparency, and Interactivity Effects on Trust in Government’, Proceedings of the 36th Hawaii International Conference on SystemSciences 
Wescott, C.G. (2003) ‘Hierarchies, Networks, and Local government in Vietnam’, International Public Management Review, Volume 4, issue 2
West, D.M. (2004) ‘E-Government and the Transformation of Service delivery and Citizen attitudes’, Public Administration Review, volume 64, issue 1, pp. 15-27

VNPT (2011), ‘Một số hệ lụy từ cạnh tranh lên thị trường viễn thông Việt Nam’ (Some consequences of competitiveness on Vietnam telematics market), Thông tin khoa học công nghệ và kinh tế bưu điện – Chuyên trang ấn phẩm VNPT
World Bank (WB) (2003), ‘Vietnam Development Report 2004: Poverty’, Joint Donor report to the Vietnam Consultative Group Meeting
World Bank (WB) (2009), ‘Vietnam Development Report 2010: Modern Institutions’, Joint Donor report to the Vietnam Consultative Group Meeting

Appendices

Appendix 1. The policy milestones on e-Government development

	Document, issuer
	Date
	Core issues

	Decree 58-CT/TW, CPV Politburo
	October 17, 2000
	Urging the government to speed up applications and development of Information Technology to serve the industrialization and modernization

	e-ASEAN Framework Agreement, The fourth ASEAN informal summit (in Singapore)
	November 25, 2000
	Laying out the framework for cooperation among ASEAN’ s member countries in embracing the benefits of the IT revolution, aiming to:

(a) facilitate the establishment of the ASEAN

Information Infrastructure;

(b) facilitate the growth of electronic commerce in ASEAN;

(c) promote and facilitate the liberalization of trade and investment in production of IT products and services;

(d) develop an e-Society in ASEAN and capacity

building;

(e) Promote e-government.

	Decision 112/2001/QD-TTg, Prime Minister
	July 25, 2001
	Approving the project “State Administrative Management Computerization, Period 2001-2005”

	Decision 136/2001/QD-TTg, Prime Minister
	September 17, 2001
	Approving the master plan on state administrative management reform, period 2001-2010

	Decision 137/2001/QD-TTg, Prime Minister
	September 17, 2001
	Establishing the executive board of the project “State Administrative Management Computerization, Period 2001-2005”

	Decision 272/2003/QD-TTg,

Prime Minister
	December 31, 2003
	Ratifying the strategy for Vietnam's scientific and technological development till the year 2010

	Decision 222/2005/QD-TTg, Prime Minister
	September 19, 2005
	Approving the Master plan on Electronic Commerce development in the 2006-2010 period

	Decision 30/QD-TTg, Prime Minister
	January 10, 2007
	Approving The 2007-2010 Scheme On Simplification Of Administrative Procedures In The State Mgt. Domains

	Decree 64/2007/ND-CP, Government
	April 10, 2007
	Information technology application in state agencies’ operation

	Instruction 07/CT-BBCVT, Ministry of Information and Communications
	July 7, 2007
	Orientation of Information Technology and the Telecommunications Development Plan from 2011 to 2020

	Decision 05/2007/QD-BTTTT, Ministry of Information and Communications
	October 26, 2007
	Approving The Planning On Development Of Vietnams Information Technology Human Resources Up To 2020

	Decision 07/QD-TTg, Prime Minister
	January 4, 2008
	Approving The Plan On Implementation Of The Scheme On Simplification Of Administrative Procedures In State Management Domains

	Decision 48/2009/QD-TTg, Prime Minister
	March 31, 2009
	Approving the plan on information technology application in state agencies’ operations during 2009-2010

	Decision 698/QD-TTg, Prime Minister
	June 1, 2009
	Approving the overall plan on development of information technology human resources up to 2015 and orientations toward 2020

	Decision 1605/2010/QD-TTg, Prime Minister
	August, 2010
	Approving the national program on application of information technology to operations of state agencies during 2011-2015

	Decision 1755/QD-TTg, Prime Minister
	September 22, 2010
	Approving the scheme to early make Vietnam a country strong in information and communication technologies
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� Deputy Director General of Information Technology Department, and Director General of E-Government Center


� Source: � HYPERLINK "http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTINFORMATIONANDCOMMUNICATIONANDTECHNOLOGIES/EXTEGOVERNMENT/0,,contentMDK:20507153~menuPK:702592~pagePK:148956~piPK:216618~theSitePK:702586,00.html" �http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTINFORMATIONANDCOMMUNICATIONANDTECHNOLOGIES/EXTEGOVERNMENT/0,,contentMDK:20507153~menuPK:702592~pagePK:148956~piPK:216618~theSitePK:702586,00.html�





� Percentage of people of 15 years and over who can read and write


� Directive 58-CT/TW on usage and development of information technology for industrialization and modernization for the period 2001-2005, from October 17, 2000


� PM Decision 95/2002/QD-TTg


� PM Decision 33/2002/QD-TTg


� PM Decision 112/2001/QD-TTg


� PM Decision 246/2005/QD-TTg


� PM Decision 48/2009/QD-TTg


� PM Decision 1755/QD-TTg


� The UN Telecommunication Infrastructure Index is a composite weighted average of five primary indicators: number  of  personal computers  per  100  persons,  


� Social and Economic Information Generalization System; Document and records Management System; and Electronic Information Management program


� Socio-economic statistics, finance-budget, land resources, civil servants, population and legal databases
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