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National GPAR, MoHA
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GPAR Programme:
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District Service Delivery
Monitoring System

(DSDMS)
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Background of DSDMS

d ccm:r"2~ccmjjmn‘2n2nc.u93?~.ua~uumn « Each service sector has their own

CJ‘IUﬂﬂQ.lJ]JQS]C]OCSj QT WINUKTI information system and report to the
(91099 district chief
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+ ety D 2014 ﬂﬁnumnﬁnﬂﬁﬂsencwu +  Asaresult, 2014 DSDMS is designed
rutiomunuddnuesidngucdisdy to be a simple tool for monitoring the
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ugﬁggﬂg;]ﬂEcgg;cgg:muamnmmmumtm * Stress on the off track MDGs (1,4,6,7)

which are the most relevant to Lao
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track MDGs (1,4,6,7)) (830005001 National Socio-Economic
U 210 Ay AYERNMDOES Wy Development Plan (NSEDP)

wnmzmcan'qznn-ajﬂuccmlama - * 2015 be piloted in two provinces,
- 2015 (Sofinasld 2 (Jo3): (85U,  namely: Houn District, Oudomxay
CEQO]@E’I.U\KZ (I} CﬁSJRﬂQSﬁ‘U Province and Saravan District, Saravan
Province
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Whatis the DSDMS?
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A simple tool to provide
information to district authority to
monitor the services of the
government.

Consists of simple data collection
forms, formula table, and data
matrix in Microsoft Excel, analysis
matrix and report format.

Uses the indicators for monitoring
the progress of the public service

delivery.

Covers 4 main areas namely, 1.
Health of mothers and children, 2)
primary education (pre-school -
primary school), 3) agriculture

extension, and 4) public works and
transports.
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Objectives of DSDMS
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o a o of the indicators, which can
SLENETJTIUSRALEIION, 111 be used for analysis of the

gjucchmuumzzccmjmu‘cmn changes made in the service

A9UzBdn sector



199819 / Structure

e Stakeholders at central level and
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provincial level

Ministry of Home Affairs (overall

guidance of the implementation)

Lao Statistic Bureau (supervise on the
statistical matters)

e Stakeholders at district level

District Office of Home Affairs

District Statistics Centre

District Health Office

District Education and Sport Office
District Agriculture and Forestry Office

District Public Works and Transport
Office

Furthermore, District Development

Support Team (DDST) and District

Development Support Committee also
play the roles to implement DSDMS.



Synsuniwintizatio
Steps of DSDMS
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* Preparation
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*Data Collection & submission
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*Data Checking & entry
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* Report writing & submission reports
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Service User Feedback Survey (SUFS)
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Background of SUFS
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The first feedback survey 2007 -
bigger survey which uses more
samples, researchers, budget and
time.

Very useful and important survey
but it is difficult to conduct often.

2014 MoHA, therefore, designed

the survey called SUFS, stand for
Service User Feedback Survey.

2015 be piloted in two provinces,
namely: Houn District, Oudomxay
Province and Saravan District,
Saravan Province
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Whatis SUFS?
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SUFS have been done by
asking people about their

opinions regarding to the
public service delivery in
order to measure the Kevel
of satisfaction and seek for
suggestions to improve the
service.

The governmental service
sectors which have been
surveyed are education,
health, clean water and
sanitation, agriculture and
public works.



WL
Objectives of SUFS
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To help the government particularly at
local level to understand the gap where
lack of public service at district level
and village level and to be the reference
for what should be improved in order to

meet the MDGs/SDGs.

To promote and strengthen roles of
provincial and district authorities
regarding to coordination with other
sectors to improve service delivery
according to the users’ feedback

To have recommendations from the
survey in order to help the government
to formulate the service development

plans for the key sectors related to
MDGs effectively and efficiently.
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Survey Methods

2015 (ONULUNIWHQRIN 2
te) 299 2 w23 (tgIsu
(T (U9I1T1)

(]

o2zt Dul:

— ByeninIudaniuasugu
(1)3: (Uil «ar Yrgineu

— 021UgWINTUNIYCEIT
NudANIW AP0

— UL 1UT29IN1U
FroueINIUIINIY

— oo wWlUYls

— aovusSutingsy

2015 pilot SUFS in 2 districts

in 2 provinces (Houn District
and Saravan District)

Areas to be assessed -
issues/topics

— Coverage of the service —
area and population

— Simplicity to access to the
service

— Quantity and frequency of

the service delivery
— Transparency

— Accountability



0 o 1 oM 1
ﬂ'ﬂJﬂ’llJﬂ]:lUC’lOU’lj
Sampling
nuiinaeyiciuéiemmdUWilnwintg  Thisis pilot, thus not to spend too

JuUsU (Qy 5991m9ﬂﬂﬁjﬁn%3\fﬁﬁ‘1ﬁn ]r::i;l-l budget and time, it was decided to
nuBodgiii:

. 5 | * 20% of villages
* 220/06293'%°]1JOUU°]’J (lecmgag * 20% of households in each
(JegticEniinas) sample village
« 20% 287ousiacSouTuc —when selecting sampled villages
o and households, the following
SoUAU e, . .
n o _ criteria were considered:
CjSUt??UTI‘UJEZ;ISIIU‘UJ (L8 §19 * Type of villages: urban, remote
(S99 Uijﬁﬁjﬁ with road accessible during two

seasons, remote with road

 Ysrwauiu: a9, 13 INNJ accessible only during dry

nroluBact]) 2 Axg, N3Nl season
1SFVe3Ta s {aluiniaEAqlival « Gender

e (WO * Ethnic groups

. éﬂJEEB’I * Economic status

¢ (F07EN0
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initial data
synthesis,
report to
district

gumeu
Steps of SUFS

2. hunigyu

data collection
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submit the

data which is

approved by
district to

| NGPAR

3. NONRASY
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[validity |

7. dareiasdny
Joareloecesy
19U JUag

analysis and
produce report

by NGPAR team

4. noqgoU
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guality check

8. Urgunjo
Hudgnisutiu
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U010

workshop on
the findings
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Approach
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Data collection by the

government organizations, but

those who are not involve

directly with service deliver:

Department of Home Affairs
Statistic Center

Lao Women Union Office

Lao Youth Organization Office
District Cabinet Office

Conduct group discussion: man

group and woman group.
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Score | Card’s color Meaning
1 259 OAeInu TR InIuduyg

Green No need to improve

3 1991 T Induyguagsou
Blue Need some improvement
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Example: Suggestions for improvement by service sectors in Houn
district
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30%

25%
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10% -
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Primary Primary WASH Raod Agricultrue
healthcare education extension

0% -

20



foé13: SncuziciistuyINdanuee (2SN

Example: Some suggestions for improvement of education service
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4. AYPNUNIVIU29I1SISTU

Improve availability —
frequency of teacher’s

attendance

Improve school facility,
equipment: toilets, teaching

materials, tables and chairs

Improve infrastructure: road to

school, building

Report financial statement of

the schools
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Example: Suggestions for improvement of health care service
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Suggested to improve services
provision to patients, paying
more attention and care to
patients, provide faster
services

Request to have experienced
doctor and more doctors

Suggested that the medical
staft stay on duty more

Requested to have more
modern equipment and
sufficient equipment

Suggested that the DOH

organize more campaigns to
disseminate information
about health care service
policy at the community level
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Linkage between DSDMS and SUFS

&
nugaule))

- 5132 ﬁeu11§tﬁﬁu§3n1uﬂma;§u
2= DUNIL tuejmuaawawmmm

AomunNugSe

- gu?aﬁ.uuﬁmunnoﬁu

- IS wRsndiagofiu

- uzeyiy 2 g.uuauﬁlawamnmj
covdionzuucie)

LINKS

— Build to meet the limited capacity
of district authority

— Focus on the same services
— Same location

— Result for the district planning

23
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Result from pilot phase DSDMS and SUFS
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Simple tools and can be used
and conducted by district
authority

Districts confirmed that SUFS is
useful and should be continued

It is small research which
cheaper but very relevant for the
local authority

People’s suggestions were
reported to district chief for the
better plans and guidance

24
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Result from pilot phase DSDMS and SUF'S (con.)

e AzfunuAnmuthigoutiid ¢ DSDMS help to improve

o o . the cooperation,
NduyimudsIul ke coordination amongst the

nusoulegjdunimigIniu- district offices

2z (oUINIWE U9 * The feedback and
Lo L % <"z\':» 5 information could be

ENCLUSIN s 2 LIRS | informed to the local
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gouTunutingulangofiu considering budget

o o o allocation
NIUIOIVJUU LU

o : o * Some staff have skills on
e weiinguAAWoUtIN AN data analysis and report

Ti0nz11n01081.0910 TUNI writing and need on going
2 —capacity building
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Challenges
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 The trained and

experience of the

moderators (SUFS)

Capacity of the sector
at district level on the

analysis skills
(DSDMS)

Budget to do the SUFS

at least every two years
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Next steps

«  Uuygdunmgduazineuzimiuinds
Jeiido
«  Uilgardunfuastaluniutioniy
((AZNIVSIN0 THMQIB)
 Ariududogrmauniuiniiytido
(ldatiaLiiatel gk
— Uzabuvwiwtdlagniu GPAR
GIDP Jutsuazasneessnsn
20-24 (099 Uiaur 4 T whionn
Dudz ol ungauings
18 AALUSN
— (Jonmusaudfiuginiuindigmnag
Z?’Jjﬁuﬁuaawﬁn‘h‘mﬁmﬁ (o
SOUTIUENNIRNRDN

. Unmmﬂacwsmmwsj}cmww

ee

Improve manuals and methods

Use more ICT for the monitoring and
survey

Fund mobilization to expand the
system

— Itis expected to expand to 20-24
district under the GPAR- GIDP
support. This could be more
expanded if there is other financial
sources .

— Civil society organizations could
join to conduct the survey

Workshop with stakeholders to identify
target districts
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