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Bai viét phan tich kinh nghiém ctia mét s6 quéc gia phdt trién va dang phat trién trong viéc
hé trg nguoi cao tudi thuc hién thu tuc hanh chinh truc tuyén trén cong dich vu cong quéc
gia. Trén co s¢ so sdanh mé hinh, chinh sédch va co ché hé trg, bai viét dura ra mgt s6 dé xudt
huéng dén ting cudng tinh bao triim s6, cdi thién thiét k€ nén tdng va ning cao ning Iuc hd
tro tai cdp x4 nhdm bdo dam nguoi cao tudi tiép cén dich vu cong hiéu qua.
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This article analyzes the experiences of several developed and developing countries in
supporting elderly people in completing online administrative procedures via national public
service portals. Based on a comparison of models, policies, and support mechanisms, the
article proposes several recommendations to enhance digital inclusiveness, improve
platform design, and strengthen support capacity at the commune level, ensuring that elderly
people can effectively access public services.
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1. Dit vdn dé

Gia hoa dan so6 dang tré thanh xu huéng
toan cau, tdc dong sau rong dén quan tri
cong, ddc biét trong boi canh cdc qudc gia
thic ddy manh mé chinh phua dién t va
chinh phu s6. Theo bao cédo cta Lién Hop
quoc (nam 2023), s6 nguoi tlr 60 tudi tré1én
chi€ém gan 14% dan so thé gidi va dukién dat
21% vao nam 2050'. Su gia ting nhanh
chong ctia nhom tudi nay dat ra yéu cau cip
thiét doi voi cdc quoc gia trong viéc bao dam
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kha ndng tiép can dich vu cong mot cach
binh dang, hiéu qua va phtt hop v6i dac diém
clia nguoi cao tuoi - nhing cé nhan thuong
gdp han ché ve thé chat, nhan thitic, ky nang
s0 va tam ly khi stt dung cong nghé. T6 chiic
Hop tac va Phét trién kinh té (OECD) cling
chi ra nguoi cao tudi thuong thiéu ky nang
thao tdc cong nghé, kho thich tng voi quy

* ThS, Hoc vien Thanh Thiéu nién Viéet Nam
*% Sinh vien cua Hoc vién Thanh Thiéu nién
Viet Nam
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trinh dién tit da budc va c6 tam ly e ngai khi
gap 16i hodc yéu cu xé4c thuc bao mat cao?.

Tai nhiéu quoc gia phat trién, ty 1é nguoi
cao tudi sit dung dich vu cong truc tuyén van
thdp hon dang ké so voi cac nhom tuoi khéc.
Viéc nghién cttu kinh nghiém qudc té vé ho
tro nguoi cao tudi thuc hién tha tuc hanh
chinh truc tuyén la hét stc can thiét doi voi
Viét Nam, nhat la khi ty Ié nguoi cao tudi
ngay cang tang va Chinh phu dang thac day
chuyén dai so toan dién.

2. Kinh nghiém ctia cic qudc gia phat
trién trong hé trg ngudi cao tudi thyc hién
thi tuc hanh chinh tryc tuyén

Trong boi canh dan so gia héa nhanh va
qué trinh chuyén déi s6 dién ra manh mé,
nhiéu qudc gia phat trién da xay dung hé
sinh thai dich vu cong truc tuyén than thién
vOi nguoi cao tudi. Kinh nghiém ctia Estonia,
Singapore va Vuong qudc Anh cho thay, hiéu
qua phu thudc vao ba yéu to: (1) Khung thé
ché& 16 rang; (2) Thiét ké nén tang so 14y nguoi
dung lam trung tam; (3) Co ché ho tro da
tang, két hop truc tuyén - truc tiép.

2.1. Estonia - mé6 hinh “Chinh phu dién
ttt pho cap cho moi nhém dan cu”

Estonia dugc xem la quéc gia dan dau thé
gi6i vé chinh phu dién t, voi trén 99% dich
vu cong dugc cung cap truc tuyén. Dai voi
nguoi cao tudi, Estonia dp dung triét Iy “dich
vu s6 phai dugc stt dung dé nhu bat dén”3.
Mot s6 kinh nghiém ndi bat gom:

(1) Thiét ké nén tang so6 toi gian va than
thién: cong dich vu cong e-Estonia c6 giao
dién linh hoat (chit16n, it buéc baAm, mau sac
twong phan r6 rét, bi€u tugng truc quan).
Day la tiéu chudn thiét ké nham dap tng
nhom nguoi suy giam thi lyc hodc gap kho
trong nhan dién thong tin.

(2) Ap dung nguyén tic “Once-Only”:
cong dan, bao gom nguoi cao tuodi, chi phai
cung cap thong tin mdt 1an duy nhét cho
Chinh phti. Moi thti tuc sau d6 déu dugc tu

dong dién thong tin nho tich hop co s¢ di
liéu quoc gia. Diéu nay giam dang ké s6 thao
tac va rui ro sai s6t cia nguoi cao tuoi.

(3) Troly so tu dong va tong dai ho trg: hé
thong X-Road tich hop chatbot va trgly thong
minh ho trgtra ctiu; dong thoi, tong dai ho trg
24/7 huéng dan nguoi cao tuoi timg thao tic.

(4) Chuong trinh dao tao kj nang s6 cho
nguoi cao tudi: Chinh phti t6 chic céc khoa
hoc “Digital ABC for Seniors” tai thu vién,
trung tam cong dong. Ty & nguoi cao tudi st
dung dich vu cong tryc tuyén ¢ Estonia hién
dat trén 80%, cao nhat chau Au®.

2.2. Singapore - tich hop ho tro ky ndng
s0 quy mo quoc gia

Singapore ti€p can viéc ho trg nguoi cao
tudi bang chién lugc toan dién mang tén
“Seniors Go Digital” - Nguoi cao tudi tham
gia chuyén doi s60 do Co quan Phét trién
Truyén thong Infocomm (IMDA) trién khai
ttrndm 2020. Kinh nghiém ndi bat la:

(1) Trung tdm ho trg ky ndng so tai moi
khu dan cu: Singapore thanh lap hon 50
Senior Digital Community Hub - Trung tam
cong dong s6 danh cho nguoi cao tudi, cung
cdp huong dan truc ti€p “mot kém mot” cho
nguoi cao tudi trong thao tac voi dich vu
cong truc tuyén®,

(2) Giao dién dich vu cong than thién va
tich hop da dich vu: Cong SingPass dugc st
dung xac thuc bang van tay hodac nhan dién
khuon mat, giam t6i da cho nguoi dung khi
thao tac nhap liéu. Giao dién biéu tugng 16m,
it chi, phu hop nguoi suy giam thi luc.

(3) Co ché ho tro da kénh: ngoai truc
tuyén, Singapore duy tri cdc quay giao dich
ho tro tai trung tam thuong mai, gitip nguoi
cao tudi co thé thuc hién tht tuc truc tuyén
vOi su trg gidp ciia nhan vién.

(4) Truyén thong huéng dén nguoi cao
tudi: huéng dan bang video, to roi chi 16m,
chuong trinh truyén hinh danh riéng cho cao
tudi gitip nang cao nhan thtic va ky nang so.
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Két qua cho thay, dén nam 2023, hon 70%
nguoi cao tuoi Singapore cé thé tu stt dung
SingPass dé hoan thanh it nhat mét dich vu
cong truc tuyén®,

2.3. Vuong quoc Anh - chién Iugc bao
trium so toan dién

Quadc gia nay xay dung chién lugc quéc
gia vé bao trum s tir rat sém. Doi voi nguoi
cao tuoi, nudc Anh da trién khai nhiéu chinh
sach dac thu:

(1) Dao tao ky ndng s6 quy mo lon:
chuong trinh “Hoc theo céch cuta toi” va “Ky
nang s6 danh cho nguoi cao tu6i” ho tro
hang triéu nguoi cao tudi ti€p can ky nang s6
co ban dé stt dung dich vu cong truc tuyén’.

(2) Thiét ké dich vu cong dua trén hanh
vi nguoi dung 16n tudi: cong GOV.UK duoc
dénh gid cao nho giao dién toi gian, noi dung
10 rang, st dung ngon ngtt dé hiéu, kem
video minh hoa thao tac.

(3) Hé sinh thdi ho tro da dang: ngoai ho
tro truc tuyén va tong dai, chinh quyén dia
phuong tai Anh con t6 chikc cac budi ho trg
s0 truc ti€p khong can dang ky trudce tai thu
vién, trung tam cong dong.

(4) Co ché phan hoi va phan tich dit liéu:
hé théng phan hoi nguoi dung theo nhom
tudi gitp diéu chinh giao dién, cai tién chiic
nang va xay dung dich vu phu hop voi nguoi
cao tudi.

3. Kinh nghiém ctia cic quéc gia dang
phaét trién trong ho trg nguoi cao tudi thuc
hién th tuc hanh chinh tryc tuyén

Trong giai doan chuyén doi s6 manh mé
ctia khu vire chau A - Théi Binh Duong va
Nam A, nhiéu qudc gia dang phat trién dand
lyc thuc day dich vu cong truc tuyén, song
mtc do tiép can gitta cic nhém dan cu van
con chénh léch l6n, dac biét doi voi nguoi
cao tudi. Khac voi cac nudce phat trién co6 nén
tang ha tang va thé ché s6 héa manh, cac
quoc gia dang phat trién phai giai quyét
nhiéu théach thic: han ché ha tang cong
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nghé, chénh léch ky ndng so gita cdc vung,
mién, nguon luc ho trg thiéu 6n dinh va mic
do san sang cong nghé ctia nguoi dan chua
cao. Kinh nghiém cua An Do, Indonesia va
Malaysia cung cdp btic tranh da dang vé cach
cdc quoc gia nay xay dung co ché ho tro
nguoi cao tudi trong qua trinh thuc hién tha
tuc hanh chinh truc tuyén.

3.1. An D¢ - mang Iu6i trung gian ky
thuat ho trg nguoi cao tudi

An Do trién khai chuong trinh Chinh phii
dién tt quy mo lon “Digital India”, trong do
dich vu cong truc tuyén dugc tich hop trén
nén tang DigiLocker va Umang Portal. Tuy
nhién, ty [&é nguoi cao tuodi chu dong stt dung
cdc nén tang nay con thap do han ché vé ky
nang so va thiét bi®. Dé khic phuc, An Do
phét trién mo hinh ho trg thong qua mang
lu6i Common Service Centers (CSC) - hé
thong diém ho tro ky thuat rong khép tai cac
lang, quan, bang.

(1) Hé thong CSC ho tro truc ti€p nguoi
cao tudi thuc hién tht tuc s6: moéi CSC co
nhan vién ky thuat dé ho trg nguoi dan, dac
biét la nguoi cao tuoi trong viéc dang ky tai
khoan, tai tai liéu, nop ho so va theo dai tién
do. Tai nhiéu bang, CSC con mién phi dich
vu cho nguoi trén 60 tuoi.

(2) Chuong trinh dao tao “Nang cao ndng
luc s6 cho nguoi cao tuoi”: An Do t6 chtic cac
khoa hoc mién phi cho nguoi cao tudi nham
nang cao ky nang so co ban: stt dung dién
thoai thong minh, tra cttu dich vu cong, dang
nhap bang x4c thuc Aadhaar. Chuong trinh
dugc trién khai tai cac bang Kerala, Gujarat
va Karnataka®.

(3) Tich hgp xac thuc Aadhaar don gian
héa thl tuc: nguoi cao tuoi chi can xac thuc
qua Aadhaar OTP hoac sinh trac hoc (van
tay, mong mat), thay thé cho ky so - thao tac
gay kho khan doi véi nhom tudi nay.

(4) HO trg qua duong day néng quac gia:
duong day nong ctia An Do - 14444 phuc vu
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giai dap thac méc vé dich vu cong truc tuyén,
ho trg nhiéu ngén ngk viing, mién dé phu
hop nguoi 16n tuoi. Mdc du mé hinh hé trg
truc ti€p nay gidm ganh nang ky nang so cho
nguoi cao tudi nhung phu thuoc nhiéu vao
chat lugng van hanh ctia CSC, von khong
déng déu gitra cac bang ctia An Do.

3.2. Indonesia - mo hinh dich vu cong két
hop chinh quyén dia phuong va cong dong

Indonesia xay dung nén tang dich vu
cong truc tuyén OSS - Online Single
Submission, phuc vu nguoi dan va doanh
nghiép. Tuy nhién, nguoi cao tudi van gap
nhiéu kho khan khi tu thao tac vi giao dién
chua t6i wu va yéu cau nhiéu budc xac
thuc!®. D& hé tro, Indonesia sit dung co ché
ho tro tai Kelurahan (twong duong cép xa).

(1) Chinh quyén Kelurahan dong vai tro
ho trg truc tiép: tai nhiéu dia phuong, nhu:
Jakarta, Bandung, Surabaya, méi Kelurahan
c6 nhan vién “digital assistant” ho trg nguoi
cao tudi trong thuc hién tha tuc, nhu: dang
ky cu trg, ho tich, y té va trg cdp xa hoi. Cach
ti€p can nay gan twong tu mo hinh “T6 cong
nghé so cong dong” ¢ Viét Nam.

(2) Chuong trinh dao tao so6 tai Trung
tam cong dong: Chinh pht phai hgp véi té
chtec quoc té (UNDP Indonesia) xay dung
cac lop dao tao ky nang sé co ban cho nguoi
cao tudi, dac biét & ving nong thon. Noi
dung gom st dung smartphone, ding nhap
hé thong OSS va thuc hién cac thu tuc hanh
chinh don gian''.

(3) Cai thién giao dién dich vu cong theo
huong truc quan: Indonesia phat trién
Mobile PASPOR - ting dung cap ho chiéu
triec tuyén, co giao dién toi gian, nhieu biéu
tuong 16m phu hop véi nguoi cao tudi.

(4) M6 hinh “Pandu Digital” - tinh
nguyén vién ho tro nguoi gia: cdc tinh
nguyén vién tré ho trg nguoi cao tuoi tai
Kelurahan, gitip thao tac truc tuyén va khac
phuc 16i thong tin. Han ché lén nhat cta

Indonesia la chét lugng ho trg khong dong
déu gitta cac khu vuc, dac biét ving ngoai
dao Java, noi ha tang Internet chua 6n dinh.

3.3. Malaysia - dao tao ky ndng so va gia
dinh dong hanh ho trg nguoi cao tuoi

Malaysia phét trién dich vu cong truc
tuyén trén nen tang MyGov Portal, huéng
dén mo hinh “khong gidy to - khong tiép
xtic”. Tuy nhién, ty 1é nguoi cao tudi stt dung
dich vu cong s6 van 6 muc thap, dac biét tai
cidc bang nong thon!?. Dé khic phuc,
Malaysia trién khai nhiéu giai phap dac thi:

(1) Chuong trinh “Digital Inclusion for
Seniors” - bao trum s6 doi véi nguoi cao tudi:
Chinh pht t6 chtic cac khoa dao tao tai thu
vién, trung tdm cong dong, truong dai hoc,
huéng dan nguoi cao tudi: nhan dién lira dao
tryc tuyén, sit dung MyGov, xac thuc danh
tinh s@, thuc hién thu tuc lién quan dén an
sinh xa hoi.

(2) M6 hinh “gia dinh ho trg cong nghé”:
Chinh pht khuyén khich con chau dong
hanh cling nguoi cao tudi trong qué trinh st
dung dich vu cong truc tuyén. Cac tai liéu
huéng dan dugc thiét ké cho ca gia dinh, tao
su ho trglién thé hé.

(3) Ho tro truc tiép tai trung tam hanh
chinh dia phuong: tai cac bang Selangor,
Johor va Penang, trung tam dich vu cong c6
ban ho trg riéng cho nguoi cao tudi, van
hanh vao céc khung gio co dinh.

(4) Cai tién giao dién MyGov: giao dién
phién ban “Seniors Mode” c6 kich thudc chix
16n hon, nhiéu minh hoa bang hinh anh va
video huong dan. Nhuoc diém la cac dia
phuong ctia Malaysia c6 trinh do phét trién
khong dong déu, khién mo hinh ho trg nguoi
cao tuoi khong dugc 4p dung thong nhat
trén toan quoc.

4. M6t s6 kinh nghiém cho Viét Nam

Tt kinh nghiém ctia ca nhom quéc gia
phét trién va dang phét trién, cé thé rat ra
mot sé kinh nghiém gia tri cho Viét Nam
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trong viéc thuc day kha nang ti€p can dich vu
cong truc tuyén clia nguoi cao tudi. Dac biét,
trong boi canh Viét Nam budc vao giai doan
chuyén doi so sau rong, trién khai mo hinh
chinh quyén dia phuong hai cép theo Luat
To chitc chinh quyén dia phuong nam 2025,
trong do cdp xa trd thanh tuyén phuc vu truc
ti€p, dong vai tro quyét dinh doi voi kha nang
ti€p can dich vu cong ctia nguoi cao tuoi.

Mot 1a, hoan thién thé ché va xay dung
chinh sdch bao trum so danh riéng cho
nguoi cao tuoi.

Kinh nghiém ttt cac qudc gia phat trién la
su can thiét cia mot khung chinh sach quoc
gia vé ho tro nguoi cao tudi trong mai truong
s0. Singapore c6 “Nguoi cao tudi tham gia
chuyén do6i s6”, Vuong quoc Anh c6 “Chién
lugc bao trum s6”, Nhat Ban c6 “Cac nguyén
tac thiét ké pho quat”. Hién nay, & nudc ta
dang thi€éu mot chién lugc tuong duong
danh riéng cho nhém nguoi cao tudi. Do do,
can ban hanh chién lugc quéc gia vé bao
trum s6 cho nguoi cao tudi, gan véi Quy
hoach phat trién chinh phu s6; xac dinh
nhom nguoi cao tudi la nhém uu tién trong
chuyén dai so theo tinh than “khong dé ai bi
bd lai phia sau”; quy dinh trdch nhiém cu thé
ctia cdp tinh va cdp xa trong ho tro nguoi cao
tudi theo mo hinh chinh quyén dia phuong
hai cap; dong thoi, khung chinh sach can
lam r6: tiéu chudn ho tro téi thi€u, quy trinh
ho tro tai cap xa, co ché phoi hop gita s,
nganh va dia phuong, yéu cau dao tao ky
nang sd va mtc do wu tién tiép can dich vu.

Hai la, thiét ké lai Cong dich vu cong
quoc gia theo huéng than thién hon voi
nguoi cao tuoi.

Kinh nghiém ctia Estonia va Singapore
cho thay, thiét ké giao dién (UI/UX) quyét
dinh l6n dén kha nang tiép can ctia nguoi
cao tuoi. Viét Nam can cai tién theo huong:
(1) Tich hgp ché do “Senior Mode” trén dich
vu cong quoc gia (chit 16n, twong phan
manh, cac budc rat gon, huéong dan ro rang,

Tap chi Quan ly nha nuéc - S6 362 (3/2026)

Icon 16m, dé nhan dién, han ché thuat ngi ky
thuat); (2) Tu dong hoa toi da thong tin: ap
dung “nguyén tdc mot lan khai bdo” nhu
Estonia (dttliéu da khai bao trudc do tie dong
dién vao cac biéu mau) dé giam thao tac va
rti ro sai sot; (3) Tich hop tro 1y giong ndi va
chatbot thong minh. Nguoi cao tudi dé tiép
can hon khi c6 ho trg bang giong noéi thay vi
phai doc; (4) Pon gian héa quy trinh x4c thuc
danh tinh, ddy manh xé4c thuc bang khuon
mat elID, han ché yéu cau ky sd, cho phép
OTP linh hoat. Nhiing cai tién nay sé lam
giam rao can cong nghé von la diém yéu ctia
nguoi cao tuoi.

Ba la, tang cuong nang luc ho tro tai cap
x4 - tuyén phuc vu truc tiép.

Theo Ludt To chitc hinh quyén dia phuong
nam 2025, cap xa la cdp chinh quyén truc tiép
phuc vu nguoi dan (tiép nhan ca vai tro trung
gian trudc day cua cap huyén). Vi vay, viéc ho
tro nguoi cao tudi phai dugc dat trong tam &
cap xa, cu thé: (1) Chudn hoa ky ndng so ctia
cong chtic xa. Can xay dung chudn nang luc s6
cho cong chiic mot ctra, bao gom: ky nang
huéng dan nguoi cao tudi, giao ti€p cham - ro
- dé hiéuy, xit Iy tinh hudéng tam ly dac thu, st
dung cong cu ho trg (scan, elD, tra ctu); (2)
Thanh lap “Diém hé trg dich vu cong cho
ngudi cao tudi” tai Uy ban nhan dan x4, cu thé:
c6 cong chiic truc 24/7, trang bi thiét bi s6, hd
tro thao téc timg budc, to chitc tap hudn theo
khung gio ¢ dinh; (3) Phat trién T6 cong nghé
s0 cong dong theo huong chuyén sau. Viét
Nam da c6 To Cong nghé s6 cong dong nhung
chua chuyén sau theo nhém doi tuong, vi vay,
can dao tao chuyén dé “Ho6 trg nguoi cao
tud6i”, giao chi tiéu hang nam cho cong chtc,
dénh gia hiéu qua thuc chat trong viéc phuc
VU nguoi cao tuoi.

Bon Ia, dao tao ky nang so cho nguoi cao
tuoi dua trén moé hinh quoc té.

Tu kinh nghiém Singapore, Malaysia va
An Do, Viet Nam nén trién khai manh mé
viéc thuc hién Chuong trinh “K§ nang so co
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ban cho nguoi cao tudi”. To chic tai trung
tam hoc tap cong dong, nha van hoa, thu
vién, truong dai hoc. Noi dung gom st dung
smartphone; xac thuec eID; thuc hién thu tuc
hanh chinh pho bién (hg tich, y t€, bdo hiém
xa hoi); k§ nang nhan dién lira dao s6. Bén
canh do, dao tao theo mo hinh “kém céap 1-
1”7 cta Singapore; dong thoi huy dong luc
lugng tinh nguyén vién tré, teong tymo hinh
“Digital Volunteers” ctia Nhat Ban va “Pandu
Digital” ctia Indonesia. Vi vay, & Viét Nam,
can tang cuong luc lugng thanh nién, sinh
vién ho trg nguoi cao tudi, gdn hoat dong
dao tao ky nang s6 cho nguoi cao tudi voi
hoat dong cong dong.

Nam Ia, truyén thong phu hop voi dic
tht1 nguoi cao tuoi.

Dé nguoi cao tudi stt dung dich vu cong
truc tuyén, trudc tién ho phai hiéu va tin
twong hé thong. Do do, cdc phuong thic
truyén thong nén ap dung tai lieu huéng dan
phong chit 16n, nhiéu hinh minh hoa, video
mo phdng thao tac tling budc, truyén thanh
co sO - kénh thong tin nguoi cao tudi it ti€p
can Internet, tdp huan truc ti€p trong sinh
hoat Hoi Nguoi cao tudi, phoi hgp gia dinh
(con chdu ho trg nguoi 1on tuoi).

Sdu la, tang cuong gidm sdt va danh gia
kha nang tiép can ctia nguoi cao tuoi.

Céc quoc gia phat trién, nhu: Anh va
Singapore déu stt dung bang chi s6 danh gia
theo nhom tuoi dé theo doi miic do ti€p can,
c6 thé xay dung: (1) Bo chi s6 danh giad mtc
do tiép can dich vu cong truc tuyén cta
nguoi cao tudi (Senior Digital Access Index),
gom: ty lé nguoi cao tudi nop tht tuc hanh
chinh tryc tuyén, mic do hailong, so luot ho
tro tai xa, so 16i hé thong anh huong dén
nguoi cao tudi; (2) Dashboard theo déi theo
thoi gian thuc tai cdp tinh, cap x4, gitp lanh
dao dia phuong diéu chinh chinh sach kip
thoi; (3) Khao séat dinh ky tuong tu PAPI
nhung tap trung vao nhém nguoi cao tudi.

5.Kétluan

Qua phan tich kinh nghiém ctia cac quoc
gia phat trién va dang phat trién cho thay,
hiéu qua ho trg nguoi cao tudi phu thudc vao
su két hop gitta thé ché bao trum, thiét ké
cong nghé than thién, co ché ho tro truc ti€p
tai cong dong va cac chuong trinh nang cao
ky ndng so.

Doi voi Viet Nam, trong boi canh trién khai
mo hinh chinh quyén dia phuong hai cap va
day manh Chinh phu s, cac bai hoc quoc té
cho thay, can sém hoan thién chinh sach bao
trium s6 danh riéng cho nguoi cao tudi, cai tién
nén tang dich vu cong theo hudng than thién
hon; dong thoi, tdng cuong nang luc ho tro &
cdp xa - noi tryc tiép phuc vu nguoi dan. Viéc
trién khai dong bo céc giai phap nay khong chi
nang cao kha nang tiép can dich vu cong ctia
nguoi cao tudi ma con gop phan xay dung mot
nén hanh chinh hién dai, nhan van va khong
dé ai bi bo lai phia sauJ

Chi thich:

1. Lién Hop quoc (UN) (2023). World
Population Ageing 2023. UN Publishing.

2. OECD (2019). Government at a Glance
2019. OECD Publishing, tr. 44.

3. OECD (2021). Digital Government Review.
OECD Publishing, tr. 22.

4. EU (2022). Digital Economy Report 2022.
tr. 59

5, 6. IMDA (2022). Seniors Go Digital Annual
Report. Singapore, tr. 33.

7. UK Cabinet Office (2021). Digital Inclusion
Report. tr. 18.

8. Government of India. (2022). Digital
Governance Review. Ministry of Electronics and
Information Technology, tr. 14

9. Digital India Programme (2022). Annual
Report on Common Service Centers (CSCs).
Government of India, tr. 14, 20, 61.

10. Indonesia GovTech (2021). E-
Government Progress Report. tr. 72 - 74.

11. UNDP Indonesia (2021). Digital Literacy
for Vulnerable Groups. tr. 18.

12. Malaysia Government (2022). Malaysia
Digital Economy Blueprint. MyDIGITAL, tr. 88.

Tap chi Quan ly nha nuéc - S6 362 (3/2026)



