GUIDELINE FOR FOCUS GROUP DISCUSSION
PART 1: INTRODUCTION, WARM-UP (10 minutes.) (This part is uaed for both user's and non-user's  FGDs)

I.
Moderator introduction:

· Rules of a focus group

· No rights or wrong answers

· One person talks at a time

· Honest responses are highly appreciated

II.
Respondents introduction:

· Name, Age,

· Quick introduction on:

· Business type/ Scope of activities

· Number of employees

· Types of customers

· Year of establishment

· Business perspective - future view

III. 
Brief introduction about the gruop of services (30 min.)

Use appropriate discussion guide for respective group.

1. Management service (use for FGD No. 1, 4 in Hanoi, 6, 9 in HCMC, 11, 13 in Danang, 16 in Haiphong and 18 in Dongnai)
Do you have an accounting department at your  company? Can you describe the works undertaken by this department?

Do you have an legal department at your company? Can you describe the works undertaken by this department?

What are the relation of such departments with other in your company?

Are you satisfied with activities undertaken by such departments? What are the weaknesses and strengths?

What do you think of outsourcing such services from other companies? Have you got any idea about the companies that provide such services?

Can you briefly describe your management structure? how it function? What is the weaknesses and strengths of that system?

Do you think that your executive manager and lower manager should attend business administration courses or any other specific courses to better serve the company?

What do you think about hiring a professional service providers to give you advice or experts in managing your company?

2. Marketing service (use for FGD No. 2, 5 in Hanoi, 7, 10  in HCMC, 12  in Danang,  and 20 in Binhduong)
Do you have a marketing function at your company?

Can you describe the works undertaken by your marketing section? How do you do with maketing in your company?

What is the relation of marketing function with other functions in your company?

Are you satisfied with marketing activities in your company? What are the weaknesses and strengths?

What do you think of outsourcing marketing services to external companies? Have you got any idea about the companies that specializes on these services?
3. Information technology (use for FGD No. 3  in Hanoi, 14  in Danang, 15  in Haiphongi)
Do you have any department or person who is in charge of the IT activities?

What are their tasks and functions?

What do you evaluate about the activities of that department or person? What is the weaknesses and strengths?

Have you ever outsource IT service though you have the IT department? in what case? Do you know any companies, who specialize in this service?

4. Technology advisory (use for FGD No. 8  in HCMC, 17  in Haiphong and 19  in Dongnai)
Do you have training department in your company?

How often your staff is trained? Do you have any plan for the staff training?

Do you have any department or expert, who is in charge of technology advisory? how it function?

What do you evaluate the activities of such departments or person?

What do you think about outsourcing such service? Have you ever tried to outsource such services?

Can you name the service providers that you know?

PART 2: QUESTION TO BE ASKED
Key Areas
Specific Question to Specific groups

I.
FOR USER GROUPS

1.
Decision factors for first time purchase:

· When did you bought ... <name of service> ...?

How did you decide to purchase the service for the first time?  Please specify the list of factor that led to your purchasing decision. 
· How did you find the service provider?

2.
Benefits (actual and potential) of the service: 

· What did you expect to get from the service the recent time you purchased it? 

· What did you actually obtain for the first time of using the service? 

· Do you feel you got what you expected from the service?
· What did you feel you got?
3. 
Service features important to repeat purchase and ways to improve the service

· Why do you need to re-purchase the service? 

· Have you ever used the suppliers for more than once? if yes/no why?

· How about the effectiveness of your used service?

4.
Service features that differentiate suppliers:

· How did you choose the supplier the first time your purchased the service? 

· What were the aspects of the service provider that made you think that they offered a quality service that would deliver the expected benefits and be worth the price? 

· Did you think good appearance means good service quality?

· Did you believe in some kind of advertisement? If yes, please specify?

5.
Factors for stop using the service

· Why did you decide to stop using the business service that time?

· What are the factors behind that make you stop using the business service?

6.
Consumers' satisfaction or dissatisfaction  on the services

· Were you satisfied with the previous purchase? and reasons for both yes or not ?
· Did you think that the service provided was not worth the amount spent both in terms of quality and professional matters?

7.
For basic services only - Factors in building demand for services:

· Did you or are you likely to purchase other business services to purchase other business services as a result of using <<name service>>? 

· Why or why not?

· What about the service made/makes you interested in purchasing other services? 

8. 
General question (used for both user and non-user FGDs)

· What do you think about the recent BDS market in Vietnam? Do you have any assessment on the market? 

· How do you think about Vietnam BDS suppliers? Do you think that they will provide you with professional service? 

· Among of the 14 business services, which service do you rank as the most important to your daily business operation? 

Beside 14 business services, are you looking for another service for your daily operation? If yes, please specify?


· Specific question for Advertising and Promotion Service: (This question is used for FGD #2, #7, #12, #19 only)
· Could you please tell us about the component and stages of the service you have chosen  (including: technical assistance, design, making plan, printing, media, marketing, preparation of gifts and others). 

· Specific question for the Product Design Service: (This question is used for FGD #2 and #19 only)
· What type of this service kind did you purchase?

· Why did you buy it?

· What is the effectiveness after using the service?

· Did you know other in you locality have use this service? 

· What did stay between the time you had demand and use?

· How did you leanr of the supplier?

· To the result of the survey, the average price of this service is rather high, why?

· Have you got further demand on this service?

· For the Service of Quality & Environment Management Training (This question is used for FGD #8 only)
to get know some issues as follows: 

· What reasons did you purchase this service?

· Which specific types of services did you get?;

· How about Effectiveness gaining? 

· How about suppliers?. 

· Have you got further demands on the service;



Key Areas
Specific Question to Specific groups

II
FOR NON-USER GROUPS

1. 
Reasons for non-use: 
· What type of business problems do you have in yours enterprises related to management/marketing/production (depending on service)?

· How do you solve these problems now? Where would you find measure to solve these problem? 

2.
Decision factors for first time purchase:

· When would you purchase ... <name of service> ...?

How would you decide to purchase the service for the first time? Please specify the list of factor that led to your purchasing decision. 
· How would you seek for a service provider?

3.
Benefits (actual and potential) of the service: 

· What would you expect to get from the service the recent time you purchased it? 

· What would you expect to obtain for the first time of using the service? 

· Do you believe that you will get what you expected from the service?
4. 
Service features important to repeat purchase and ways to improve the service

· Would you imagine why will you need to re-purchase the service? 

· Would you think that you would use a supplier for more than once? if yes/no why?

· Would you imagine of the effectiveness of your to be used service? (break down by service groups)

5.
Service features that differentiate suppliers:

· How would you choose the supplier? 

6. 
The reasons of service was too expensive to affords or no suitable suppliers 
· What does it mean the term of "too expensive" in the comparison with service quality and conditions?

· How much you can afford to purchase the service and expected quality of services at such price? 

7. 
Service done in-house

· What are the specific reasons of this action? 

· Can you compare the outsourcing service and one done in-house in term of quality, cost, time consuming, effectiveness?

· What kind of experiences that you got from the service done in-house?

8.
Conflict of non-use reasons with perceived value of the service

· What does this mean when you stated that "the service is importance for daily business running or  company competitiveness"?

9. 
General question (used for both user and non-user FGDs)

· What do you think about the recent BDS market in Vietnam? Do you have any assessment on the market? 

· How do you think about Vietnam BDS suppliers? Do you think that they will provide you with professional service? 

· Among of the 14 business services, which service do you rank as the most important to your daily business operation? 

Beside 14 business services, are you looking for another service for your daily operation? If yes, please specify?
Questions for specific services of advertising and promotion and Information seeking through Internet (services with high rate of use but is not used by participant of the FGD - the question is used for FGD #5, #10, #14 only)
Questions to be asked:
Why you didn't buy it?

Please specify in detail those reasons of not buying
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