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I. Introduction on the survey

“Market research on Business Development Services in Vietnam” is funded by GTZ and Swisscontact, two development supporting organizations of Federal Republic of Germany and Federal of Switzerland.  InvestConsult Group is selected as the Market Research Firm who will implement the survey.
The main objects of the survey are Business Development Services - BDS. These are non financial services used by an enterprise to assist its business functioning or growth (for example: legal consulting, auditing, designing web page, etc.). There are 14 BDS to be covered in this survey (for more details, please refer to the definitions of services set out below.

1. GTZ

GTZ is a development supporting organization of the German Government. In Vietnam, GTZ is cooperating with the Vietnam Cooperative Association (VCA) to implement the “GTZ and VCA Project of Small and Medium Sized Enterprises Promotion”. It is aimed at enhancing the competitiveness and supporting sustainable growth of small and medium sized enterprises (SMEs) through developing the market for business development services and creating a conducive legal framework for enterprises’ activities.

2. Swisscontact

Swisscontact is a foundation engaged in development cooperation. It is funded by the Swiss private sector, the Swiss Government and other financing parties that are committed to help countries in their socio-economic development. Among others, Swisscontact is a specialized and innovative organization in SME promotion. In Vietnam, Swisscontact's SME promotion program concentrates on the greater Hochiminh city area. In cooperation with the VCCI, activities are undertaken to improve the BDS market in selected sub-sectors of SMEs. Direct beneficiaries of Swisscontactare the BDS-providers, being organizations that operate in an existing SME market. Special attention is given on a "better access to markets", including Export Promotion, and promotion of vocational skills for employment. Among SMEs the appreciation and demand for appropriate BDS will be developed. 

3. Market research on Bbusiness Development Services in Vietnam

In the more and more fierce competition environment in Vietnam, the role of BDS is very important to the development of private SMEs. Currently, GTZ and Swisscontact are redirecting their activities from supplying services and institutional support to enhancing and promoting the function of the relatively new BDS market in Vietnam. Namely, they wish to solve the difficulties which are hindering SMEs from accessing and purchasing BDS when they have demands. For such common objective, GTZ and Swisscontact cooperate to implement this survey.

The survey objective is to investigate the use of BDS and to collect comments and assessments of SMEs on BDS in Vietnam as well as to define the main obstacles and potentials in the market. Through collected information, GTZ and Swisscontact will provide necessary interventions in an effort to develop SMEs. The survey will clarify several issues as follows:

(1) SMEs’ knowledge (through their representatives - Director/Deputy Director or Key Decision Makers) on BDS

(2) Reasons for use/non-use of each BDS and the effectiveness of BDS in business activities of SMEs

(3) Expenses for using BDS of SMEs

(4) Collecting assessments and comments of SMEs on BDS suppliers in Vietnam

(5) Assessing the present consumption level and development potential of BDS market as well as studying market segments

Information collected from the survey will be used to support GTZ and Swisscontact in implementing their projects and programmes in Vietnam for the ultimate purpose of developing SMEs in Vietnam.

The survey will be carried out in October 2001 in 6 provinces/cities where the majority of enterprises in Vietnam are located: Hanoi, Haiphong, Danang, Dong Nai, Binh Duong and Ho Chi Minh City. The survey is targeted at enterprises established or operating under the Enterprise Law passed by the National Assembly in 1999. The number of surveyed enterprises is 1,200 and they are categorized on an industry basis (Manufacturing - Service - Trade) and business registration forms including Limited Liability, Joint Stock, Partnership and Private Enterprise. Surveyors will visit 1,200 aforementioned enterprises and make personal interviews with Director/ Deputy Director or equivalent using supplied Questionnaires.
II.  Survey supervisors’ and Surveyors’ works

Interviews at enterprises will be implemented by surveyors. Surveyors will be directed by survey supervisors. In this survey, survey supervisors are staff of InvestConsult and surveyors will be hired by survey supervisors in the provinces/cities which they are assigned with. 

1. Survey supervisors

Survey supervisors will be allocated in 3 areas: North (Hanoi, Haiphong); Central (Danang) and South (Ho Chi Minh City, Binh Duong, Dong Nai) with the following specific tasks:

· Going to the assigned area to hire surveyors. Surveyors selection is based on the following principle: Surveyors must be at least students of the 3rd year of Universities belonging to economic field, having experiences in similar surveys is an advantage.

· Training candidates. All candidates must be trained thoroughly. During the training process, survey supervisors should point out the purpose as well as contents of the survey, and focus on explaining the structure of and how to use Questionnaire. Please note that the Questionnaire for this survey is rather complicated because it relates to 14 BDS, therefore survey supervisors should study carefully its contents as guided in Part 4 below. Upon completing the training process, survey supervisors will arrange a mini oral test in order to reject the candidates who do not understand the purpose and contents of the survey and especially those who do not know how to use Questionnaire.

· Directing and coordinating activities of each selected surveyor. Survey supervisors must supply all necessary documents to surveyors and follow up each surveyor's daily work. 

· Checking the sufficiency and logic of information collected from all completed Questionnaires surveyors submit after interviewing. If any error is found, survey supervisors request surveyors to correct immediately by telephoning to enterprises in order to re-interview in case of small mistakes and once again come to enterprise to re-interview in case of big mistake which affects the accuracy of information in the whole Questionnaire. Besides, survey supervisors must check the honesty of surveyor’s work. For two above reasons, survey supervisors must check again 20% of all interviews conducted by each surveyor: they must visit 12% of interviewed enterprises and make telephone calls to the rest 8% so as to confirm whether surveyors have made interviews or not and to check the accuracy of collected information. Survey supervisors can dismiss deceitful surveyors. Upon dismissing any surveyor, survey supervisors must immediately check again all interviews and Questionnaires implemented and filled in by that dismissed surveyor to have timely adjustment (assign other person to re-interview if necessary).

· Note: Survey supervisors controlling the quality of collected information is very important in ensuring eligible results of the whole survey.
2. Surveyors

Surveyors must be at least students in the 3rd year of Universities belonging to economic field. Surveyors with experiences in similar surveys will have an advantage.

a/ Surveyors will be provided with the following

· Introduction letters of Vietnam Cooperatives Alliance (VCA) and the donor (GTZ)

· List of enterprises to be surveyed (with name, address, telephone number, fax number and name of director/deputy director) including official list and back up list (used in case one or several enterprises in official list refuse to be interviewed)

· Questionnaire set: Questionnaire, Table to record answers, Showcards

· Souvenirs for interviewees (notebooks with printed names of GTZ and Swisscontact)

· Training manual

b/ Specific tasks

· Interview preparation

Based on the list of enterprises, introduction letters and knowledge on the survey, surveyors will contact enterprises to arrange interviews. Interviewees must be director, owner of enterprises or the person who has the right to make decisions in enterprises. If necessary, surveyors may send interviewees introduction letters for his/her reference beforehand.

· Carry out interviews

Surveyors must come to enterprise on time, bring along necessary documents. 

Firstly, surveyors must introduce clearly objectives as well as contents of the survey. Surveyor should (1) stress that this is not an administrative survey, its purpose is for research only; (2) point out the long term interest the enterprise can benefit from the survey; (3) confirm all collected information on each enterprise through the survey will only serve for the purpose of studying and will not be revealed to any third party. 

Surveyors should elaborate on each question and if necessary, explain purposes of questions then guide the way to answer with each kind of questions.

Surveyors must collect the highest number of answers, and do not ignore or miss any question in the interview.


During the interview, surveyors should check the logic of answer to each question and answers of different questions in the Questionnaire to ensure information accuracy.

Surveyor should find out and note down other important information relating to the interview content but not mentioned in the Questionnaire.

Surveyors should create good conditions for interviewee to express his/her true awareness and opinions. In addition, surveyors must listen to the interviewee’s explanations relating to the answer to note down the useful supplementary information.

During the interview, surveyors must pay attention to the interviewee’s enthusiasm. After the interview, if interviewee is really interested in using BDS and has interesting ideas, surveyors will ask him/her to participate a focus group discussion on BDS market in Vietnam among enterprise’s owners. InvestConsult will hold 20 such discussions, each discussion will be attended by 8-10 people (altogether 200 people) after this survey.

· Ending interview

After the interview has been completed, surveyors must check again the content of completed Questionnaire and submit it to the survey supervisor in charge. If quality of the completed Questionnaire is found ineligible, surveyors must supplement insufficient information or re-interview.  

Surveyors will be under the direction and verification of survey coordinators. Only when a completed Questionnaire has been checked and approved by survey supervisors, can a surveyor be regarded as fulfilling his task. If the survey supervisor finds out logical mistakes in a completed Questionnaire or its content is found insufficient, surveyor must contact the relevant enterprise to re-interview the mistaken content. If survey supervisors find out any deceit of a surveyor in the interview process, that surveyor will be dismissed and replaced by another surveyor.

c/ Surveyor’s benefit

Surveyor will be paid remuneration in accordance with the agreement between him/her and InvestConsult Group. This remuneration is calculated on each Questionnaire approved by Survey supervisor. 

III. Regulations for survey supervisors and surveyors

1.  Survey supervisors

· Having deep knowledge on (1) the purpose and content of the survey, (2) the structure and how to  fill in the Questionnaire and (3) supervision, management and back-checking procedure.

· Guiding in details all relevant matters in order to ensure knowledge and interviewing skill of surveyors.

· Actively following up and supervising interviewing activities to ensure the quality of completed Questionnaires.
· Reporting regularly the progress of survey as well as impediments in implementation to the Head of Survey Team and Coordinator to request guidance. 

2. Surveyors

· Obtaining thorough understanding of the objective and content of the survey for being able to explain them for interviewee when necessary; being adept at the structure of and how to fill in Questionnaire. 

· Observing procedures of the survey and collecting sufficient and accurate information.

· Daily reporting survey results and making a final report on all tasks implemented.

· Submitting completed Questionnaires according to the requirements of survey supervisors  on number, quality, progress.

· Using his/her own means of transportation during the survey.

· Being responsible for transport means and health insurance during the survey.
IV. Contents of Questionnaire and how to use it

1. Definitions of BDS

There are 14 BDS to be covered in this research, which are categorized and defined as follows: 

Management

1. Accounting/ Auditing: Outsourced services related to financial matters, book keeping, auditing and making financial reports for the enterprise owner. For example, engaging a company to review accounting books, develop a accounting system, or engaging an auditing company such as VACO, AFC...  prepare auditing reports...

2. Business Management Training: All types of training activities, generally offered in a classroom setting, related to various aspects of business establishment and operation such as entrepreneurship, general management, marketing – including exports, production and financial. For example, trainning courses are organized by VCCI, International organizations... 

3. Business Management Advisory: All types of advisory services, generally one-to-one consultance/advisory to entrepreneurs, related to various aspects of business establishment and operation such as entrepreneurship, general management, marketing – including exports, production and financial advice. 

4. Legal Consultancy: Advice and services related to laws, rules and regulations related to business establishment, operations, taxation and exports, litigation.

Marketing

5. Advertising/Promotion: The service in which professional(s) conduct activities to publicize the image of a certain enterprise as well as advantages of its products/services - in various media - to ensure that more products/services are bought by the customers/clients or advise entrepreneurs how to conduct such advertisement / promotion campaigns.

6. Market Research: The service in which outsourced professional(s) study factors such as demand, supply, customer behavior, the legal and administrative framework in the market to facilitate the presence of a new enterprise in the market and/or to promote product sales of a certain enterprise in the market.

7. Product Design: The service in which outsourced professional(s) assume the task of preparing outlines, designs and technical specifications of a conceived product for the reference of and in order that a product/service can be produced.

8. Trade Fair Participation Arrangement and Advisory Services: Logistic and advisory services delivered by outsourced professional(s) to arrange the presence of a certain enterprise at a trade fair to promote its product’s image, to seek partners or to sell products. For example, exibitions, trade fairs organized by VINEXAD...

Quality & Environment

9. Quality Management and Environment Management Training and Advisory: Training activities and advice delivered by professional(s) in order to improve the quality of the products and processes and to minimise harmful effects on the environment of business activities. These are usually related to productivity improvement and cost reduction. For example, quality management ISO. 

Information, Communication

10. Management Information System Software: The service in which outsourced professional(s) design software and adapt applications that can efficiently manage information on administrative matters and other business activities of a certain enterprise. For example, purchasing accounting software, management software...

11. Internet access to seek information for business: Accessing Internet to seek information to for business purposes. This excludes the access to Internet to send/receive emails, browsing Internet for relaxation. The access must be to retrieve information to be used for their business such as market information, legal documents, information on sellers, partners...

12. Computer related services: This includes physical maintenance and repairs of computers, software adaptation, customization and development; as well as training and advisory services.

Technical /Vocational

13. Technical & Vocational Skills Training: Any training activities delivered in classroom and also in the company by outsourced professional(s) to (1) provide information on how to use and take full advantage of a machine (2) to improve the expertise of workers in a certain skill or trade.

14. Technology Advisory Services: The service, generally one-to-one advice, refers to the selection of the best technology for the enterprise, transfering technology procedure. It also includes instructing the enterprise how to use the new technology. 

2. Questionnaire set

a/ Structure

Basically, Questionnaire set comprises three parts: Questionnaire with questions, Tables for recording answers of the interviewee and Showcard to assist with multiple answer questions.

Questionnaire includes 35 questions divided into 7 parts: 

· Part A:
Awareness, knowledge and trial of services
· Part B:
Usage of Services
· Part C:
Suppliers
· Part D:
Expenditure on Services
· Part E:
Reasons for Non-Use of Services
· Part F:
Perceived Value of Services 
· Part G:
Information on Respondent 
The Questionnaire provide questions only. No anwer will be recorded in the Questionnaire itself. Meaning of each question is provided in Appendix 3 of this Training manual.

Table include the first page to record information on the enterprise interviewed and 7 tables corresponding 7 parts in the Questionnaire: Table A, Table B, Table C, Table D, Table E, Table F, Table G. All answers, including details of enterprise interviewed and information on respondent are recorded in the Table.
In addition to those tables, the Table also has a fixed margin with name of services and a coding area. The use of this part will be described in the following part.

Showcard consist of List of BDS and List of Multiple answers, which are marked Showcard 1 to Showcard 6. 

Showcard 1 – List of BDS. This will be given to the interviewee at the beginning of the interview. 

Showcard 2 to Showcard 6 list the answers of Questions 9, Question 13, Question 14, Question 21 and Question 32. These questions allow maximum 3 answers. Reading those choices may confuse the interviewee so giving those showcards to the interviewee to read the choices by him/herself will facilitate the procedure. 

Q32 allows one answer only, however, it asks about the turnover of the enterprise. The interivewee may feel reluctant to release the exact amount of turnover of the enterprise. Showcard 6 for this question provide turnover ranges. The interivewee looks at the showcard and give us the range only.

b/ Use of Questionnaire set

Part A - Awareness, knowledge and trial of services (Q1 to Q4)

This is the most important part in ensuring the quality of information and the logic among the answers in all parts of Questionnaire. In other words, during the interview process, following parts of Questionnaire (except Part G) are in close relation to this part. Therefore, surveyor must make sure that questions in this part are answered accurately through guiding in details for interviewee and mastering the logic of answering.

To ensure the logics of answering and facilitate the coding, the surveyor should ask all these four questions for each service and then repeat them all for the following service. 

This Part will be completed in one of the following ways:

Option 1

Recording answers in Columns marked Q1, Q2, Q3 and Q4 provided in Table A. 
Concerning Question 1, the answer can be either “Yes” or “No”. If the answer is “Yes”, the surveyor will write down 1 in column Q1, similarly if the answer is “No”, the supervisor will write 2 in the column Q1. 

Moving to Q2, surveyors will only ask this question for the services which are coded "1" at the column Q1. In this question, surveyor bases on the definitions of the above services to assess the knowledge level of interviewee on each service. If the surveyor finds that the interviewee understands the service, he/she will mark 1 in column Q2 and at the same time mark F in the column Code in the fixed margin. If the surveyor finds that the interviewee does not understand the service or is wrongly informed about the service, he/she will mark 2 in column Q2 only.

As for Q3, surveyor only asks this questions for services which have been coded 1 at Q2. If the interviewee has ever used the service, the surveyor will mark 1 in column Q3, and at the same time mark B, C in the column Code. If the interviewee has never used the service, the surveyor will mark 2 in column Q3, and E in column Code. 

Likewise, surveyor only asks Q4 for services marked 1 at Q3. If the interviewee sometimes pays, sometimes got free of charge, the surveyor marks 1 in column Q4, and D in column Code. If the interviewee always pays, mark 2 in column Q4, and D in column Code. If the interviewee always gets the service free of charge, mark 3 in column Q4 only. 

B, C, D, E, F correspond to the name of the following tables. When the surveyor moves to the following parts, he/she will have to refer back to this code to determine which question should be addressed to which service. For example, when moving to Part B, surveyor asks questions of this part to services coded B in column Code only, and records the answers in Table B. The same procedure applies to parts C, D, E, F.

Option 2

Some people may find it difficult to remember those signals. If you are one of them, you can apply the following methodology.

Forget about Table A. When asking questions in Part A, record your answers in the column Code, provided in the fixed margin only. 

Ask all four questions of Part A to the first service. If the answer to Q1 is “No”, cross out the little box in column Code for Service 1. If the answer is “Yes”, continue question 2. If you judge the interviewee does not understand the service, code “NU” (Not understand) in column Code for Service 1. If the interviewee understands the service, continue Q3. If the answer is “No”, code “NUsed” (Not used) in column Code, if the answer is “Yes”, continue Q4. If the answer to Q4 is “Sometimes pay sometimes free”, code “SPSF” in column Code, if the answer is “Always pay”, code “P”, and if the answer is “Always free”, code “F” in the column Code. 

When all four questions are finished for the First Service, repeat the procedure for the Next Service.  Singals “NUsed”, “SPSF”, “P”, “F” will be used as reference in the following parts. For example, Part B and Part C apply to services ever used only. Surveyor asks questions of Part B and Part C to services coded “SPSF”, “P”, “F” in column Code. 

After the interview, at home the surveyor will base on signals coded in column Code and write down answers to questions of Part A to columns Q1, Q2, Q3 and Q4 of Table A.

Part B - Usage of Services (Q5 to Q11) 

Questions of this part only apply to the services the interviewed enterprise has ever used (marked 1 at Q3). These services have been coded B (using the first option) or either “SPSF”, “P”, “F” (using second option) in the column Code in the fixed margin. The surveyor ask questions of this part to services which have been coded as above. Answers to this Part will be recorded in Table B.

Attention should be paid to Question 7. This question applies to services which has been used at least two times. This can be determined based on Question 5 and Question 6, which ask about the time of first use and most recent use. If the answers to those two questions are not the same, the service has been used at least two times.

As for Question 9, the surveyor gives Showcard 2 to the interviewee for reference and asks them to select three answers which are most relevant. Remember that only the most 3 relevant answers are required.

Part C - Suppliers (Q12 to Q15)
Questions in this part are also applied for services the interviewed enterprise has ever used (marked 1 at Q3). Codes of these services have been explained in Part B. Ask questions in this Part to services with codes mentioned above. Answers to this Part will be recorded in Table C.

At Q12, surveyor first asks interviewee to choose the nature of the service provider, then asks for the name of that provider. The selection of nature (between 1 to 6) will be written in column Q12, and name of the provider will be noted down in column provided next to column Q12 of the same Table C.

As for Q13 and Q14, surveyor gives the interviewee with Showcard 3 and 4 for reference as described for Q9. 

Part D - Expenditures on services (Q16 to Q20)

The questions in this part only apply to the services the interviewed enterprise has ever purchased (marked 1 or 2 at Q4).  These services have been coded D (using option 1) or either “SPSF” or “P” (using option 2) in column Code of the fixed margin. Ask Q16 to Q18 for each service coded as above. Q19 and Q20 refer to the overview of all services, not address to each service. Answers to questions of this Part are recorded in Table D.

Questions from Q17 to Q20 are very close to each other, which may be misleading and confusing to surveyor and also the interviewee. Therefore, upon asking these questions, surveyor should be self-controlled to master the content of each question and clearly state out the question as well as clarify the question if the interviewee seems not to understand.

It should be noted that these 4 questions can be divided into 2 kinds: Q17 and Q18 are targeted at the amount paid (Q17) and to be paid (Q18) for each individual service; Q19 and Q20 are aimed at the total amount paid (Q19) and to be paid (Q20) for all services. This means that in Q17 and Q18, there will be anwer for each relevant service, while in Q19 and Q20, there will be one answer only for all services. 

Q17 to Q20 use threshold of 25% to determine whether the amount the enterprise has paid/will pay for the service has/will increase/decrease a lot more or somewhat.

Part E - Reasons for Non-Purchase of Services (Q21)  

Q21 only applies to the services the interviewee has never used (marked 2 at Q3). These services have been coded E (using option 1) or “Nused” (using option 2) in the column Code of the fixed margin. Ask questions of this part to each service coded as above. Answer to this question will be recorded in Table E.

Surveyor gives Showcard 5 to the interviewee for reference and asks for their selection of the most 3 relevant answers. 

Part F - Perceived value of services (Q22 to Q23)

These questions only apply to the services which the interviewee understands (marked 1 at Q2). These services are all services which are coded F (using option 1) or which are not crossed out nor coded “NU” (using option 2). Ask questions of this part to all services not crossed out nor coded “NU”. Answers to questions of this part are recorded in Table F.

Question 24 is not included in this Part. This is an OPEN ENDED question. It does not address to any particular service. It asks for any other service, which is not included in this research and might be important to the business of the interviewee.

Part G - Respondent characteristics (Q25 to Q35)

For this part, surveyors record answers in Table G. Contents of this part are not in linkage to any other part so no reference is required. 

As for Q25, the surveyor notes the code of the business sector in column Q25 and write down details of the business line in the column next to column Q25. Be noted that one main sector is allowed even if the enterprise is involved in more than one business sectors.

Attention should be made to Q29 and Q30. Q29 refers to the year, in which the enterprise starts its operation regardless of its form, registration, while Q30 refers to the year, in which the enterprise officially registers its business as a private company. 

For example, an enterprise first was established as a State-owned company in 1950, then it was equitised in 1998. The surveyor will write down 1950 as an answer to Q29 and 1998 as an answer to Q30. Similarly, a business may start its operation as a business household in 1990 and then registered as a limited liability in 1999. 1990 will be the answer to Q29 and 1999 will be the answer to Q30. 

Q32 asks for the turnover of the business the last year. This may be a sensitive question in some cases. To avoid the reluctance in answering, the surveyor will give Showcard 6 providing ranges of turnover to the interivewee and asks for the selection of a relevant range. Doing this way, the interviewee will not have to state out the exact amount of turnover.

Don’t forget to ask Q35 for the readiness of the interviewee for attending the FGD in December.

(   
THEREFORE, A QUESTIONNAIRE TO BE APPROVED MUST SATISFY THE FOLLOWING REQUIREMENTS:

· The answers to all questions in all Parts must be logical, i.e. right questions must be asked for right services, strictly following the instruction in capital letters in the Questionnaire. 

· All questions must be answered. The only exceptions are:
· Inapplicable question (Q9, Q11)

· Open ended question (Q24)

· Sensitive question (Q32)

If there is no answer to Q24 and Q32, the surveyor must state out the reason.

Appendix 1: Interviewing Procedure

Step 1:
Contacting enterprise in the provided list

· Telephone the enterprise in the provided list

· Usually the secretary will answer the phone. Confirm the name of the company and ask to talk to the director. You may say: “Company (name of the company)?” If the answer is Yes, ask: “Can I speak to Mr. Director (name of the Director)?”

· The secretary will usually ask from what organization you are from. You may introduce yourself, what you are doing and ask the secretary to put you through to the director. You may say: “My name is (your name). I am from the Research group of SME Promotion program of German Technology Cooperation Association (Germany) and SwissContact (Swiss) in association with MPI. I would like to discuss with your director some issues related to Business Development Service (BDS). Could you please put me through to your director”. 

· If the secretary says that the director is not available at the moment, ask when he will be available and promise that you will ring back. If you are put through to the director, you will repeat the introduction about yourself and then say: “We are now doing some research on the use of BDS in Vietnam, which will base our future SME promotion interventions program. We would like to discuss with you some issues related to the use of BDS in Vietnam. Can you arrange sometime this week?”. 

· If the director agrees and gives you a date for an interview. Say thank you and confirm the time, date and venue. If you are not quite sure about the way to get to the venue, you may ask for some directions. 

· Usually the director does not agree at the first request, he/she will ask again about who is the organization conducting the research. You repeat that it’s GTZ and SwissContact in association with MPI. 

· If the director is still reluctant to give you an interview, you may say: “To make you more understand about the purpose and the contents of the research, I would like first to send you the Official Letter from MPI and letters from GTZ and SwissContact introducing the research and ring you back tomorrow to arrange the meeting. Can I have your fax number, please?”

· Usually the director will give you their fax number. Dont rely on the fax number we have provided. Sometimes it is not correct. Always ask for the fax number. You fax the supporting letters and then ring back the following day. Remember to ring back on the date as you have promised. You will lose the chance to get the interview you leave it to another day.

· When you ring back, remember to remind him/her of who you are and what the research is about. You should ask him/her if he/she has received the supporting letters. If he/she says that he/she has received the letter, ask when he/she will be ready for the interview. Usually, at this stage they will give you an appointment.

· Sometimes you will have to judge the attitude of the respondent through their voice and their words. If they seem to be very reluctant to receive you and say that they are too busy at the moment, you can say: “I understand that you are very busy at the moment. The interview will not take too long. It would be better if I ring you back early next week. Thank you very much”, then terminate the conversation. 

· Dont try to arrange the interview if you really see that the respondent does not want. Even if they give you an interview, the results will not be good. In such cases, you may say: “Thank you very much. It would be the best if we can talk. But I understand that you have no time. I wish that we will have another opportunity in the future”. 

Step 2:
Preparing the interview

· Prepare all the necessary materials for the interview (supporting letters, questionnaire, table to record the answers, showcards, gift), pen.

· Make sure that you know how to get to the venue. Dont be late just because you cannot find the right address.

· Make sure that you fully understand and know well: (i) structure of the questionnaire; (ii) real meanings of each question. This requires that the you read the questionnaire well before hand and know the consequence, logic and structure of the questionnaire.

Step 3:
Confirming the interview

· If the appointment is far from the date you called the respondent, ring back before you go to confirm the appointment. Directors can forget about the appointment with you very easily.

· If the appointment is the same day or the previous day, confirmation may not be necessary. Sometimes when you call back to confirm, the respondent will find some other reasons to refuse the interview.

Step 4:
Interviewing

· Make sure that you are on time and dress properly (not jeans and pull)

· When you come, tell the secretary/receptionist your name and say that you have an appointment with the director at (time).

· When waiting for the director, behave politely. Dont do anything that can give bad impression.

· Starting the interview, you will have to introduce yourself, the research, the organizations conducting the research again. You will then show the supporting letters to persuade them that what you are doing is legitimate and not a gabage thing.

· You will need to emphasize that this is a research only. All the information will be kept confidential and details of the interviewee will not be released to any other body.

· You will then explain a bit about the BDS, BDS market in Vietnam and their role in the development of small and medium enterprises.

· Follow the questionnaire and ask each question in the way you have been taught in the training.

· During the interview, sometimes you will have to ask questions not in the questionnaire just to be polite and maintain a good atmosphere for the interview. However, dont let such things lead you to no where. Lead the interviewee to main topics with necessary questions.

· For all questions, you should emphasize on the use/non-use of service by the enterprise, not the interviewee her/himself. You must word the questions so that the interviewee understands that he/she is answering on behalf of the enterprise, not for him/herself.

· If phone is ringing and you know that the director has to go, try to ask all important questions quickly. Dont try to retain them too long as they will have no more mood answering your questions.

Step 5:
Terminating interviews

· When all questions have been finished, you thank the interviewee and give them the gift. You may show them words written on the gift cover and re-explain a bit about the organizations and the research. Now, when the interview has ended, the interviewee may feel more relaxed listening to your saying. After that you will tell them about the Focus Group Discussion which could be held the following month (December) and ask if he/she will be available by that time to attend the FGD. If they say “Yes”, you promise to contact them if FGD are to be held. Terminate the interview.

Appendix 2: Definitions of forms of enterprises to be covered in the survey

No.
Concept
Definitions

1. 
Limited liability Company
Is an enterprise belonging to one of the two following kinds:

- Limited Liability Company has at least two members: is an enterprise in which the members are responsible for its liabilities within the value of capital they contribute to the enterprise. 

- Limited Liability Company has one member: is an enterprise owned by an organization. Owner is responsible for liabilities within the value its legal capital.

2. 
Joint Stock Company
Is an enterprise of which legal capital is divided into many parts of the same value (called shares), shareholders are only responsible for enterprise's liabilities within the value of contributed capital .

3. 
Partnership
Is an enterprise which has at least two partners and may have capital contribution members. The partners must be individuals having professional knowledge, vocational prestige and they have to use their belongings to cover for liabilities of the enterprise. Capital contribution members are only responsible for liabilities of the enterprise within the value of their contributed capitals.

4. 
Private enterprise 
Is an enterprise which is owned by an individual and he has to use all his belongings cover for liabilities of the enterprise.

The aforesaid forms of enterprises are stipulated in the Enterprise Law passed by National Assembly in 1999.

Appendix 3: Description of each question and tactics on how to answer each question

Question
Implications
How to record answers

Q1
To identify interviewee’s awareness of each in 14 BDS; Only aware BDS are taken into account from this time on. 
Mark 1 for services aware; mark 2 for services not aware. Use column Q1 -  Table A.

Q2
To judge the level of understanding of interviewees of each service aware.
Only pay attention to services marked 1 in Q1; Mark 1 for services understood, mark 2 for services not understood or wrongly informed. Use column Q2 -  Table A.

Q3
To identify services which the interviewee has ever used
Only pay attention to services marked 1 in Q2; Mark 1 for “Yes”, mark 2 for “No”. Use column Q3 -  Table A.

Q4
To see whether the relevant enterprise has always purchased services, always get services free of charge or sometimes purchase, sometimes get free.
Only pay attention to services marked 1 in Q3; Mark 1 for “Sometimes pay sometimes get free of charge”, mark 2 for “Always pay”, mark 3 for “Always free”. Use column Q4 -  Table A.

Q5
To identify the time when the enterprise first used services
Only pay attention to services marked 1; Accept estimate if the enterprise cannot provide specific information. Record the relevant time in the space provided. Use column Q5 -  Table B.

Q6
To identify the most recent time the enterprise used services
As per Q5. Use column Q6 -  Table B.

Q7
To see the frequency of using services of the enterprise
Based on answers to Q5, Q6, identify service used twice or more. Only pay attention to this kind. Use column Q7 -  Table B.

Q8
To see whether the enterprise had to pay the first time it used services.  
Mark 1 for “Pay for it”, mark 2 for “Get it free of charge”. If the answer is “Yes”, move to Q9. Otherwise, move to Q10. Use column Q8 -  Table B.

Q9
To identify the reasons for deciding to purchase services of the enterprise.
Provide the interviewee with Showcard 2 for his/her selection of answers. Note that at most 3 options can be chosen. Use column Q9 -  Table B.

Q10
To see whether the enterprise had to pay the last time it used services
Mark 1 for “Pay for it”, mark 2 for “Get it free of charge”. If the answer is “yes”, move to Q11. Otherwise, move to Q13. Use column Q10 -  Table B.

Q11
To see how much the enterprise had to pay the last time they purchase BDS.
Record the amount. Accept an estimate. Use column Q11 -  Table B.

Q12
To get nature and name of the service provider the most recent time the enterprise uses the service.
Mark the selection in column Q12 and then record name of the provider in the following column. Use column Q12 -  Table C.

Q13
To see how the enterprise got to know about the supplier.
Provide the interviewee with Showcard 3 for his/her selection of answers. Note that at most 3 options can be chosen and coded. Use column Q13 -  Table C.

Q14
To see the reasons behind the enterprise’s decision to choose the supplier.
Provide the interviewee with Showcard 4 for his/her selection of answers. Note that at most 3 options can be chosen and coded. Use column Q14 -  Table C.

Q15
To see whether the enterprise was satisfied the last time they used BDS.
Mark 1, 2, 3 or 4. Use column Q15 -  Table C. 

Q16
To see how much the enterprise has to pay for purchasing each purchased BDS in the last 12 months. 
Record the amount. Accept estimate. Use column Q16 -  Table D.

Q17
To compare the amount of money paid for each service purchased during the last 12 months with that 12 months before the last 12 months.  
Mark 1, 2, 3, 4 or 5. If 12 months before, the enterprise used the service for free, mark 1. Use column Q17 -  Table D.

Q18
To forecast changes in the amount of money to be paid by the enterprise for each BDS in the next 12 months compared to that during the last 12 months
Mark 1, 2, 3, 4 or 5. Use column Q18 -  Table D.

Q19
To compare the amount of money the enterprise has to pay for all BDS it purchases during the last 12 months with that 12 months before the last 12 months. 
Mark 1, 2, 3, 4 or 5. Attention that this question is not for each service but for all services. Only one answer for all services. Use column Q19 -  Table D.

Q20
To forecast changes in the amount of money to be paid by the enterprise for all BDS in the next 12 months compared to that during the last 12 months.
Mark 1, 2, 3, 4 or 5. Attention that this question is not for each service but for all services. Only one answer for all services. Use column Q20 -  Table D.

Q21
To identify the reasons why the enterprise did not use the service.
Only ask this question for services marked 2 in Q3; Provide interviewee with Showcard 5 so that he/she can select the appropriate answers. Note that at most 3 options in the list can be chosen and coded. Use column Q21 -  Table E.

Q22
To assess the significance of services in daily activities of the enterprise. 
Only ask this question for services interviewee understand (marked 1 in Q2). Mark 0, 1, 2, 3 or 4. Use column Q22 -  Table F.

Q23
To assess the significance of services in promoting competitiveness of the enterprise.
Only ask this question for services interviewee understand (marked 1 in Q2). Mark 0, 1, 2, 3 or 4. Use column Q23 -  Table F.

Q24
To see whether other services (those not covered in this survey) are considered important to the enterprise.
This is an open question. Note down the names of services stated by interviewee. Use column Q24 -  Table F.

Q25
To identify the main business sector (Manufacturing, Services or Trade) of the enterprise.
Note down alternatively Manufacturing, Services or Trade based on answers of interviewee then write down details of the business sector. If the enterprise involves in more than one sector, only note down the main one. Use column Q25 -  Table G.

Q26
To get the number of employee in the enterprise.
Note down the relevant specific number. Use column Q26 -  Table G.

Q27
To identify the form of registration of the enterprise.
Choose the appropriate option among 4 options available; If option 4 is selected, note that the specific form of registration should be filled in. Use column Q27 -  Table G.

Q28
To identify the amount of registered capital of the enterprise.
Choose the appropriate option among 4 available. Use column Q28 -  Table G.

Q29
To see when the enterprise started business
Note down the year in which the enterprise or its predecessor (if any) started its operation. Use column Q29 -  Table G.

Q30
To see when the enterprise was officially registered as a private owned enterprise. 
Note down the relevant year. Use column Q30 -  Table G.

Q31
To identify the age of interviewee.
Select the appropriate option from 4 available. Use column Q31 -  Table G.

Q32
To identify estimate of turnover of the enterprise in the last 12 months
Select the appropriate option from 5 range available. Use column Q32 -  Table G.

Q33
To seek for the rate of turnover from export of the enterprise .
Select the appropriate option from 4 available. Use column Q33 -  Table G.

Q34
To identify the level of education of interviewee.
Select the appropriate option from 4 available. Remember to note down the major subject for Graduation and Post Graduate if applicable. Use column Q34 -  Table G.

Q35
Ask for the readiness of the interviewee for attending the FGD, which will be held in December
Ask this question and note down the question in space provided. Use column Q35 -  Table G.
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