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BACKGROUND & INTRODUCTION

• The digitization of service delivery has emerged as a critical component of modern governance, enabling improved 

efficiency, transparency, and accessibility across both public and private sectors. Globally, advancements in digital 

technologies have reshaped how citizens interact with government and businesses, offering opportunities to 

streamline processes, reduce costs, and expand service reach.

• In Papua New Guinea (PNG), the potential of digital transformation is significant, particularly given the country’s 

geographic challenges and the need to improve service delivery in remote and rural areas. Mobile phone penetration 

has increased substantially in recent years, and preliminary data from this study indicate that over 90% of 

respondents rely on mobile devices as their primary means of accessing digital services. This trend suggests strong 

potential for mobile-based platforms to bridge service delivery gaps.

• This pilot research was initiated by a group of staff members of The University of Papua New Guinea to explore 

these governance challenges in the context of service digitization. The study served two main purposes: first, to 

generate preliminary insights into governance-related barriers and opportunities; and second, to assess the 

feasibility and effectiveness of the research design for a future, large-scale nationwide survey that will encompass 

both urban and rural populations.



AIM OF RESEARCH AND METHODOLOGY

• This pilot research project aimed to examine the governance issues  affecting digitization of service delivery in PNG. 

The study is prelude to a planned large-scale country wide research.

• The present study tested the feasibility of such a research on a large scale,  conducted country wide as well as getting 

some initial indication on the utility of the questionnaire developed by the authors for the purpose of further research. 

Getting For example, viability, resource considerations and challenges of doing such a research on a large scale. 

•  A total of 200 questionnaires were distributed, of which 109 responses were received for inclusion in this research.

• A questionnaire containing items that attempted to assess governance around digitization of service delivery was 

used to collect data on this research problem.



SCOPE AND LIMITATIONS 

Scope:

• Pilot Nature: The research was exploratory, designed to test feasibility for a broader 

study

Limitations:

• Urban Focus: Most people in the study were from working class people of Port 

Moresby, so the results may not apply to rural areas

• Time-bound: The findings show the situation at one point in time and might change 

if  technology or policies change quickly.

• Small Group: The study only involved a small number of people because it was a 

pilot project, so the results may not be generalised.



PRIMARY SOURCE TO ACCESS DIGITAL SERVICES

• Mobile phone is the 

most frequently used  as 

the mode of accessing 

services.

• Over 90% of the 

participant in the study 

indicated mobile phone 

as their preferred choice 

to access services.
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GOVERNANCE ISSUES AFFECTING DIGITAL SERVICE DELIVERY

• The key issue underpinning this research project is governance on the delivery 

of services through Digital platforms.

• Does PNG have a strong governance system supporting digitization of service 

delivery?
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MAIN GOVERNANCE ISSUES AFFECTING DIGITAL SERVICE DELIVERY IN PNG

• Over 50% of the the sample identified:

• i) Lack of Infrastructure

• ii) Corruption

• iii). Lack of Accountability

• iv). Political will

• v). Poor policy Coordination

• vi). Digital Literacy

• vii). Technical support

…as governance issues affecting the digitization 

of service delivery.

• The next phase of this study will deconstruct 

exactly what in these governance indices that 

are affecting digital service delivery.
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KEY AREAS FOR USE OF DIGITAL SERVICES

• The research also enquired 

about the use of IT on 

services.

• Financial, Education, Travel 

and Utility services were 

frequently access by IT 

service.

• Online shopping was the least 

likely service accessed 

through the IT.
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LEVEL OF SATISFACTION ON DIGITIZATION OF SERVICE DELIVERY

• When assessing the level of 

satisfaction, less then 50% of the 

sample were satisfied with the 

provision of IT to access services 

illustrated in the previous graph.

• Only 10% of the sample was very 

satisfied with the platform of IT to 

access services.
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IMPACT OF DIGITAL SERVICES ON DAILY LIFE

• Close to 50% reported significant positive 

digital service impact on their access to Health 

Service.

• All other participants report a somewhat 

improved impact of  digital service on their 

lives in government services, education 

service, utility service, travel, and media and 

entertainment.

•  Again, it is important to emphasis here the 

skewness of the of the sample to an urban 

population and not inclusive of rural 

population.

• This is the bias of this findings.
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OTHER ASPECTS OF THE STUDY WHICH ARE NOT COVERED IN THIS 
PRESENTATION DUE TO TIME CONSTRAINT:

• Profile of the respondents;

• Quality of digital services;

• Challenges with digital services;

• Improvements in digital services expected by the respondents;

• Government’s ability to improve the services, and,

• AI related matters.



PRELIMINARY OBSERVATIONS

• This initial data suggested that the research project is viable on a large scale.

• The data also suggest that there are issues related to the governance of the digitization of service 

delivery.

• Mobile phones appears to be the preferred platform for service delivery.

• The sample drawn for this study is largely urban. A similar study is planned for the rural setting.

• The study also provided initial information on the utility of the questionnaire providing information 

on adjustments to some of the items.

• The initial reaction from the sample also suggested changes to the questionnaire.



SUMMARY OF KEY FINDING'S

• Over 90% of respondents use mobile phones to access digital services.

• Governance issues include lack of infrastructure, corruption, and poor 

coordination.

• Digital services are most commonly used for financial, education, and utility 

access.

• Less than 50% of respondents are satisfied with digital service delivery.

• Most participants report some positive impact of digital services, especially in 

health and education.



REFERENCE

• Highet, C., Nique, M., Watson, A. H. A., & Wilson, A. (2019). Digital 

transformation: The role of mobile technology in Papua New Guinea. GSMA. 

https://www.gsma.com

• Howes, S., Mako, A. A., Swan, A., Walton, G., Webster, T., & Wiltshire, C. (2014). 

A lost decade? Service delivery and reforms in Papua New Guinea 2002–2012. 

The National Research Institute and Development Policy Centre. 

https://devpolicy.org

https://www.gsma.com/
https://devpolicy.org/


DISCUSSION

Thank you all for your participation.
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