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Abstract

Digital transformation has brought about significant impact on 

Bhutan's traditional society and culture. It has had a major effect on culture, 

workforce practices and training needs within a period of just over 15 years. The 

transformation has brought along-with positive and negative effects. However, no 

studies have been conducted in Bhutan to understand the fundamentals of the impact 

of digital transformation. There exists a critical gap which, if the benefits of digital 

transformation are to be maximized (and negative impacts minimised), must be 

addressed urgently through credible research so as to guide the development of 

strategic policy instruments to take full advantage of the digital transformation.

This research responds to such a need by understanding the extent, 

magnitude and direction of the impact of digital transformation on Bhutanese 

society, culture in general and, in particular, on Bhutan Post Community Centres 

(CCs), to recommend the best course of action that Bhutan or Bhutan Post 

management could take in further adopting the ICTs for its benefits while 

minimising its negative impacts on the same.

The field research was implemented through a case study on Bhutan 

Post. Bhutan Post is the designated postal operator of Bhutan and CCs, which were 

once operated and managed by Bhutan Post on behalf of the government and but are 

now operated by Bhutan Development Bank Ltd. In particular, this study aimed aim 

at assessing the impact of digital transformation on its culture, workforce and 

training needs.
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Chapter 1: Introduction

1.1 Introduction

This is a study of how digital transformation has impacted Bhutanese

society, culture and workforce. No previous studies on similar topics exist in Bhutan, 

therefore there is a compelling reason to carry out such a study to influence policies 

and decisions that will guide sustainable consumption of digital services at the same 

time assuring social, environmental, cultural and employment safeguards.

It is based on a case study of Bhutan Post and Community Centres

(CCs). The introduction discusses the background to the notion of digital 

transformation and provides a brief explanation of how digital transformation is 

linked to the wider concept of globalisation. The chapter also introduces the research

context, research purpose, the researcher’s personal context, the research 

significance, research questions, aims and objectives, and gives an overview of the 

dissertation.

1.2 Research Background

In the 21st century, almost all nations and sectors have felt the impacts 

of information and communication technologies (ICTs), making the world a smaller 

place, allowing instant communication and dissemination of information in many 

formats world-wide and evoking ideas that digital is better, stronger and faster 

(Beniger, 2009; Brynjolfsson & Saunders, 2009; Cline, 2014). Thomas & Kumar 

(2007) asserted that the ability of a nation to use the potentials of ICT to its 

advantage would help achieve success. Kezang & Whalley asserted, “ICT within 

Bhutan is largely a recent affair. Telecommunications were first introduced in 

1963, print media in 1965 and radio in 1973. In the late 1990s, TV broadcasting 

Chapter 1: Introduction 1



and the Internet were introduced into Bhutan. Convergence between

telecommunications, information technology, broadcasting, etc. is a gradual but

visible trend within Bhutan” (p.72). Bhutan is the world’s youngest democracy and 

more recently referred to as the land of GNH and for centuries, it was a hidden land 

and an isolated landlocked country (Pek, 2013; Dorji, 2009). Bhutan could not 

remain hidden for too long and forces of globalisation eventually reached Bhutan. In 

the recent years, one of the most significant developments in Bhutan is a small 

explosion of media and ICT and Bhutan has adopted an array of technologies and, 

with them, a variety of new media forms. It recognized that telecommunications and 

broadband are important contributors to its socio-economic development and their 

role in enhancing competitiveness, increasing productivity and economic 

development and in promoting greater social inclusion (Bhutan Telecommunications 

and Broadband Policy, 2014). The Bhutanese government recognized the huge 

potential of cross-cutting nature of ICT – providing relevant market information that 

can increase the incomes of farmers, new communications technologies taking phone 

lines and data in to remote valleys, improving the operations of government 

institutions, increasing integrity, accountability & transparency and ICT as a means 

to express Bhutanese unique national identity and culture through local media and 

cultural preservation initiatives. The impact of ICT beyond government such as 

private sector development in increasing productivity and creating high- value 

private sector jobs has been duly recognized. The phenomenon of globalization, 

according to BPIS (2014), is underpinned by innovation information and enterprise 

which is largely supported and driven by the development and use of ICT. The 

government realized that it is increasingly difficult to take advantage of the 

opportunities as well as minimize the threats of globalization. Without ICT, there is a 
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real and growing fear of being caught on the wrong side of a global digital divide, 

being disconnected from global markets, knowledge and ideas. The smart application 

of ICT can overcome its geographic barriers and associated challenges.

Thomas & Kumar (2007) stated that, “Bhutan finds ICT as a driving 

force for the promotion of a sustainable, dynamic and vibrant Information Society, 

contributing to poverty alleviation, robust economic growth and a significant 

increase in GNP. But Bhutan’s rugged geography and isolated, land-locked status 

makes digital divide a serious concern in its endeavor for development through ICT”

(p.1). Arguably, digital transformation, especially through social media, is having a 

big impact on the social interaction and culture of Bhutan (Pek, 2013; Dorji, 2013). 

People with little education are now on Facebook, Viber and WeChat, and 

interacting with the online community. They have become a source, as well as 

consumer, of such information and content. The role of traditional media is changing

quickly (Dominick, 2010), and, like in other countries, in Bhutan it is not the print 

and broadcast media that is the sources of news and information but Facebook, 

Twitter and other social media through which news is shared (Pek, 2013). Digital 

technology is no longer a mere driver of marginal efficiency; rather it is an enabler of 

fundamental innovation and disruption (Kurti & Haftor, 2015). According to Wade 

(2015), digital tools and technologies are profoundly affecting the way business is 

being conducted today and they have already disrupted many industries and are even 

threatening to disrupt many more. ITU (2008) stated that mastering the digital 

transformation process is likely to be the defining core competency of the 21st

century and that ICT revolution has the potential to catalyze a country’s innovation, 

growth and development and that governments can make or break this 

transformation. Arguably, ICT means opening doors to the nearly unlimited 
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possibilities to exchange information on a scale never before imagined. Soete (2000) 

believes that access to digital technologies have enhanced social interaction and 

democratic expression that represents part of ‘the new wealth of the 21st century’

(p.31). Social interaction (e-mail) and entertainment are among the principal 

applications of the Internet for home users, and especially for children (Sandvig, 

2001). Internet has become part of everyday activity for the majority of people in 

many developed countries. The promise of broadband begins with entertainment 

options but it extends into many other sectors of business as well (OECD, 2001). 

Internet and digitization are changing the newspaper industry at an extraordinary 

pace. They have made technologies for e-commerce, social networking, finding and 

comparing choices, and entertainment easy and powerful. Internet information is

now cheap and abundant; as information grows people become more comfortable 

and willing to spend more time using the technologies.

World-wide, access to information and communication technologies 

through cell phones, the internet and electronic media has increased exponentially 

(Graham & Nikolova, 2013). These technologies have not only increased 

convenience but have had substantial impact on economic growth and productivity

(Choi & Hoon Yi, 2009 and Roller & Waverman, 2001 cited in Graham & Nikolova, 

2013). According to Karimi & Walter (2015), internet and digitization are changing 

the newspaper industry at an extraordinary pace and that they have made 

technologies for e-commerce, social networking, finding and comparing choices, and 

entertainment easy and powerful. Internet information is now cheap and abundant; as 

information grows people become more comfortable and willing to spend more time 

using the technologies. In a rapidly globalizing world, companies/firms succeed or 

fail depending on how they respond to disruptive innovations (Karimi & Walter, 
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2015). They also pointed out that digital forces are more disruptive in the 

communications, information, media, and entertainment industries. Traditional postal 

services and physical mail volumes in Bhutan are on the decline (Bhutan Post, 2016).

Globally, internet and digitization are fundamentally changing 

and disrupting newspaper companies’ traditional operating models 

(http://www.tandfonline.com/action/showCitFormats?doi=10.1080%2F07421222.20

15.1029380). This is what has happened in Bhutan too in the recent past. Print media 

are fast disappearing. A recent survey on access to media in a particular state showed 

that more than 70 percent of participants used WeChat and Facebook while 76 

percent used WeChat; radio and newspaper are the least used media. Some survey 

participants said that they haven’t seen a newspaper for the last seven to eight years. 

As is globally so in today’s digital world, in Bhutan, too, ICT is 

considered as a potential tool to bridge the gap between (i) those who are rich and 

those poor (ii) the haves and have-nots (iii) the informed and the uninformed and (iv) 

the reached and the unreached (Tobgay & Wangmo, 2008; Tshering, 2007;

Wildermuth & Suberi, 2017; Norbu, 2016). ICT has been recognised as an essential 

development tool and started investing in developing the necessary infrastructure to 

connect all Dzongkhags/States (Dorji, 2012), and Faris (2004) has argued that ICT is 

becoming increasingly evident from global experience and can wield a 

transformative effect that can enhance the four pillars of GNH if it is properly 

harnessed and has the right conditions. Neophytou (n.d) asserted that ICT has 

become the modus operandi and modus vivendi in today’s digital world (p.1).

Digital communication in my research context is confined to the advent 

of television, mobile phones, internet connectivity, Twitter, WeChat and Facebook. 
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Ndou (2004) vehemently argued that digital transformation has offered both 

opportunities as well as challenges. Although according to Avieson (2015a), Bhutan 

embraced ICT only a decade ago, it is fast catching up with the rest of the world, as 

can be seen from the speed of consumption of these services; for instance, even cow 

herders in remote villages have access to mobile phones (Kuensel, 2014b). The speed 

with which digital transformation has taken over Bhutan has become a challenge to

the very core of Bhutan’s Gross National Happiness (GNH) (Thinley, 2007). While 

Bhutanese society, the government and the economy are all riding high on the 

benefits of digital transformation, it is also eroding Bhutan’s unique and rich culture 

of a closely-knit society and is spitting out other unwanted social and technological 

outcomes, such as digital divide, e-waste and an inability to cope with the pace of 

digital transformation (Rinchen, 2007; Gyabak & Godina, 2011). Bhutan faces social 

ills, and these are frequently reported by local media houses, including, “suicide, 

drug abuse, gang violence, and homelessness” (Bhutan Observer, 2011a). Younger 

villagers often migrate to urban centres, resulting in unemployment (Bhutan 

Observer, 2011c), crime and violence (Bhutan Observer, 2012), and drug abuse 

(Bhutan Observer, 2011b). Child and spouse abuse, alcoholism, political corruption, 

economic insecurity and environmental degradation are also reported in the local 

media (The Journalist, 2012). In 2006, World Bank (as cited in Lorway et al., 2011) 

asserted, “Recently, rising HIV prevalence has coincided with the increase in human 

traffic along Bhutan's borders. The majority of infections, occurring primarily 

through sexual contact, have appeared in the urban environments that are situated 

along the main transport routes” (p. 294). It has offered new challenges as criminals, 

big businesses and powerful governments have sought to hijack digital infrastructure 

for their own ends, so that many individuals, societies, and even countries, have shut 
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themselves off from Facebook, and other technologies, to avert the greater risk of 

suffering negative consequences (Hobbs, 2010; Agwu, 2014).

The explosion of the digital media sector has brought about 

tremendous impacts in the 21st century in terms of recasting economic structures and 

challenging societal norms (Dutta & Mia, 2010; Dutta & Jain, 2015). Digital 

technologies such as e-commerce, e-books, mobile internet, ubiquitous computing,

and other digital technologies and services have been generating rapid changes all 

over the world (Holroyd & Coates, 2012). Nations globally, while embracing digital 

transformation in its most optimal form, are continuously investing in building e-

security systems to make these services secure and safe for use by all sections of 

society, including the military and the government (Chojey et al., 2015; Portnoy & 

Goodman, 2008) and, consequently, as argued by Mutula & Van Brakel (2006), huge 

sums of money are invested in conducting research surrounding all aspects of digital 

transformation, especially in regard to the social, cultural, economic and educational 

benefits and associated cost and risks to affect better policy-making. The enormity of 

the impact of digital transformation on society as a whole can best be understood 

from what Cline (2014) has said, “The economic, political, and sociological impacts 

of such capabilities would be enormous and that it would be tempting to wish to live 

for another hundred years to witness how ICTs will influence the next stages of 

societal evolution” (p.17). According to Li (2011), China’s leaders in recent years 

have taken decisive action to transform information, communications and technology 

into the nation's next pillar industry.

According to Avieson (2013), social issues like youth, crime, 

urban development began to emerge in the early 1990s and now makes up a major 

focus of the news media. The media’s role is to expand the boundaries of discourse 
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and debate. It is opening up society to issues previously thought to be “sensitive” and 

beyond the public sphere e.g. domestic violence, HIV patients sharing their personal 

views, crime, and political exchange.  According to her, Bhutan’s younger generation 

is now being weaned on a new set of values and beliefs perpetuated through the 

media, and the experience of a country opening up to travel, trading and

globalisation. She asserted that, with historic political changes and the emergence of 

new media, Bhutan is poised for another phase of the information revolution.

Kuensel, the national newspaper reported about problems 

arising out of the usage of social media, particularly WeChat resulting in divorce 

cases. As pointed out earlier, suicide, drug abuse, gang violence, child and spouse 

abuse, alcoholism, political corruption, digital divide, e-waste and inability to cope 

up with digital transformation are some of the dominant unwanted social and 

technological outcomes. Kuenselonline (2017) reported that while the penetration of 

social media has enhanced communication and transformed the information sharing 

culture in rural Bhutan, users are now seeing the ugly side of technology. For 

instance, recently, an unclothed image of man in Trongsa (name of a place) was 

shared on WeChat reached that his daughter based in Thimphu (capital city) which is 

a disturbing trend. Social media has transformed information sharing culture granting 

people the freedom to say and do what they like. Such a trend encourages many to 

wear the cloak of anonymity and attack whoever they do not like which is an ugly 

side of technology. Kuenselonline (2017) also reported another ugly aspect of 

technology is that men through WeChat and Facebook deceive many villagers, 

especially girls and women. “For instance, there were cases where some supporting 

staff, drivers, and security personnel of Mangdechhu project (a hydro-electric project 

under construction) impersonated as engineers and site supervisors to lure girls and 
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women. In Bhutan, the traditional media plays the role of counterbalancing fake 

news and anonymous comments circulating on social media. Hence, traditional

media is crucial for a small society like that of Bhutan. 

Katz & Rice (2009) asserted, “ …Among the worrying trends they 

see are decreasing levels of organizational participation, declining interpersonal trust, 

and decreasing social contact. The culmination of these trends could lead to a 

breakdown of civil society with catastrophic consequences. But even the less 

catastrophic consequences they predict include a drastically lowered quality of life 

among many continua, from public safety to elder care. Perhaps not surprisingly, 

television viewing and the values that many programs promote has traditionally been 

seen as an important cause of this worrisome trend (p.9)”.

Digital Transformation continues to impact every nation and 

almost every individual in one way or the other as global communication 

technologies have reached at an unprecedented ubiquity (Deb, 2014; Kaul, 2012).

Owing to unprecedented development and expansion ICTs, digital transformation 

has transformed the lives of millions of individuals, communities, societies, and the 

administrations of businesses and governments worldwide (Ogunsola, 2005; Doong 

& Ho, 2012). Funke (2014) asserts the view that the everyday use of communication 

information, search engines and the internet increasingly require the introduction of 

specialised information services. In a similar vein, Binkley et al., (2012) noted, 

“Ubiquitous technology has changed the way people work, live, and play. In 

contemporary society, people use communication and information technology (ICT) 

to search for information, make purchases, apply for jobs, share opinions, and stay in 

touch with friends and relatives. In business, people use technology to work in teams, 

to create new ideas, products, and services and share these with colleagues, 
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customers, or a larger audience” (Foreword, vi). Undeniably, Lee (2009) asserted 

that, in the 21st century opportunities are opening up for millions of people through 

new technologies, expanding access to essential information and knowledge which 

have the ability to significantly improve people's lives and help in reduction of 

poverty.

According to Greenfield (2015), digital technology is massive and it

is also unprecedented, pervasive and happening at a very fast pace and is impacting 

on virtually everyone, leaving its mark on human brains. Nieminen (2016)

acknowledged that digital transformation and communications have greatly impacted 

human lives and have become immersed in digital information and communications 

technology and the benefits of such things as the internet; however, he is also of the 

notion that such technologies could potentially widen the digital divide and sharpen

social inequalities in a fast globalising world. According to Moyo (2016),

opportunities have become available due to the evolution of information 

communication technologies and its transformational effects on societies, cultures 

and economies, but such transformations come with profound implications.

Luke (1993) and Bauman (1998) view globalisation a s an undeniable

and inescapable part of the contemporary experience and advanced 

telecommunications are increasingly viewed as requisites for economic and human 

development. Nobel Laureate Joseph Stiglitz (as cited in Lallana, 2004) defines 

globalisation as: 

…the closer integration of the countries and peoples of the world 

which have been brought about by the enormous reduction of costs of 

transportation and communication, and the breaking down of artificial 
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barriers to the flows of goods, services, capital, knowledge, and (to a 

lesser extent) people across borders (p.26).

Increasing global connectivity and global consciousness are inevitably 

the outcomes of rapid globalization (Robertson & White, 2007). ITU (2005) reported 

that the developing world’s IT revolution has been sharply uneven, with IT 

development concentrated in East Asia and Latin America. Tapscott (1996) argued 

that globalisation is driven by, and is driving, the new technology that enables global 

action, implying that the organisations are no multinational enterprises but global 

organisations. Amant & Olaniran (2011) draws a very interesting comparison 

between the global “wired” and “global tired” nations, and maintains that the 

interrelation of globalisation, communication, and media has prompted many to view 

the world in terms of a new dichotomy: nations with widespread online access and 

those with very limited online access (p.3). Chesbrough (2010) advocated, “ Most 

Innovations Fail. And Companies that don’t innovate die” (Foreword, xvii). It is 

viewed that digital transformation is something more than technology and that it 

includes innovation to connect technology, data science, devices, and design and 

business strategy to change a business process or customer experience. Woodward, 

Skrbis & Bean (2008) stated, “One of the widely accepted consequences of 

globalization is the development of individual outlooks, behaviours and feelings that 

transcend local and national boundaries. This has encouraged a re-assessment of 

important assumptions about the nature of community, personal attachment and 

belonging in the face of unprecedented opportunities for culture, identities and 

politics to shape, and be shaped by, global events and processes” (p.1).
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Drori & Jang (2003) noted: 

In summary, the global digital divide is a well-substantiated 

phenomenon: Countries differ greatly in their access to, and resources 

of, IT. Whereas on some dimensions of IT there seems to be a closing 

of this digital gap, most cross-national studies of IT show the gap to be 

expanding. Moreover, although all countries are engaged in Internet 

activity of some sort, the distinguishing characteristic is no longer the 

mere connection or initial link with the Internet but rather the intensity 

and sophistication of such a connection (p.150).

Dreher (2006) asserted that globalisation is good for growth and that 

more globalised countries experience higher growth rates; further, it is argued that 

cross-border information flows promote growth and that those countries with the 

lowest growth rates are those who did not globalise. According to Pincus & Winters 

(2002), societies and economies around the world are becoming more integrated,

and that generally reduces poverty as the more integrated economies tend to grow

faster. Arguably, in 2004, Gunter & Van der Hoeven (as cited in Skuse et al., 2007),

stressed that if people are not able to take advantage of the increasingly knowledge-

driven world economy and overcome the challenges by reducing digital divide, 

increasing number of people will face the consequences of ills of rapid digital 

transformation. Servon (2008) contended that developed countries are in a position

to accelerate their economic growth due to modern technologies and hence enjoy 

unprecedented opportunities which improve their standards of living while it is not 

so with the developing countries which remain poorly characterized by low literacy 

rates, slow adoption of technology and the lack of infrastructure development
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leading to decreased economic growth resulting in the acceleration of the digital 

divide.

The UNDP’s Human Development Report (2001) emphasized that

“No individual, organization, business or government can ignore these changes. The 

new terrain requires shifts in public policy, national and global to harness today’s 

technological transformation as tools for human development” (p.27). The enormity 

of the impact of digital transformation on the society as a whole can best be 

understood from what Cline (2014) has said, “The economic, political, and 

sociological impacts of such capabilities would be enormous and that it would be 

tempting to wish to live for another hundred years to witness how ICTs will 

influence the next stages of societal evolution” (p.17). According to UNCTAD 

(2011), “ICT offers the promise of fundamentally changing the lives of much of the 

world’s population that affects many of the processes of business and government, 

how individuals live, work and interact, and the quality of the natural and built 

environment” (p.1).

Choudhury & Barman (2014) asserted, “…therefore, modern 

technologies can very well be said as a double-edged sword, from safety to 

connectedness. They do have their advantages, but as with many revolutionary 

inventions, they can radically change our lives, for better or worse. However, believe 

it or not we are just getting started. Technology will be more and more 

revolutionized and will be getting even better in the future” (p.31).
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Figure 1.1 Impacts of Digital Transformation

(Source: Adapted from UNCTAD, 2011)

The United Nations Conference on Trade and Development 

(UNCTAD) (2011) reported that ICT has the potential to fundamentally alter the 

lives of much of the world’s population through its various impacts (Figure 1.1).

Many governments and agencies in developing countries, as argued by Mariscal 

(2005), focus on providing telecommunications services into rural areas because 

such services have the potential to reduce poverty and stimulate economic and social 
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growth (Sen, 1973, 1981; Wildermuth & Suberi, 2017) to overcome a perceived 

“digital divide” (Chapman & Slaymaker, 2002, p.11).

There is adequate evidence that technology can result in challenges as 

well as benefits (Remenyi & Singh, 2015; Tapscott, 1996). While digital 

transformation has changed the lives of millions for better through improved 

communication, research and development, etc., it has also come with a dark side 

that allows criminals and big businesses to hijack opportunities in their favour (Cline, 

2014; Funke, 2014). This has led to a huge investment in cyber safety innovations.

Despite this investment large numbers of individuals, agencies and countries are still 

very reluctant to fully embrace the digital transformation (O’Connell, 2012). It is 

reported that most developed nations are simultaneously experiencing two 

unprecedented transformations: a rapidly ageing population running parallel with

exceptional advances in information and communication technology. It is asserted 

that interacting with a computer is no longer about sitting in front of a desktop and 

that the pervasive nature of technology (Weiser, 1991) and its integration with 

everyday activities pose potential opportunities, threats and challenges (Scott, 2005). 

Phojola (2002) asserts that the modern technology–driven economy is characterized

by improved rates of economic and productivity growth spurred by the twin forces of 

globalization and the ICT revolution. Bradley, Hausman & Nolan, (1993) stated that 

technology and globalization reinforce one another as technology is both driven by

and a driver of, globalisation.

1.3 Research Context

According to Whalley (2004), Bhutan has mostly rugged terrain and 

sparsely populated human settlements, which makes implementation of development 

policies not only difficult but also expensive. Its geographical barriers and the 
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associated risks pose a challenge to the core elements of developing philosophy 

guided by GNH (Yangden, 2009; Thinley, 2010). In particular, Bhutan presents itself 

as an ideal place for the study for variety of reasons, including i) digital 

transformation has only recently been embraced by Bhutan and, therefore, is posing

the challenges stated above; ii) Bhutan’s development philosophy is cautiously based 

on gross national happiness rather than gross domestic product; iii) Bhutan Post and 

Community Centres (CCs) recently embraced digital transformation and have the 

potential to impact Bhutanese society at various levels, presenting themselves as 

ideal organisations as study subjects. This study is timely in the face of Western 

European leaders such as Former French President Nicolas Sarkozy (Samuel, 2009), 

Britain’s Cameron (ABC News, 2010) and, more recently, German Chancellor 

Merkel (Fuchs, 2013) propounding to include happiness in the development 

paradigm, and how ICT would help Bhutan enhance happiness and well-being.

The study is not intended to measure wellbeing and happiness of the 

research participants; however, a good number of participants have provided their 

responses that the establishment of CCs has enhanced their level of happiness and 

wellbeing, which deserves a mention as one of the findings of this research. 

Therefore, the researcher’s understanding of the participants’ responses about digital 

transformation and its impacts are critical in the study undertaken.

In the context of the case study involving Bhutan Post, it is pertinent 

to mention how globalisation impacts firms to become more streamlined and 

efficient while simultaneously extending the geographic reach of their operations and 

adequate response to these opportunities, and these challenges require the 

restructuring of strategy and processes of firms (Lituchy & Rail, 2000). They further 

asserted, “Technological advancements can be a useful tool for the 
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internationalization of small businesses without the costs associated with other 

media” (p.90). Kraemer, Gibbs & Dedrick (2002) have argued that globalisation and 

the widespread adoption of ICT are two major powerful social and economic trends, 

each driving the other forward, and both are being driven by other common forces, 

such as trade liberalisation, deregulation, migration and the expansion of capitalism 

(Soon & Wee, 2011).

Bhutan (Figure 1.2), which has gradually opened itself to globalisation 

to the rest of the world, is considered as the appropriate context of study given its 

unique development philosophy of GNH and, as pointed out by (Davis, Harrison & 

Howell, 2007), it is fast-changing, particularly in technological advancement. Bhutan 

remained in self-imposed isolation for centuries until 1961, when the first basic 

infrastructure development started. The option in overcoming the challenge in 

reaching the unreached in remote areas is through mobile connectivity (Sampangi, 

Viswanath & Ray, 2010; Rajashekhar & Ayyangar, 2012). It is argued that because 

of its small size Bhutan has used tradition and culture as a weapon to safeguard its

independence against the giant cultures of India and China. “Because of the size of 

its neighbours, a sense of insecurity is constantly in the Bhutanese mind” (p.7). The 

country is wedged between two highly populated nations, India to south and China in 

the north, and is endowed with uniquely rich cultural, religious and environmental 

values (Samarasinghe, 1990). Wangchuck (2006) contends that, culturally, Bhutan is 

uniquely diverse and equally threatened, as the population of less than 1 million 

wears different rare costumes and speaks a variety of dialects that are not spoken in 

any other part of the world. In fact, the national language of Bhutan (Dzongkha) is 

perhaps spoken fluently by only about 400,000 people, thus putting this unique 

language in a very vulnerable position (Pek, 2003; Dorji, 2013). 

Chapter 1: Introduction 17



Figure 1.2 Map of Bhutan

(Source:http://www.mapsofworld.com/bhutan/maps/bhutan-political-map.jpg).

1.4 Research Purpose

Digital transformation has had a pervasive impact on all walks of 

human life, from the way we communicate to how big industries are run, and it will 

continue to impact every sector because of its cross-cutting nature (Brynjolfsson & 

McAfee, 2012; Merchant, 2007; RGOB, 2004). In the research context, ICT holds 

great promise for all sectors and can hugely impact the lives of the Bhutanese people 

and thereby enhance GNH (RGOB, 2004; Murugan, 2007; Zander, Penjor & Dukpa, 

2016). The Bhutanese Government has recognised ICT as an important tool for 

socio-economic development, but the challenges can be overwhelming in a 

developing country such as Bhutan (RGOB, 2004; Al-Debei & Al-Lozi, 2012).

This study is a case study focused on understanding the profound 

impacts of the digital shifts in Bhutan and Bhutan Postal Corporation Ltd (BPCL)

including the Government to Citizen (G2C) Initiative. Bhutan Post is a Corporation 
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incorporated under the Postal Act of the Kingdom of Bhutan, 1999 and for the 

purpose of study under consideration, it is considered as a ‘firm’ impacted by digital 

shifts. Hence, words such as ‘corporation’, ‘firm’ and ‘organization’ in the context of 

my study are interchangeably used. As a case study, digital shifts in Bhutan Post and 

the associated benefits of transitioning itself in to a modern revenue generating and 

self-sustaining corporation could be seen as an example of how digital technologies 

can enhance the productivity and sustainability of other organizations in Bhutan. 

Such a study provides answers to the research questions and objectives listed in the 

ensuing pages (1.3.1 & 1.3.2).                         

It is aimed at providing answers to the research questions and objectives 

listed in the ensuing pages. According to Westerman, Bonnet & McAfee (2014), 

digital transformation enables an organisation to adopt new ways of working and 

thinking through the use of digital, social, mobile and emerging technologies. It also 

involves innovative ideas with regard to change in leadership, adoption of new 

business models and a series of other initiatives (Skarzynski & Gibson, 2013). It is in 

this context that, within the overall context of GNH as the driving force for 

developing policies, rules, regulations and strategies in Bhutan, the study is aimed at:

1.3.1 Evaluating the impacts of digital transformation on the organisational culture, 

work redundancy resulting in layoffs, and how the government and the Bhutan Post 

are responding to these impacts.

1.3.2 To study how the establishment of Community Centres (CCs) is bringing about 

change in the lives of Bhutanese people as the researcher understands the 

participants’ perceptions.

According to Siemens (2005), technology has reorganized how we 

live, how we communicate, and how we learn. It is asserted that learning needs and 
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theories that describe learning principles and processes, should be reflective of 

underlying social environments. Vaill (1996) emphasizes that “learning must be a 

way of being – an ongoing set of attitudes and actions by individuals and groups that 

they employ to try to keep abreast of the surprising, novel, messy, obtrusive, 

recurring events…” ( p.42).

As explained in chapter 3, a qualitative research inquiry is designed 

that builds up analysis, explanation and entails “understandings of complexity, detail 

and context” (Mason 1996, p. 4). Such an approach is helpful in attaining 

“intellectual and practical mastery of the social world (Schwandt, 2001, p.265), ie 

digital transformation and its impact on Bhutanese society, culture, workforce and 

training through Bhutan Post and CCs case study. Investigation stressed on forms of 

analysis and explanation rather than projecting patterns, trends, and correlations. 

According to Mason (1996), in qualitative research, statistical tools are not 

emphasised but some form of quantification although qualitative inquiry is stated to 

have no well-defined methods of its own. Rather, it employs “semiotics, narrative, 

content, discourse, archival and phonemic analysis, even statistics, tables, graphs, 

and numbers.”(Denzin & Lincoln 2005, p 7). 

Drawing upon the philosophical premises of qualitative research, the 

interview method was used to collect primary data. In-depth interviews (Skype) 

helped the researcher gain insight into a ‘detailed and a holistic lived human 

experience’ (Crawford, 2008, p. 25). This is because face-to-face interviews 

provided first hand access to people’s knowledge, experiences, memories and 

behaviour expressed in their own words and actions (Seidman 2006). A good number 

of participants, however provided written responses to a set of questions already 

provided to them.
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1.5 The Researcher’s Personal Context

Malterud (2001) believed that a researcher's background and position 

will have an influence on the research area of study investigation, the angle of 

investigation, in the choice of the methods to be used for investigation and in arriving 

at the research conclusions and communication thereof. The researcher considers his 

perception of digital transformation relevant to the study as (i) he himself has had to 

encounter the difficulties of not being digitally literate in spite of his educational 

background (ii) that he had been an employee of Bhutan Post for over 7 years in the 

position of Deputy Managing Director with important responsibilities and in having 

witnessed how Bhutan Post evolved itself to be a more vibrant and dynamic 

organisation with social and commercial mandates to fulfil; and (iii) that he perceives 

digital transformation as a necessity and not choice in this digital era. Further, his 

first-hand information on Bhutan Post and CCs validates the participants’ beliefs. As 

the deputy managing director with major roles and responsibilities in Bhutan Post, 

the researcher spearheaded most of the new initiatives, including the rollout of CCs. 

Thus, the researcher’s understanding of the participants’ responses on digital 

transformation and its impact on Bhutan Post and its business formed a critical 

component of the research.

1.6 Research Questions

In today’s networked society, easy access to information is changing 

the way human beings live, work and play (Castells, 1996, 2011; Brynjolfsson & 

McAfee, 2012). The 21st century is more aptly known as the digital economy, 

knowledge economy, networked economy or new economy, and the onus is on 

creation of ideas rather than on the production of goods, underscoring the growing 

role played by information and communication technologies in the economy and 
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society as a whole (Akhtar & Arinto, 2009/2010, p.57). Owing to the visible impacts 

of digital transformation on Bhutanese society, culture, workforce and training needs,

explained by Ansari (2012), the following research questions will investigate the 

consequences of digital transformation and guide the government to frame 

appropriate policies and regulations (Tideman, 2004).

According to Ansari (2012) and Tobgay & Wangmo (2008), there are 

visible impacts of digital transformation on the Bhutanese society, culture and 

workforce. The following research questions were used to investigate the 

consequences of digital transformation and to guide the government to frame 

appropriate policies and regulations (Tideman, 2004); and also how Bhutan Post 

management responded to the challenges and opportunities faced by it.

Key Questions

(i) What is the impact of digital transformation on Bhutanese society, culture, 

and workforce?

(ii) How is the Bhutanese government responding to the challenges and 

opportunities presented by new digital technologies?"

Sub-questions:

A number of sub-questions follow from the key research questions: 

(i) How is digital transformation impacting the efficacies of social and 

cultural developments in Bhutan, including the performance of postal 

employees and Community Centre operators? 

(ii) How is the Bhutanese system of governance and Bhutan Post 

management responding to the emerging challenges and opportunities 

presented by digital transformation? 
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Aims of the Research

Specifically, the study aims to: 

(i) Evaluate the impact of digital transformation on the workforce, work-culture, 

and employees and training of Bhutan Post and CC operators.

(ii) Investigate how Bhutan Post Management is responding to these emerging 

challenges and the opportunities presented by digital transformation.

1.7 Significance of the Study

This study will contribute to the theory of knowledge regarding how, 

as argued by Brooks (2013), the process of digital transformation influences human 

life and economic development, especially how it affects society, culture and GNH 

as Bhutan’s development philosophy. In particular, the study will aim at how digital 

transformation has brought about transformative changes in Bhutan Post in terms of 

its work culture, effectiveness and efficiency in delivering services to Bhutanese

citizens, ultimately impacting Bhutanese society as a whole in enhancing gross 

national happiness (Tideman, 2011). The study provides practical significance for the 

development of GNH infused policies and strategies to guide the promotion of 

culture, the enhancement of livelihood through the delivery of a host of services 

through single door outlets (CCs), and the general developmental agenda in Bhutan 

in relation to other similarly positioned countries (Sinha, 2007). The study also 

deepens our understanding of how digital transformation affects the context and 

challenges of infusing GNH into cultural promotion, poverty reduction, and 

improvement of livelihoods and fulfilment of universal social obligation (USO) in a 

resource-poor country (Tideman, 2004). This invariably leads to our understanding 

of how digital transformation impacts changes in cultural promotion and GNH 

priorities, policies and procedures (Lhamu, Rhodes & Rai, 2000). Finally, the study 
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enables the understanding of how a public sector undertaking, such as that of Bhutan 

Post, otherwise heavily subsidised and reliant on government funds, could evolve 

into a self-sustaining, vibrant and modern organisation, amply demonstrating what 

embracing digital technologies and diversifying into e-commerce businesses could 

signal for ‘sick and dying’ organisations (Fuchs, 2008; Chandrasekhar, 2001).

Bhutan Postal Corporation Ltd. (Bhutan Post) is a fully 

government owned corporation and it is placed under the Ministry of Finance. As the 

designated postal operator of the country, it is entrusted with the responsibility of 

providing high quality postal products and services thereby making GNH a reality. In 

essence, taking Bhutan Post and Community Centers (CCs) as a single case study, 

this research was designed to assess the impact of digital transformation on 

Bhutanese society, culture, workforce and training to generate knowledge and 

information to effect policies for more effective and efficient consumption of digital 

transformation services with optimal benefits and minimal negative impacts (RGOB, 

2004; GNHC, 2013).

In particular, the researcher’s understanding of the participants’ 

responses was critical in understanding how digital technologies and the 

establishment of CCs and digitalisation of services through a single window (CC)

have had a positive impact on the livelihoods of citizens and in enhancing their 

wellbeing and happiness. Sampling is the process of selecting units from a 

population of interest so that by studying the sample subject, the results can be 

generalized back to the population from which they were chosen (Cavana et al., 

2001; The Centre for Social Research Methods, 2008). 

According to Sutton & Austin (2015), qualitative study seeks to 

convey is why people have thoughts and feelings that might affect the way they 
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behave. Further, they argued that qualitative research is used to gain insights into 

people’s feelings and thoughts which I have referred to as their ‘responses’ of the 

phenomenon ( impact of digital transformation on Bhutanese society, culture and 

workforce through a case study on Bhutan Post and Community Centres) under 

investigation. My role as a researcher was to attempt to access the thoughts and 

feelings of my study participants in regard to the impact of digital transformation on 

culture, workforce and training.

As Sutton & Austin (2015) asserted, my interpretation of the 

data/beliefs were guided by my theoretical standpoints taken. I had premised my 

understandings of their responses on three standpoints, (i) digital transformation 

being a recent affair in Bhutan and (ii) digital transformation having impacts on 

Bhutanese society, culture and workforce through a case study on Bhutan Post and 

CCs and (iii) that participants’ responses are generalized in the national context, 

though constrained by the limitation of generalizability. Being aware of the 

standpoints a researcher is taking in his/her research is one of the foundations of 

qualitative work without which  it may be easy to slip into interpreting other people’s 

narratives from your own viewpoint, rather than that of the participants (Sutton & 

Austin, 2015). Therefore, my understanding of the participants’ perceptions was 

critical to the impact analysis.

The purpose of this study was to investigate the responses of the 

participants about the impacts of digital technologies on culture, workforce and 

training and not to actually measure the level of happiness and well-being brought 

about by these technogical innovations. Data obtained through interviews and 

document analyses formed the basis of the study. However, the main 

constructs/findings of this study were the various perceived characteristics of using 
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digital innovation/technologies such as the internet, mobile phones, Wechat, Twitter 

and Facebook. Online interviews were designed for this study. According to Moore 

& Benbasat (2001), in-depth interviews explore the experiences of participants and 

the meanings they attribute to them. The participants were encouraged to talk about 

issues pertinent to the research question by asking open-ended questions. Wherever 

deemed necessary, the researcher re-worded or clarified the questions to further 

investigate topics under study. All participants were provided in advance the 

interview questions. Some respondents chose to provide written answers instead of 

the on-line interviews.

1.8 Concept of Gross National Happiness (GNH)

His Majesty the Fourth King Jigme Singye Wangchuck declared that 

'Gross National Happiness (GNH) is more important than Gross Domestic Product' 

during an interview in 1986, captured in the Financial Times of London. In that 

interview, he said: “We are convinced that we must aim for contentment and 

happiness. Whether we take five years or 10 to raise the per capita income and 

increase prosperity is not going to guarantee that happiness, which includes political 

stability, social harmony, and the Bhutanese culture and way of life.” (GNH Survey, 

2016, p.34). It is evident that relying on GDP alone may not provide the environment 

for happiness and wellbeing; something beyond GDP would have to be addressed to 

be holistic. So His Majesty the Fourth King had in essence said at that time that he 

was interested not just in GDP but also beyond.

In the context of Bhutan’s GNH, the following quotes are particularly relevant.
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The Legal Code of Bhutan (1729) stated, “If the government 

cannot create happiness for its people, then there is no purpose for government to 

exist.”  

As promulgated by His Majesty Jigme Singye Wangchuck, the Fourth King of 

Bhutan that “Gross National Happiness is more important than Gross Domestic 

Product”, His Majesty Jigme Khesar Namgyel Wangchuck, the Fifth King of Bhutan 

also stated, “Gross National Happiness measures the quality of a country in more 

holistic way and believes that the beneficial development of human society takes 

place when material and spiritual development occurs side by side to complement 

and reinforce each other.” ( GNH Survey, 2016).           

This figure indicates the 9 domains and 33 indicators

Figure 1.3 GNH, Pillars, Domains and Indicators

Source: A Short Guide to Gross National Happiness Index, CBS (2012)
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1. Good Governance 

According to CBS (2012) and Ura et al., (2012), good governance is a 

considered a pillar for happiness because it determines the conditions in which 

Bhutanese thrive. While policies and programs that are developed in Bhutan are 

generally in line with the values of GNH, there is also a number of tools and 

processes employed to ensure the values are indeed embedded in social policy (Teoh, 

2015; Ura et al., 2015).

2. Sustainable Socio-economic Development

A thriving GNH economy, according to CBS (2012) must value social and 

economic contributions of households and families, free time and leisure given the 

roles of these factors in Happiness.

3. Preservation and Promotion of Culture

Ura (2011) asserted that happiness is believed to be contributed to by the 

preserving the Bhutanese culture and that developing cultural resilience, which can 

be understood as the culture’s capacity to maintain and develop cultural identity, 

knowledge and practices, and be able to overcome challenges and difficulties from 

other norms and ideals.

4. Environmental Conservation

Environmental Conservation is considered a key contribution to GNH because 

in addition to providing critical services such as water and energy, the environment is 

believed to contribute to aesthetic and other stimulus that can be directly healing to 

people who enjoy vivid colors and light, untainted breeze and silence in nature’s 

sound (Teoh, 2015; CBS, 2012).
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According to CBS (2012), the following are the 9 domains of GNH:

1. Living standards – material comforts measured by income, financial 

security, housing, asset ownership. 

2. Health – both physical and mental health. 

3. Education – types of knowledge, values and skills. 

4. Good governance – how people perceive government functions. 

5. Ecological diversity and resilience – peoples’ perception on environment. 

6. Time use – how much time is spent on work, non-work, sleep; work-life 

balance. 

7. Psychological wellbeing – quality of life, life satisfaction and spirituality.

8. Cultural diversity and resilience – strength of cultural traditions and 

festivals. 

9. Community vitality – relationships and interaction within a just and 

harmonious society, community, social cohesion and volunteerism.

The study also examined whether rural participant citizens felt 

positively impacted by digital transformation in enhancing their wellbeing and 

happiness and this was interpreted by the researcher in the way he understood their 

responses. With 70 percent of the population living in rural areas, G2C services are 

made accessible to them through Community Centres (CCs) and this has been made 

possible with the adoption of ICTs (Dorji, 2014). The study is implemented through 

a case study on Bhutan Post and CCs, which were once operated and managed by 

Bhutan Post on behalf of the government and now by Bhutan Development Bank 

Ltd. This study assessed the impacts of digital transformation on culture, workforce
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and including training needs of Bhutan Post based on the researcher’s understanding 

of the participants’ responses. Interview questions consisted of general as well as 

specific questions. General questions pertained to questions that were not specific to

Bhutan Post. 

The researcher’s understanding of the participants’ responses

revealed that rural citizens felt positively impacted by digital transformation in 

enhancing their wellbeing and happiness. The sample comprised of 35 participants, 

most of whom (except the citizen participants – 5 in number) were considered digital 

native. Even within the citizen group of 5 participants, they were able to use digital 

technologies such as mobile phone services and WeChat. All 35 participants 

responded that digital technologies enhanced their well-being and happiness in the 

sense that life was made much easier than without them. Thus, the introduction of 

GNH was considered relevant in the study undertaken.

Faris (2004) noted, “There can be few countries in the world where the 

overarching goal of national development is so simply articulated and so well known 

as it is in Bhutan. The centrality of the concept of “Gross National Happiness”, while 

still not precisely defined, provides Bhutan with a set of values to guide its 

development on its own terms” (p.141). 
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Figure 1.4 His Majesty the Fourth King Jigme Singye Wangchuck

(Source: Karpo Tours & Trekswww.karpotoursandtreks.bt).

His Majesty the Fourth King Jigme Singye Wangchuck (Figure 1.3)

propounded that, “Gross National Happiness is more important than Gross National 

Product” (Roots, 2008, p.1) and that GNH aspires to place the “happiness and 

wellbeing” of the nation’s people as a necessary condition of the development 

process and not be guided by development based primarily on economic prosperity 

(Alesina, Di Tella & MacCulloch, 2004; Thinley, 2013; Ura & Galay, 2004). The 

cornerstone of GNH as a development philosophy is that it places people’s wellbeing

and happiness at the centre of societal development (Thinley, 2013; Tobgye, 2015).

GNH does not challenge the GDP concept – a traditionally accepted measure of 

societal happiness (Thinley, 2010, 2013). King Wangchuck stated that GDP is 

increasingly subject to criticism as an inadequate measure due to its primary focus on 

wealth and that the paradox of rising income without any corresponding rise in 

reported happiness has found empirical evidence in both developed economies and

Chapter 1: Introduction 31



developing and transitional economies (Easterlin, 1974; Easterlin, 2003 cited in 

Grahm, 2005; Easterlin, 1995, 2001 cited in Frey & Stutzer, 2007; Inglehart & 

Klingemann, 2000; Oswald, 19997; Veenhoven, 1991). Such empirical evidence 

supports this relationship in the US data, first found by Richard Easterlin. Bhutan has 

undertaken a unique development process with this undertaking (Tideman, 2004).

Bhutan, a micro nation–state has worked hard to develop this new paradigm 

(Tobgye, 2015). Together with rigorous research and review, the development of the

paradigm has resulted in GNH now being nationally applied and having an impact on 

decision-making in Bhutan. 

In an increasingly globalised world, Bhutan has remained untouched 

(Ura & Galay, 2004). It remained isolated for decades and has cultivated the image 

of a pristine Shangri-La (Thinley, 2007). GNH, a concept developed by the Fourth 

King Jigme Singye Wangchuck, eclipses the country’s GPD in importance (Thinley, 

2007); however, as Bhutan slowly opens up to the rest of the world, the question is 

how its people, traditions, culture and happiness are being affected – an inevitable 

challenge in the face of rapid globalisation and its impact on the Shangri-La of 

happiness (Pek, 2003). The introduction of GNH in all development plans, projects 

and programs are considered appropriate because of the speed with which digital 

transformation has taken over Bhutan, challenging the very core of Bhutan’s 

developmental philosophy (Thinley, 1998). 

The introduction of GNH is also considered relevant in the case study 

context because Bhutan Post revised its vision aimed at, “ providing quality products 

and services, thereby making GNH a reality” (Bhutan Post, 2011b) and it is 

considered necessary to assess whether this revised vision is achieved or not.

Furthermore, the aim of taking Government –to – Citizen (G2C) services and host of 
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other services to the door-steps of the citizens through the establishment of 

Community Centres (CCs) was to make lives of rural citizens easier thereby 

enhancing their happiness and well-being. It is against this backdrop that Bhutan 

Post’s success and that of CCs are being evaluated. 

1.9 Dissertation Overview

The thesis dissertation overview has eight chapters (Figure 1.2). 

Chapter 1 provides a brief introduction to the research background, research context, 

research purpose, personal context of the researcher, significance of the research, 

research questions and the dissertation overview.

Chapter 2 (literature review) provides a detailed description of the study

context, the rationale for investigating the impacts of digital transformation on 

culture, workplace and training through a case study on Bhutan Post and Community 

Centres (CCs). It also examines the concept of Digital Transformation as it is 

commonly understood and also how it is to be understood in the context of the 

research undertaken. Additionally, it provides, at length, the literature on how digital 

technologies impact economies, companies/firms, societies, families and individuals. 

The rationale for the establishment of Community Centres (CCs) is also provided in 

this chapter. In essence, the study has examined the impact of digital transformation 

on the culture, workforce and training needs of Bhutan Post and how digital 

technologies have enabled the delivery of a host of services to rural citizens through 

the establishment of community centres. The researcher has obtained the 

views/perceptions of the citizens and Community Centre operators as to how G2C 

services and financial services delivered at their doorsteps have impacted their lives 

in terms of their wellbeing and happiness. The measurement of a happiness level was 
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considered beyond the scope of this study, but it was primarily the researcher’s 

understanding of the beliefs and perceptions of participants that were considered in 

the evaluating of the impact of digital transformation and the establishment of CCs in 

rural Bhutan on their happiness and wellbeing. However, my understanding of the 

participants’ responses is that digital transformation has enhanced their well-being 

and happiness.

The study aimed at investigating how digital transformation (with the advent of 

the Internet, Facebook, WeChat, Twitter and Social Media) impacted the culture, 

workforce and training needs of Bhutan Post and also how the establishment of CCs 

brought about a change in the lives of the rural citizens. The study also aimed at 

studying in what ways digital transformation impacted the Bhutanese society and 

culture and this was to be investigated through the analysis of participants’ 

responses. The actual measurement of happiness level resulting from digital 

transformation was never intended to be a part of the study undertaken.

A detailed description of the study’s methodology and research design

is provided in Chapter 3. This study has made use of a qualitative case study and has 

been applied within the general framework developed by researchers for impact 

studies. The model developed by UNCTAD (2011) has been used as the framework 

that describes the effect of digital transformation on Bhutan Post, a public sector 

performance in terms of three stages: readiness, use and impact. A single embedded 

case study on Bhutan Post and CCs has been adopted, the rationale being the 

beliefs/understanding of research participants in assessing the impact of digital 

transformation on culture, workplace and training, positioning itself under an 

interpretive paradigm (Yin, 2013). It is rationalised that the knowledge the study 

seeks to construct is through interpretation of the views and opinions of the 
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participants (Neuman, 1991; Denzin & Lincoln, 2011; Creswell, 2003, 2013a)

against the research questions, aims and objectives.

In Chapter 4, the participants’ responses/perceptions have been 

analysed and reported to understand the impact of digital transformations, which 

were, essentially, guided by themes in the literature as well as those that arose in 

coding the transcribed interview scripts, transcribed WeChat responses and written 

responses. However, a brief discussion on digital native and digital refugee has been 

included in the impact analysis in chapter 4 and how the data/findings of  their well-

being and happiness is guided by the researcher’s understanding of participants’ 

responses. As many as twenty-seven questions were designed. However, while most 

of these questions were general in nature, there were specific questions that were 

designed for different participant groups. The participant groups were comprised of 

(i) Ministry of Information & Communications (MOIC), (ii) Ministry of Finance 

(MOF), (iii) Bhutan Post, (iv) Bhutan Development Bank Ltd (BDBL), (v) Citizens, 

(vi) Community Centre operators (CCOs), (vii) Ex-employees of Bhutan Post and 

(viii) The Opposition Party/Opposition Leader. In this chapter, the participants’ 

perceptions and the findings have been integrated or linked to wider research 

literature to underline the relevance of the research undertaken.

Chapter 5 is on digital transformation and Bhutan Post. The literature

on the impact of digital transformation from previous researchers has been 

extensively used to describe and substantiate the researcher’s own findings. The 

evolutionary history of Bhutan Post from being highly subsidy-reliant to a modern 

commercial public sector organisation is provided in Appendix A. Examples of 

Australia Post, India Post, Thailand Post and Singapore Post have also been drawn

on to compare and understand what Bhutan Post has been doing in the face of 
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shrinking postal business. This gives insights into how other postal organisations are 

adapting to changes in the digital era. This gives a sense of the direction in which 

Bhutan Post is moving and to understand not only whether it is able to withstand the 

challenges and risks associated with digital transformation but also to evaluate how 

successfully it has optimised the positive aspects of digital transformation. 

Experiences of a few countries, including Australia, in embracing digital 

transformation, such as the use of internet and mobile phone penetration, have been 

considered in order to draw lessons from their experiences. Documentary evidence of 

how Bhutan Post has evolved into a self-sustaining organisation has been included in 

this chapter. The challenges of embracing digital transformation have also been dealt 

with.

Chapter 6 discusses the rationale for establishing community centres, 

its roles and responsibilities, operational aspects and how they have benefitted the 

citizens, mainly rural citizens, thereby enhancing their well-being and happiness. 

Participants’ perceptions, mainly those of citizens, have been considered in 

discussing the immense benefits that CCs have brought to the rural citizenry.

Challenges and constraints faced at various levels by the government and the 

operators (earlier Bhutan Post and currently BDBL) have also been explained using 

the available literature, tour reports of ministry officials and the perceptions of the 

CC operators. A documentary evidence of how CCs have played a crucial role in 

improving the lives of the Bhutanese people and in helping the government to

achieve GNH has been included at the end of Chapter 6.

Chapter 7 deals with governmental and policy responses. Bhutan has 

recognised ICT as an essential tool for socio-economic development (RGOB, 2004). 

Therefore, in order to harness ICTs for the benefit of Bhutan, a co-ordinated and 
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concerted national effort to apply current technologies to its development challenges 

and to prepare itself for future opportunities that ICT will present have been initiated 

(RGOB, 2004). According to the Bhutanese government, the formation of the 

Ministry for Information and Communications in July 2003 presented the 

opportunity to forge this strategy. Notwithstanding the challenges that it faced, the 

government has appropriately responded to the opportunities and challenges posed 

by ICTs (Akhtar & Arinto, 2009/2010). Farris (2004) stated, “Bhutan is not an early 

adapter of ICT, so it has the opportunity to learn from the mistakes of other 

developing nations, and may wish to utilize the global knowledge networks of its 

donor community to ensure old mistakes from elsewhere are not repeated here” 

(p.172).

Chapter 8 discusses digital transformation and the wider implications 

that have emerged from the literature review, published sources, official documents,

etc. According to UNCTAD (2011), “ICT offers the promise of fundamentally 

changing the lives of much of the world’s population, and that affects many of the 

processes of business and government, how individuals live, work and interact, and 

the quality of the natural and built environment” (p.1). UNCTAD (2011) also 

asserted that ICTs are changing the way the world works and will continue do so into 

the future, and by its unprecedented power to move and process information, it 

impacts on global trading patterns, culture and governance and, in fact, every aspect 

of our society today. 

Therefore, this chapter discusses those emerging issues of digital 

transformation not specific to the study undertaken or are beyond its scope but which 

merits discussion.  In particular, emerging issues such as digital transformation and 

rural engagement, digital transformation and rural–urban migration, digital 
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transformation and family life, digital transformation and education, digital 

transformation and health, digital transformation and innovation, digital 

transformation and democracy, digital transformation and culture (language and 

dress code), digital transformation and privacy & security, digital transformation and 

environment, etc. have been lucidly discussed. Digital technologies impact different 

sections of society to varying degrees. The model developed by UNCTAD (2011) 

has been adopted to assess the impact of digital transformation in Bhutan and Bhutan 

Post. A wide range of examples of previous studies on social, economic and 

environmental aspects have been cited to substantiate the findings of the research

undertaken by the researcher. To the UNCTAD (2011) model, the researcher 

recommends incorporating the cultural dimension of the digital transformation 

impact as the study has adequately shown that digital transformation has a big 

influence on Bhutanese culture.

Chapter 9 discusses key findings, limitations, research 

significance/research contribution and recommendations. It has been divided into 

five sections. Section 9.1 discusses the key findings/results of the study undertaken. 

There are as many as thirteen findings. Generally speaking, notwithstanding its 

negative implications, digital transformation has been perceived to be good for 

Bhutan and Bhutanese society, although the degree of generalisability of the 

participants’ perceptions may not adequately represent the national population. 

Section 9.2 discusses the contribution of the study to future researchers. Given that 

this is the first PhD study on digital transformation and its impacts in Bhutan, such a 

study has a critical contribution to offer. Section 9.3 discusses the limitations of the

study and cautions that the findings are interpreted taking into consideration the 

limitations. Limitations on account of the size of samples, instrumentation of Skype
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interview recordings, the methodology used, and design of interview questions and 

choice of samples are discussed as some possible limitations of the research 

undertaken. Using a mixed method, larger sample size, drawing comparisons on the 

study of the impacts of digital transformation in other countries and other sectors of 

the economy and society have been recommended. Section 9.4 proposes the 

incorporation of culture as the fourth dimension of the Impact Analysis Framework 

of UNCTAD (2011). 

In the context of Bhutan, it is evident that digital transformation is 

hugely impacting its rich and unique culture and, therefore, it is recommended that 

culture is incorporated and a modified model used to assess the impact of digital 

transformation. The incorporation of a cultural aspect is indicated in green in figure 

9.1. Section 9.5 discusses the research significance, its theoretical and practical 

significance. The study suggests critical theoretical and practical contributions as it

provides valuable insights into the deeper understanding of digital transformation 

and its impacts in general, as well as the profound impact on Bhutan Post in 

positioning itself as a progressive, revenue-generating and self-sustaining corporation 

to help the nation achieve GNH.
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Chapter 2: Literature Review

2.1 Introduction

Chapter 2 spells out a detailed description of the study context, the 

rationale for investigating the impacts of digital transformation on culture, workplace 

and training through a single embedded case study on Bhutan Post and CCs. It also 

provides a brief introduction to GNH and its relevance to the research purpose; 

defines the concept of digital transformation as it is commonly understood and how it 

is to be understood for research purposes. The review of the wider literature on 

digital transformation and its impacts on nations, companies/firms, societies, families 

and individuals are provided in this chapter. A brief explanation of the rationale for

the establishment of CCs also forms a part of this chapter. Throughout the thesis, the 

participants’ perceptions on the numerous themes under investigation have been 

linked to or backed by, established literature.

2.2 Defining the Concept of Digital Transformation

“Digital Transformation” is one of the most commonly used words in 

business today and it is organizational change through the use of digital technologies 

and business models to improve performance (Wade, 2015). However, there appears 

to be an abundance of conflicting interpretations of the concept. Some consider it as 

synonymous with business transformation and that digital transformation is simply 

the natural evolution of the concept in an increasingly digital world where practically 

every innovation or transformation is enabled to some extent by new technologies 

(Venkatraman, 1994); others consider the concept to be limited to improvements in

business practices in the wake of what is known as the fourth industrial revolution 
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(Lee, Kao & Yang, 2014), and the increased connectivity of things (Castells, 2011). 

The fourth industrial revolution is defined as digital revolution that has been 

occurring since the middle of the last century, characterized by a fusion of 

technologies that is blurring the lines between the physical, digital, and biological 

spheres (Schwab, 2012). Yet another viewpoint is one that specifically points to 

technological investments intended to improve specific areas of the business, such as 

automating the manufacturing process or increasing top-line growth through new 

customer channels (Altimeter Group, 2014).

According to ITU (2008), mobile and digital technologies are 

expanding in to more areas of societies and economies, and the performance of these 

technologies continues to evolve at a rapid pace. However, technological revolutions 

are accompanied by profound changes and those in extreme poverty have the most to 

gain from better communication and access to information (World Development 

Report, 2016). While there is tremendous progress in the field of ICT, many are still 

left out because they do not have access to digital technologies. 

Norris (2001) stated:

One of the most important issues generating widespread concern in 

the emergent Information Age has been indications of a growing 

digital divide between Internet – haves and have-nots. A global 

divide has become strikingly evident in the chasm between 

industrialized and developing societies. A social divide is apparent 

in the access of rich and poor in each nation. And within the online 

community, a democratic divide is emerging between those who do

and do not, use Internet resources to engage, mobilize and 

participate in public life (p.1).
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The United Nations warned (as cited in Quibria, Ahmed & Tschang, 

2003), “The network society is creating parallel communications systems: one for 

those with income, education and literally connections, giving plentiful information 

at low cost and high speed; the other for those without connections, blocked by high 

barriers of time, cost and uncertainty and dependent upon outdated information”

(p.812). In 1998, UNESCO believed (as cited in Skuse et al., 2007) believed that the 

north–south divide could widen where most of the world’s population lacks basic 

access to a telephone as a result of which societies can be increasingly marginalised 

in terms of communication networks. However, Heeks (2010) believes to the 

contrary that digital technologies have spread very rapidly into developing countries,

with the internet increasingly widespread in developing countries and mobile phones 

close to ubiquitous. It is asserted that ICT has not only widened the economic and 

social activity but also equally deepened and transformed ensuring a more 

widespread and rapid growth of employment, productivity and output. Further, ICT 

has also improved access to facilities that enhance the quality of life resulting from 

expansion in information and communication technologies (Chandrasekhar & Ghosh, 

2001). Kshetri (2008) stated “…Information and communications technology (ICT) 

can also make an important development impact because it can overcome barriers of 

social, economic and geographical isolation, increase access to information and 

education, and enable poor people to participate in more of the decisions that affect 

their lives” (p.448). Rather than being mutually exclusive, Pinkett (2003) asserted, “ 

As community technology and community-building initiatives move toward greater 

synergy, there can be mutually supportive, rather than mutually elusive” (p.365).

Negroponte (1997) and Sachs (2000) talked about the “leapfrogging” 

characteristic of ICT that will enable not only the poor to catch up but developing 
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countries to take advantage of the experiences of developed countries (p.212). 

Worthington (2006) explained why digital transformation is no longer a luxury but,

rather, a necessity because of its pervasive nature of impacting the workplace, the 

marketplace, government and the community. In 2016, the International ICT Literacy 

Panel (as cited in Mehmood, Rehman & Haider Rizvi, 2016) asserted that the 

pervasiveness of the digital technologies impacting almost all spheres of life has 

necessitated the citizens to acquire a new set of skills. It also stated how the unique 

characteristics of ICT can strengthen as well as create new economic and social links 

through accelerated development process. Hanna (2003) asserted that the pace of 

ICT development is such that it has the tremendous potential of assuming a catalytic 

role in the overall national strategy for development.

Quibria & Tschang (2001) have pointed out about the potential 

benefits that ICT in enhancing the welfare of the poor in various ways. Mansell &

Wehn (1998) asserted that information and knowledge are expanding in leaps and 

bounds that have resulted in a multitude of benefits such as improved availability of 

market information, the creation of new economic opportunities, better access to 

health and education facilities etc. Kenyon, Lyons & Rafferty (2002) emphasised,

“how one can be excluded without being poor and can be poor without being 

excluded and action to increase accessibility to opportunities, social networks, goods 

and services could influence some dimensions of exclusion” (p. 213). The Human 

Development Report (1998) stated, “The revolution in information technology and 

telecommunications intensified the unbalanced flow of information” (p.63).

In the present age, technological advancements have vastly changed 

the playing field for many traditional corporations (Drucker, 2007) and developments 

in IT have allowed companies to fundamentally improve their business in many 
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ways, such as expanding and refining customer segments (Zettelmeyer, 2000), 

streamlining internal processes (Sharma & Gupta, 2004), improving customer 

relationships and communication (Kenny & Marshall, 2000) and re-designing 

supplier networks (Gunasekaran & Ngai, 2004). The fundamental nature of an open 

market society is that it does not allow for a status quo, over time, due to competitive 

pressure (Goss, 2015), which by extension means that incumbent firms need to 

constantly adapt to changing industry conditions by transforming the way they do 

business (John, Pouder & Cannon, 2003). This process of adapting to the changing 

environment can be a great hurdle for large corporations, but at the same time, it may 

offer the great competitive potential for those able to capture and implement the 

opportunities before others (Johne, 1999), especially if they are consistent in doing 

so (Reinganum, 1989). Digital transformation is known as the fourth industrial 

revolution (Lee, Chen & Yang, 2014), and allows for the increased connectivity of 

things (Fantana et al., 2013). Some specifically point to technological investments to 

improve specific areas of business, such as automating the manufacturing process or 

increasing top-line growth through new customer channels (Solis, 2014).

The gap between the information-rich and poor countries has sharply 

increased in the emergent years of this new technology (OECD, 1999; Norris, 2000). 

According to UNDP (1999), “the network society is creating parallel communication 

systems: one for those with income, education and literally connections, giving 

plentiful information at low cost and high speed; the other for those without 

connections, blocked by high barriers of time, cost and uncertainty and dependent 

upon outdated information (p.63). Katz & Rice (2002) asserted that as the economy 

becomes more information oriented, those who do not have access to information 

will be marginalised and put at a great economic disadvantage (a process known as 
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cyberbalkanization). They also noted that concomitant with economic benefits are 

political benefits and that without access to information resources the political voice 

of the minorities will be stifled (p.8). Furthermore, they asserted that new 

technologies may enhance or hinder access to information in a democracy (as cited in 

Deetz, 1989a, 1989b), in the workplace (as cited in Deetz, 1990) or in broader social 

or cultural contexts (as cited in Dervin & Shields, 1990). While communication 

technologies can bridge gaps between rich and the poor, powerful and powerless, and 

haves and have-nots and can provide new ways of participation and interaction, Katz 

& Rice (2002)  (as cited in Sanyal & Mitchell, 1999) asserted that they may also 

widen existing gaps, further blocking access to those already without access (as cited 

in Schiller, 1996).

The results from a field study on ICT intervention in the 

“Chandanbari” village in Bangladesh revealed that poverty is often equated with 

poor access to information (Ashraf, Hanisch & Swatman, 2009). Marker, McNamara 

& Wallace (2000) stated:

The poor are not just deprived of basic resources. They lack 

access to information that is vital to their lives and livelihoods: 

information about market prices for the goods they produce, about 

health, about the structure and services of public institutions, and 

about their rights. They lack political visibility and voice in the 

institutions and power relations that shape their lives. They lack 

access to knowledge, education and skills development that could 

improve their livelihoods. They often lack access to markets and 

institutions, both governmental and societal that could provide 
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them with needed resources and services. They lack access to, and 

information about, income-earning opportunities (p.7).

According to Cullen (2001), digital divide refers to, “The gap that 

exists in most countries between those with ready access to the tools of information 

and communication technologies, and the knowledge that they provide access to, and 

those without such access or skills” (p.311); and that access to the new information

and communication technologies have tremendous potential role in alleviating 

poverty in rural areas if such technologies are put in alignment with appropriate 

development strategies (Skuse et al., 2007).

In the context of research undertaken, it was intended to confine the 

research to the use of the internet, television, mobile phones, WeChat, Twitter and

Facebook and to examine their impact on Bhutanese society and culture and training 

needs. However, the study of Bhutan Post from its evolution as a mere traditional 

postal corporation to what it is today, impacted on the understanding of digital 

transformation and changed the consideration to it being “all digitally-enabled 

changes”, encompassing both radical and incremental improvements (Westerman’s, 

Bonnet’s & McAfee’s, 2014). Until recently, Bhutan Post was a traditional postal 

corporation with a huge universal social obligation (USO). It was heavily reliant on 

government funding in the form of subsidies. The Bhutan Postal Act was passed by 

Bhutan’s National Assembly in 1999 after the corporatisation of the erstwhile 

Department of Post & Telegraph in 1996 (Dorji, 2011; Whalley, 2004). Soon after it 

was corporatised, it was given the task of fulfilling its Commercial Mandate to 

evolve into a self-sustaining corporation. In light of evolving worldwide postal 

industry norms and culture of becoming self-sustaining and citizen-centric, the need 

to transform Bhutan Post was considered critical (Bhutan Post, 2010a). 
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Therefore, the study aimed assessed how Bhutan Post embraced 

digital transformation, revised its vision, mission and objectives, formulated sound 

policies, initiated appropriate plans and programs and gradually transformed into 

what it is today – a modern, profit-making entity (Bhutan Post, 2015).

Technological advancements are impacting nations globally, including 

Bhutan, and changing the playing field for many traditional corporations, such as 

Bhutan Post. Particularly, developments of ICT have allowed companies to 

fundamentally improve their business in many ways, such as expanding and refining 

customer segments (Zettelmeyer, 2000), streamlining internal processes (Dutta & 

Segev, 1999), improving customer relationships and communication (Kenny & 

Marshall, 2000), and re-designing supplier networks (Kaplan & Sawhney, 2000). 

Over time, an open market society no longer allows for a status quo due to 

competitive pressure (Schumpeter, 2013), which, by extension, implies that 

corporations such as Bhutan Post need to constantly adapt to changing industry 

conditions by transforming the way they conduct business (Johne, 1999). This 

process of adapting to the changing environment can be a great hurdle for large 

corporations, but at the same time it may offer the great competitive potential for 

those able to capture and implement opportunities before others (Johne, 1999), 

especially if they are consistent in doing so (Reinganum, 1985). Over the years, after 

its corporatisation, Bhutan Post transited into a digitally-enabled corporation (Bhutan 

Post, 2016a, 2016b), improving its performance as well as its reach, and that enabled 

it to become a self-sustaining and revenue generating entity.

This study focuses on investigating the impact of digital 

transformation on Bhutanese society in general and, in particular, how Bhutan Post 

recognised, captured and undertook transformative initiatives. In essence, the study 
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focuses on the digital impact on the culture, workforce and training needs in Bhutan 

Post by identifying typical practices and key success factors that companies with 

different innovation strategies face and how they differ depending on what part of 

their business they want to improve. The experiences of other postal companies 

provide ample validation for the use of different innovation strategies and approaches 

to raise the level of pro-activeness in their innovative efforts (Dodgson, Gann & 

Salter, 2008). The models of corporate entrepreneurship advocated by Wolcott & 

Lippitz (2007) provide solid foundations for corporate strategy, showing different 

ways for building up dynamic capabilities (Teece, Pisano & Sheun, 1997). Every 

company wants to avoid being pushed out by their competitors, and a good way of 

remaining competitive is to develop new business models to enhance their ability to 

change, adapt and re-purpose existing capabilities as necessitated by ever 

increasingly dynamic and volatile environments, especially those characterised by 

rapid technological change (Shuen & Sieber, 2009; Rindova & Kotha, 2001).

Christensen & Raynor (2013) and Corver & Elkhuizen (2014) argued

that a clear long –term vision and mission are essential in defining the way forward; 

otherwise, the value creation for the stakeholders would not be possible as a business 

would focus only on solving today’s problems (Kaplan & Norton, 2004). Change in 

management and becoming digital in its way of doing business, according to 

Andriopoulos & Dawson (2009), contributes to the continued growth of the 

corporation. Informed decision-making impacts strategic decisions shaping a

company’s future (Loucks et al., 2015). Apart from shaping the company’s future by 

informed decision-making, it also impacts smaller decisions that ultimately influence 

the health of a firm. McKenna (2000) asserted that every informed worker can 

effectively contribute to the organizational growth by being the voice of the brand.
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Lockwood (2006) believed that involving experts with diverse perspectives into

decision-making process is key to becoming a successful innovator because of the 

shared intelligence of the workforce.

World Development Report (1998/99) stated:

Recent development thinking has been based on the assumption that 

markets work well enough to ensure development and alleviate 

poverty. Our growing understanding of information constraints 

suggests that markets alone are often inadequate; societies also 

require policies and institutions to facilitate the acquisition, 

adaptation, and dissemination of knowledge, and to mitigate 

information failures, especially as they affect the poor (156).

UNDP’s Human Development Report (2001) emphasized that no

individual, organisation, business or government can afford to ignore technological

changes and its impacts and that such changes require shifts in public policy to 

harness technological transformation as tools for achieving human development. Van 

Winden (2001) pointed out how email and the internet made a difference in terms of 

easy social interaction among the socially excluded sections of the society. Wong 

(2002) warned how the phenomenal growth in information and communications 

technologies has created unprecedented opportunities, but at the same time also 

posing threats for the industrially backward countries. Modern technology, according 

to Galloway (2007), is increasingly perceived as having the potential to accelerate

economic development and in bringing about competitiveness. In 1999 the World 

Bank (as cited in Chapman & Slaymaker, 2002), stated that human capital, including 

education, can be more clearly linked to growth. The World Bank Report (as cited in 

Warschauer, 2003), stressed that ICTs could potentially improve access to 
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information consequently breaking down the barriers to the same. ICT is said to play

even an increasingly greater role in the development of nations and is recognized as

an indispensable tool for achieving international goals, such as the United Nations 

Millennium Development Goals.

In 2004, Ferguson (as cited in Kellner & Share, 2007), pointed out that 

contextualising the understanding of ICT effects within its social and historical 

dynamics allows us to explore the interconnections between information and power,

and that not only do humans need to learn how to use ICT but also there is a need to 

question them, to identify power relations and underlying patterns and thereby 

embrace the potential for empowerment that critical pedagogy offers. Chandrasekhar 

& Ghosh (2001) have pointed out the positive outcomes of ICTs developments and 

noted, “Developments in information and communication technologies (ICTs) during 

the last quarter of the 20th century heralded an information age in which economic 

and social activity has been widened, deepened and transformed. The more 

optimistic projections suggest that a computerized and net-worked world would not 

only ensure a more widespread and rapid growth of employment, productivity and 

output, but would also improve access to facilities that enhance the quality of life” 

(p.850). It is suggested that imparting required training and skills to health 

professionals in the possible uses of ICTs, providing them with access and 

connectivity would be beneficial to a much wider set of final beneficiaries and 

possibly help reduce the digital divide. 

According to Quibria, Tschang & Reyes-Macasaquit (2003), the 

digitalization of government operations in India has empowered the poor villagers by 

enabling them to improve control over their lives and their voices being heard. 

Increased access to local resources and effective participation in defining public 
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services has served their own needs (Skuse et al., 2007). Tachhi (2005) stated, 

“Content creation can be a powerful means of engaging people with media 

technologies and developing sophisticated ICT skills that has the added benefits of 

allowing them to voice their concerns and to acquire and share locally relevant 

knowledge. This can be seen as an example of the development of a creative ICT 

literacy and wider participation. Engagement with ICTs brought out innovation and 

creativity in marginalised users and communities both in content and in 

understandings of the media” (p.11). “Now that new technology makes (information) 

sharing much easier and cheaper than ever before, it is vital that these tools be used for 

the public good” (World Bank, 1999, p.142 cited in Graeff & Mehlkop, 2003).

However, while communication technologies can bridge gaps between 

rich and the poor, powerful and powerless, and haves and have-nots and can provide 

new ways of participation and interaction, Katz & Rice (2002)  (as cited in Sanyal & 

Mitchell, 1999) asserted that they may also widen existing gaps, further blocking 

access to those already without access (as cited in Schiller, 1996). Since the late 1990s 

and early 2000s broadband demand and penetration has continued to grow and 

broadband has become a necessary infrastructure for most businesses and a growing 

number of households.

2.3 Digital Transformation: A Global Perspective

From a global perspective, digital transformation can be defined as 

those changes associated with the application in all aspects of human society. Digital 

competence, digital literacy and digital transformation constitute what Martin (2009) 

calls as the third stage of digital technologies. Today, digital communication is 

making the world a smaller place, allowing for communication and dissemination of 
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information in many formats instantly, worldwide (Borgman, 2000; Cline, 2014). It 

has become incredibly useful for individuals and organisations to manage their 

affairs and gain access to information in ways people never dreamt of 20 years ago 

(Hobbs, 2010). According to Gui & Argentin (2011), digital transformation has had 

tremendous benefits to all sections of the society. Cline (2014) asserted that 

information communication technologies not only bring about significant changes in 

the lives but at the same time offered new opportunities for criminals, big businesses 

and powerful governments to hijack the digital infrastructure for their own selfish 

motives. This is why many individuals, societies, and even countries, have shut 

themselves away from Facebook and other technologies to avoid the risks negative 

consequences (Hobbs, 2010).

According to Seufert & Meier (2016), ICT will continue to evolve 

rapidly and impact the lives of people in many more ways. More broadly, Erstad 

(2010) argues that during the last few decades, ICT has greatly impacted the 

everyday life and the citizens’ actions and behaviour. Miah & Omar (2012) asserted 

that the quality of human life is greatly enhanced through accelerated economic 

development. According to Pigg & Crank (2004), the social dimension justifies 

individual efforts and willingness to adopt services when technology is introduced at 

an individual level. They asserted, “increasing community social capital is widely 

viewed as one of the benefits of the deployment of information and communications 

technologies” (p.58). According to Khalil, Lanwin & Chaudhury (2002), the 

increasing use of technology use helps in the development of new skills and habits 

that are ultimately useful across business and society. Continued rapid technological 

development will accelerate development further as “big data is mostly an 

opportunity, not a problem” (Russom, 2011, p.12).
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Underwood (2004) asserted that technology changes economy and 

society at large and that it is no surprise that digital technology is transforming the 

way Australians live. In Australia, penetration rates of smart devices are among the 

world’s highest, with more than eight in ten Australian mobile phone owners using 

smartphones. Possessing ever increasing computational power and access to vast 

swathes of information at their fingertips, everyday citizens manage their 

engagement and communication in the way they want and demand that providers 

keep up, forcing a new world order and driving a shift in old world hierarchies. The 

pace of change in modern digital economies, and in the information and

communications technology sector, in particular, is relentlessly accelerating (Ciborra, 

2005).

Eskinat (2016) commented:

Digital technologies—the internet, mobile phones, and all the other 

tools to collect, store, analyze, and share information digitally—

have spread quickly. More households in developing countries 

own a mobile phone than having access to electricity or clean 

water, and nearly 70 percent of the bottom fifth of the population 

in developing countries own a mobile phone. The number of 

internet users has more than tripled in a decade—from 1 billion in 

2005 to an estimated 3.2 billion at the end of 2015. The digital 

revolution has brought immediate private benefits-easier 

communication and information, greater convenience, free digital 

products, and new forms of leisure. It has also created a profound 

sense of social connectedness and global community (p.113).
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According to Baldwin & Clark (2003) and Castells (2011), the pace of 

change in modern digital economies, and in the information and communications 

technology sector, in particular, is relentlessly accelerating. Hanna (as cited in Hanna & 

Summer, 2015) believed that nations, economies and societies which are able to tap the 

immense opportunities resulting from with ICT-enabled change will both enhance 

national competitiveness and economic well-being of citizens but also be in a position to 

minimize associated risks.

Asian Development Bank (as cited in Orazbayev, 2012) stated:

ICT has the potential to ‘bridge the knowledge gap’ in terms of 

improving the quality of education, increasing the quantity of quality 

educational opportunities, making knowledge building possible 

through borderless and boundless accessibility to resources and 

people, and reaching populations in remote areas to satisfy their 

basic right to education… as various ICTs become increasingly 

affordable, accessible and interactive, their role at all levels of 

education is likely to be all the more significant in making 

educational outcomes relevant to the labour market, in 

revolutionising educational content and delivery, and in fostering 

information literacy (p.33).

Globally, information literacy is recognized as the sustaining force of 

a knowledge society (Castles, 2011). According to Catts & Lau (2008), information 

literacy is recognised as “a basic human right in the digital world as it empowers 

individuals ‘in all walks of life to seek, evaluate, use, and create information 

effectively to achieve their personal, social, occupational, and educational goals”

(p.5). According to Cullen (2001), “the digital divide is much more than a 
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‘technology access’ divide and it focuses on the higher end of ICTs involving the 

electronic of information using digital formats which may themselves be replaced by 

new technologies within next decade” (p.311). What is more alarming is the 

emergence of information literacy divide without the skills to use the technologies

and it is becoming increasingly evident that a principal factor in stimulating 

economic growth is an improvement in cognitive competencies and skills (Frechette, 

2002).

According to Lankshear & Knobel (2006), digital 

technologies, digital media, and digital devices have become ubiquitous and intrinsic 

in modern society and using one to interact with the others requires specific skill sets 

and digital or technological literacies. Digital literacy is fast becoming a necessity 

skillset for mediating life in the 21st century.  Jones-Kavalier & Flannigan (2006) 

have stated, “In our 21st century society—accelerated, media-saturated, and 

automated—a new literacy is required, one more broadly defined than the ability to 

read and write” (p. 8). The Australian Communications and Media Authority (2009) 

stated that the ability to confidently use, participate in and understand digital media 

and services is becoming an important prerequisite to effective participation in the 

digital economy. 

Warschauer (2003) stated, “The bottom line is that there is no 

binary digital divide and no single overriding factor for determining—or closing—

such a divide. Technology does not exist as an external variable to be injected from 

the outside to bring about certain results. It is woven into social systems and 

processes. And from a policy standpoint, the goal of bringing technology to 

marginalized groups is not merely to overcome a technological divide but instead to 

further a process of social inclusion. Realizing this objective involves not only 
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providing computers and Internet links or shifting to online platforms but also 

developing relevant content in diverse languages, promoting literacy and education, 

and mobilizing community and institutional support toward achieving community 

goals. Technology then becomes a means, and often a powerful one, rather than an 

end in itself ”(p.47).

2.4 Digital Literacy in Bhutan

ICT is a recent phenomenon in Bhutan and NSB (2013) reported that 

70 percent of the total population still lives in rural areas that not only have limited 

knowledge of ICT but also has limited access to ICT (Jamtsho & Bullen, 2007;

Tobgay & Wangmo, 2008). Bhutan embraced ICT only a decade or two ago (Gurung 

& Bhattarakosol, 2014), yet it is fast catching up with the rest of the world, as seen 

from the speed of consumption of these services (Kehal & Singh, 2005). Digital 

Transformation in Bhutan is often referred to as “going paperless” (BBS, 2016d). 

The advent of digital transformation has proved to be useful although it has divided 

the society into two halves – one with access to information and knowledge and the 

other without it (Tshering, 2007). Rinchen (2007) stated that the impacts for Bhutan 

and the Bhutanese people are all pervasive – and this is what this study will dwell 

upon. The speed with which digital transformation has taken over Bhutan has 

challenged the very core of Bhutan’s GNH developmental philosophy, which targets 

reduced consumption and controlled access to modernisation (Ura, 2011). While 

Bhutanese society, government and economy are all riding on the benefits of digital 

transformation (Kehal & Singh, 2005), it is also eroding its uniquely rich culture of 

closely-knit society and spitting out unwanted social and technological outcomes, 

such as the digital divide, e-waste and the inability to cope with the pace of digital 

transformation (Balasubramanian & Nidup, 2007). There is a growing concern at the
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government, social and family levels regarding the negative impact of digital 

transformation and there is a growing demand for interventions (policy and 

advocacy) to address them. However, no effort has been expended to understand the 

full extent and magnitude of the impact on Bhutanese society, culture, workforce, 

training or the economy so far, a pre-requisite for developing strategies for proper 

consumption of digital transformation services without hurting the society, culture, 

economy or youth. There is no information or research that can provide credible 

information for policy decision making or developing advocacy and awareness 

materials (Dorji, 2011). 

Using Bhutan Post and CCs as a case study and generalizing my 

understanding of the participants’ responses, this research is designed to assess the 

impact of digital transformation on Bhutanese society, culture, workforce and 

training to generate knowledge and information to effect policies for a more effective 

and efficient consumption of digital transformation services with minimal negative 

impact. To some extent, the researcher believes that his understanding of the 

participants’ responses about the impacts of digital technologies could be applied to 

generalize the same in the national context.

Viewed from a digital literacy perspective, Media Awareness Network 

(2010) asserted that the basic skills gained through formal education up to twelfth

standard and informal through self-exploration and social interaction are the 

foundations of the skills. It also stated that skills developed through post-secondary 

education, occupational training and life-long learning would also form a part of 

basic skills needed to effectively participate in a knowledge-based digital economy.

Digital technologies demand continual learning and re-learning necessitating a 

change in the role of learning and education (Trilling & Fadel, 2009). Media
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Awareness Network (2010) also pointed out how important it is for the organizations

to provide necessary support to their employees in terms of developing their digital 

literacy skills once they are in employment in order to derive the benefits of digital

media in the workplace. Mansell (2003) stated, “For citizens to make sense of the 

information they receive, they need skills” (p.410).

Workforce and their skills are considered as challenging areas for 

digital evolution and that many agencies do not necessarily possess the skills to 

optimize the benefits of digital transformation (Gerald et al., 2015). Boar (2002)

pointed out how important it is for digital strategists to devise a plan that clearly 

identifies what skills and capabilities their workforce needs and how they are going 

to secure them. Khalil, Lanwin & Chaudhury (2002) asserted that it is vital to 

genuinely provide the workforce new skills and not just equipping them with new 

awareness. Technology will become even more intuitive and ingrained in our daily 

life and that the better equipped we are to handle this technological shift, the better 

our adjustment to it; otherwise, he believes, the one unable to adapt or adjust will be 

out of the game. Anderson, Lavin & Van der Heyden (2016) stated, “The enhanced 

capability and affordability of technology caused by digital innovation is leading to 

fundamental changes in how business is conducted, organisations are managed, and 

consumers behave” (p. 51) and that a workforce with 21st digital skills is integral to 

any organisation’s digital transformation strategy (Ilomaki, Kantosalo & Lakkala, 

2011). Seufert & Meier (2016) asserted, “Key to success in learning is the focused 

pursuit of learning outcomes through the orchestration of activities, tools and media”

(p.29) and limited skills in digital skill areas such as reading, numeracy and problem 

solving would fundamentally pose a challenge in the attaining ICT literacy. 

According to Huber (1990), being able to contextualize and use the knowledge and 
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skills of any field of competency is crucial in achieving individual and organizational

effectiveness. Ilomaki, Kantosalo & Lakkala (2011) stated that the use of computers 

in retrieving, assessing, storing, producing, presenting and exchanging information is 

essentially an important element of digital competence. It also stated that it is 

necessary for organizations to arrange training programs for their employees to 

update on digital skills for furthering their effectiveness through improved 

implementation of emerging technologies. Carnevale et al., (as cited in Carnevale, 

1990) asserted, “New technology, participative management, sophisticated statistical 

quality controls, customer service, just-in-time production the workplace is changing 

and so are the skills that employees must have in order to change with it” (p.1). It 

was asserted that it is vital for senior executives to possess a thorough understanding 

of digital technologies and their business applications. “Digital competence needs to 

be developed all the time with the changing tools and practices people use in their 

work, study and leisure time (Ala- Mukta, 2011, p.5). In 2001, Heeks (as cited in 

Mansel, 2002) asserted, “Much can be done by extending existing new media 

initiatives to citizens through creative organisational and investment strategies” 

(p.21).

European Commission (2008a) stated, “There is a growing demand from 

employers for transversal and cross-cutting skills, such as problem-solving and 

analytical skills, self-management and communication skills, linguistic skills, and 

more generally, "non-routine skills” (p.39). It further stated, “…The skills required to 

achieve digital competence ... underpinned by the basic technical use of computers 

and the Internet” (p. L95/96).
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Figure 2.1 depicts various types of literacies and how they are 

interrelated or interwined with one another.

Figure 2.1 Digital Literacy and Other Related Literacies

(Source: Adapted from IPTS (Ala-Mutka, 2011)

Coiro et al., (2008) argued that digital literacy is to be recognized as a 

basic skill as the way we read, write, listen and communicate today has changed than

before (Glister, 1997). To a larger extent, Bawden (2008) recognized digital literacy

as an essential requirement for life, or even as a survival skill (Eshet-Alkalai, 2004) 

in this digital society (Martin & Grudziecki, 2006). It has been pointed how 

'technology literacy' (Amiel, 2006, p.251), 'new literacies' (Coiro et al., 2008, p.14), 

or 'multimodality' (Jewitt & Kress, 2010, p.347) or digital literacy is intertwined with 
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media and information literacy (Andretta, 2007; Bawden, 2008; Hartley et al., 2008; 

Knobel & Lankshear, 2010; Livingstone, 2003). Regardless of how it is understood, 

Hartley et al., (2008) asserted that the skills are required seen as essential to manage 

information in order to distinguish the virtual from the real world and to see the 

connections between these two domains. They recognized the importance of using

Internet-based services and technologies in order support critical thinking, creativity 

and innovation.

Coiro et al., (2008) stated, “New literacies are deictic; they rapidly 

change as defining technologies change. The new literacies of the Internet and other 

ICTs are not just new today, they will be newer tomorrow and even newer next 

week, and they will be continuously renewed on a schedule that is limited by only

the human capacity to keep up” (p.14). In 1994, Manguel (as cited in Coiro et al.,

2008) argued that “literacy has always changed as technologies for literacy have 

changed” (p.14). In 1998, Christ & Potter (as cited in Livingstone, 2003) defined 

media literacy as the ability, “To access, analyse, evaluate and communicate 

messages in a variety of forms” (p.6). Ala-Mukta (2011) stated the Alexandria 

proclamation as, “Information literacy empowers people in all walks of life to seek, 

evaluate, use and create information effectively to achieve their personal, social, 

occupational and educational goals. It is a basic human right in a digital world and 

promotes social inclusion in all nations” (p.25) and “the networked nature of 

information and related processes is often referred to as “Internet literacy” or 

“Network literacy” (p.24). 

Eshet-Alkalai (2004) defined digital literacy, “as survival skill in the 

digital era. It constitutes a system of skills and strategies used by learners and

users in digital environments” (p.102). The definition provided by Clark & Visser 
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(2011) includes both cognitive and technical skills in employing ICTs to find, 

evaluate, create and communicate information within the digital environment.

Robles (2016) talks about fervent attempts to balance change and for continuity of 

traditions that is highly visible in education policy texts and everyday discourses.

Evan (2015) stated about the pervasive nature of technology in this rapidly 

changing digital world and hence the need to redesign the curriculum to suit the 

evolving needs of the digital society. Distance education in Bhutan, according to 

Jamtsho & Bullen (2008) is one important strategy adopted by the Education 

Ministry. It is aimed at enhancing the literacy of in-service teachers who have had 

missed the opportunity of pursuing higher academic studies for one reason or the 

other.

According to Ala-Mukta (2011), “Technologies are increasingly being 

used in society and the economy, and this is transforming ways of working, studying, 

communicating, accessing information and spending leisure time. Being able to 

benefit from digital tools and media can support all the spheres of life in society 

today. The internet and social technologies are increasingly used by all groups of 

citizens” (p.5). However, it is stated that what benefits citizens gain from the use of 

technologies will differ from one user to another. People without sufficient digital 

competence run the risk of being excluded from important activities and might even 

endanger themselves in their usage of digital tools and media by not being able to 

take full advantage of the opportunities available. The significance of digital literacy, 

according to Martin & Grudziecki (2006) can be best understood from the following 

words:

In the e-permeated society, a society also increasingly unpredictable and 

uncertain, “digital literacy” becomes not only a key factor in enabling participation in 
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education, as well as employment and other aspects of social life, but also a means of 

gaining some understanding of the world (p.249). ITU (2008) stated that technocratic 

solutions alone cannot meet every challenge posed by the ICT revolution and that 

policy makers need a strategic-framework to guide their thinking about ICT-enabled 

transformation ecosystem if they are to pursue coherent policies and mutually 

reinforcing ICT-enabled development initiatives including efforts to bring in to the 

mainstream of ICT revolution those that run the risk of being left behind.

In this networked society, Kane et al., (2015) argued that nations, 

economies, and societies can realise tremendous opportunities and minimise the 

associated risks associated with ICT enabled change that would not only enhance 

national competitiveness and economic wellbeing of citizens but promote sustainable 

change. However, Callon (1987) believed that it is of strategic significance to 

manage such transformation in the most advantageous direction although conflicting 

interests could act as a hurdle in doing so. Warschauer (2003) asserted that, 

“computer–mediated communication qualitatively changed existing forms of 

representing, organizing, and sharing information in four important ways” (p.24). In 

1997, Annan (as cited in Mansell & When, 1998) argued that, “…information and 

knowledge are expanding in quantity and accessibility. In many fields future 

decision-makers will be presented with unprecedented new tools for development”

(p.6).

Coiro et al., (2008) stated:

The rapid, differential rate at which access to the internet is 

taking place is one aspect of the speed with which change is 

taking place in the technologies of literacy. It is not just that a 

single technology of literacy has changed with the 
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appearance of the Internet, as a technology, permits 

immediate, global, and continuous change to literacy 

technologies to themselves. Never before has this potential 

existed within a central technology for literacy. The Internet, 

possessing the potential to contribute to the continuous 

redefinition of literacy, has been a major factor in making 

literacy deictic (p.5).

According to Faris (2004), ICT as a tool to accelerate processes, 

especially knowledge intensive processes is becoming increasingly evident from 

global experience that it can bring about a transformative impact in furthering a

development agenda if appropriately used. It is reported that most developed 

countries are simultaneously undergoing other transformations: a rapidly ageing

population running parallel with exceptional advances in information and 

communication technologies; declining birth rates and increased life expectancies 

meaning that populations worldwide are getting older. Equal to this rapid population 

shift is the rate of technology’s integration into the everyday activities of human 

beings (Coughlin et al., 2007).

2.5 Historical Journey of Digital Transformation in Bhutan

According to Tobgay & Wangmo (2008), Bhutan is a landlocked and 

undeveloped country. Its most prominent challenge is its access to world markets.

It’s constrained by limited domestic resources for investment in public goods and 

governance and it has poor internet connectivity (Tshering, 2007; Wangmo & 

Tobgay, 2008; Wildermuth & Suberi, 2017). One of the major factors underlying the 

digital divide between the developed and developing nations is poor connectivity of 
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the internet in the least developed countries (Heeks, 2010; Norbu, 2016). This 

situation is worsened for a landlocked and underdeveloped country (Reitsma, 1983; 

Tobgay & Wangmo, 2008; Wildermuth & Suberi, 2017). 70 percent of its population 

live in the rural areas (Dorji, 2014). It faces geo-demographic constraints for the roll-

out of ICT infrastructure, including harsh terrain and small scattered populations. It 

does not have adequate ICT and knowledge-workers (BIPS, 2004). Coordinating ICT 

initiatives is yet another challenge. Most of the ICT projects are resource-driven 

rather than needs-driven (BPIS, 2009/2010). These distinct characteristics that makes 

the planning of media development both complex and exciting (Pek, 2013), and 

Bhutan cannot, and should not, be an exception to the digital transformation process. 

                     Critical theory- and evidence-based perspective on the ongoing 

conceptualisation and implementation of the Bhutanese government-to-citizen (G2C) 

e-governance platform has been provided in the ensuing discussions. The need to do 

so arose because of the research based on the case study involving Bhutan Post and 

Community Centres (CCs). According to Wildermuth & Suberi (2017), G2C 

Services has been a flagship initiative of the government in recent years and 

centrality has been assigned to e-governance policies in the envisioned socio-

political transition and ongoing strive for democracy, good governance and 

devolution since 2008. They asserted that a future qualitative expansion of the G2C 

initiative into a full-fledged, web-based communicative infrastructure for state-

citizen interaction, premised on the overriding development philosophy of Gross 

National Happiness (GNH) is considered critical to narrowing digital gap. E-

governance, according to Widermuth & Suberi (2017) is viewed as a more complex 

and dynamic process, providing a space for and enhancing interactions between 

various agents in democratic governance, i.e. citizens/consumers, civil society, the 
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private sector, state authorities and the polity, both on a national and international 

level. G2C initiative was launched in 2011 through CCs to bring public service 

reforms in our country (Thinley, 2011), particularly on the backdrop of issues 

hindering a delivery of efficient public services due to lengthy and unclear 

bureaucratic procedures (RGOB, 2013). As such, over 200 services across 22 

government departments and agencies have been identified to go online through 

G2C Initiative; out of which 54 e-services were currently in use and 29 services 

available from the CCs (MOIC, 2015). According to Norbu (2016), the Royal 

Government of Bhutan (RGoB) recognized that in order to make basic services 

available to the rural population and contribute to poverty reduction at the local 

level, enhancement of public service delivery is necessary. Enhanced public service 

delivery not only contributes to poverty reduction but also supports and facilitates 

Good Governance by establishing transparent and accountable systems and 

processes (Thinley, 2012). The Good Governance exercises of 1995 and 2005 were 

deliberate attempts to enhance public service delivery in Bhutan (G2C, Final 

Evaluation Report, 2013).  Furthermore, the country’s Five Year Plans have always 

attached high importance to enhance Good Governance. Various strategies and 

policies like “Bhutan’s Vision 2020” an essential policy document, also reflects the 

importance of Good Governance in achieving the country’s development goals.   

While G2C Initiative is expected to bring improvements in public service delivery 

system through faster, reliable, efficient and effective means, simultaneously the 

government also intends to improve transparency and empower citizens, which is 

the bedrock of Good Governance (Norbu, 2016).
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                         Basically, the study on CCs covered the following interview 

questions:

(a) What are the citizens’ perceptions towards G2C services delivered at 

community centers? (b) To what extent are G2C services delivered at CCs 

being used by the citizens?  (c)  What is the awareness level of citizens on 

the existing G2C services delivered at CCs (d) How have the existing G2C 

services catered through CCs benefited communities in terms of empowering 

citizens and (e) What are the perceptions of the participants, mainly that of 

the citizen participants in terms of enhancing their well-being and 

happiness?

Norbu (2016) and Wildermuth & Suberi (2017) asserted that   

new technologies offer the possibility of governments to become far more 

responsible to the will of the people, to work and make democracy work better than 

ever before. Internet offers governments the opportunity to achieve a quantum leap 

toward’s democracy (UNDP, 2002). The State of the Nation (2011) stated that G2C 

Initiative was launched with the view to bringing public service reforms that have 

been hindered by lengthy and unclear bureaucratic procedures. The report also stated 

that the poor, ignorant and those living in remote areas and therefore the neediest 

faced the greatest difficulty in accessing public services thereby making the 

government services transparent, equitable and timely. Towards this end, the delivery 

procedures are to be shortened, made friendlier, and where possible, delivered at 

home without the citizens having to run from one office to another or travel long 

distances, incur costs and waste time waiting for unpredictable responses (Norbu, 

2016; Wildermuth & Suberi, 2017). 
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According to Norbu (2016) as cited in The State of the Nation 

Report, 2013 further cemented the evolution of G2C Initiative by reporting that, the 

government had completed identifying over 200 services across all government 

departments and agencies that would go online through G2C Initiative. All together 

over 140 services—ranging from civil registration, education, pension, business, 

security clearance, jobs, agriculture, forestry, livestock and allied services were 

reported as available online by the end 2013. As integral component of G2C 

Initiative, the concept of Community Centers also emanated as a result of G2C 

project implementation. The Community Centers were particularly established to 

serve as single access point for delivering a package of G2C as well as  non-G2C 

services (Off-line services including photocopy, fax, printing, scan, passport, postal 

and Bank services) to rural citizens (https://www.mohaca.gov.bt).  As of today, every 

Geog in the country is reported to have one Community Center. G2C office has been 

directly established under the supervision of the Office of the Prime Minister by 

November 2014 through an initiative known as “Zhung ley Meseer Lu Zhabtog” 

(https://www.citizenservices.gov.bt). Therefore, today G2C office in partnership with 

Bhutan Post, Bhutan Development Bank limited (BDBL) and DITT, is reported to 

offer 54 e-services, out of which 29 services are available from Community Centers 

thereby making the lives of the people easier (MOIC, 2015).

According to Warschauer (2003), the notion of the digital divide is no 

longer confined to physical access to computers and telecommunications but has 

widened its scope to include issues such as access to information and additional 

resources that would allow people to effectively use technology. Mansell & When 

(1998) also share the same notion that issues such as increasing people’s 

opportunities, developing appropriate content and people’s capacity to use ICT 
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would effectively bridge the digital divide through its unprecedented power to move

and process information impacting on global trading patterns, culture and 

governance. In fact ICT impacts on every aspect of our society today (RGOB, 

2005a). The RGOB (2004) stated that, “With people at the centre of development, 

Bhutan will harness the benefits of ICT, both as an enabler and as an industry, to 

realise the Millennium Development Goals towards enhancing GNH” (p.25).

Kawai, et al., (2017) stated:

Today, GNH as a developmental paradigm is seriously implemented 

in all areas of development including higher education and 

Information Communication Technology (ICT). ICT can affect the 

achievement of the component goals of Gross National Happiness, 

both positively and negatively. The concept of ICT-enhanced GNH 

society has become an interesting aspect of Bhutan’s progress towards 

the goal of GNH (p. 137).

In a similar vein, GNHC (2013) stated that Bhutan finds itself in the 

midst of a social, economic and political transformation with tremendous 

opportunities and challenges triggered by digital transformation and 

globalization. “Balancing the GNH philosophy with growing Western and 

globalized influences will be an increasingly difficult challenge. Growing 

consumption has been a topic of discussion for more than 10 years. The 

opening of the country to TV in 1999 also entailed an opening to influences 

from advertising and other media, and some Bhutanese writers have expressed 

worries that this might lead to popular desires that clash with the GNH concept

(Stiftung, 2013, p.74).
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The issue of rural–urban migration is a societal change that could be 

the result of digital transformation and the increased mobility of individuals could 

lead to changes in the level of trust that people have for each other (Dorji, 2012). 

According to Wangyel (2001), traditional values are endangered with the emergence 

of lifestyle differences between urban and rural Bhutan due to economic 

modernisation. A number of social problems are also on the rise; for instance, social 

crimes like burglary, murder and suicide are on the rise, and some places are no 

longer safe, especially in urban Bhutan. These incidents suggest the need to examine 

the role of social values and culture that have inculcated a strong sense of co-

existence and co-dependency as a community (Choden, 2016; Ura, 2011).

Technology is seen to be a transformative tool that significantly 

impacts the way we live, learn and work and as such, it can be used to achieve Gross 

Organizational Happiness (GOH) which is an extension of GNH (Tobgye, 2015). 

The International ICT Literacy Panel (2002) stated that the quality of people’s lives 

and the wellbeing of a nation could be enhanced by technological changes. It also 

pointed out that skills and knowledge acquired through education and training would 

enhance the quality of education for the workforce of the future and that higher 

levels of ICT literacy have the potential to transform the lives of individuals who are 

able to develop the necessary skills and knowledge and that of the society as whole 

(Martin, 2008, 2009). According to Faris (2004), “ICT is a tool to accelerate 

processes, especially knowledge intensive processes. It is becoming increasingly 

evident from global experience that ICT can wield a transformative effect, and if 

properly harnessed and in the right conditions can advance a development agenda”

(p.147).
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2.6 Digital Transformation and Bhutanese Culture

In the global context, culture is believed to have numerous 

implications in different disciplines and with diverse contents. It often relates to the 

intellectual, musical, artistic and literary products of a society (Harrison & 

Huntington, 2000) and that beliefs, values, practices, institutions, attitudes, human 

relationship and the underlying expectations prevalent among people in a society 

affecting social development are considered as aspects of culture (Harrison & 

Hungtington, 2000). The homogenisation of culture is an inevitable phenomenon,

and a new term “global unity” or “social integration” in the mid-1980s became 

consequent upon the ensuing global development of the social economy and 

communication (Robertson, 1992, p.6). Described alternatively, this phenomenon 

can be seen as a compression of the world into a single place (Weiss & Joyce, 2009; 

Robertson, 1992) owing to the loss of multiculturalism (Wu, 2012).

Bhutanese polity has always been influenced by historical, cultural 

and religious factors that predominantly affect the lives of Bhutanese in one way or 

the other (Mathou, 2000). According to Ura (2011), Bhutan is distinctively unique in 

several ways; culture being one of the outstanding points of Bhutan's distinctiveness. 

It is devoutly a Buddhist country and is fiercely proud of its traditions and culture,

where GNH eclipses GDP. Chophel (2011) asserted that the government places 

paramount importance on its rich traditions and culture as one of the important ways 

of safeguarding its identity, sovereignty and independence. Clear cultural imperative 

is articulated in Bhutan's distinctive path of development, a GNH-led development 

model (GNHC, 2013).

Thinley (2007) asserted that, “increased exposure to global 

cultures and consumption of mass media has spawned the growth of a modern 
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cultural trend that challenges the survival of the material and non-material contents 

of Bhutanese cultural identity” (p.70). The effects of digital transformation are 

already evident in Bhutan (Pek, 2013; Dorji, 2011). Tourism, financial services, 

world-class education and health services are all “green” services that can grow and 

thrive in Bhutan with, and through, ICT developments (Teoh, 2015).

Bhutan is a small country in a globalised world (Whalley, 2004; Pek, 

2013). It was a “hidden” land for centuries with high ideals (Lee, 2014, p.5). It is 

rightly argued by Dorji (2011) that it is a traditional society with many ancient values 

still intact. However, with rapid globalisation, media has become a “new found toy” 

for Bhutan, and this could pose serious challenges to Bhutan’s very survival (Pek, 

2013). According to Hirosato (2001), “Asia encompasses a great diversity of 

countries, including small countries such as Singapore or Bhutan and gigantic 

countries such as India or Peoples’ Republic of  China (PRC)” (p.2) and that, 

“developing countries have gone through rapid changes in recent years, politically, 

economically and socio-culturally” (p.1). It is further asserted that the ICT revolution 

in Asia or other developing countries need to invest heavily in education and ICT 

related activities in order to increase productivity, gain competitiveness, and 

maximize the benefits. Wolfensohn (1998) stated that “New technology greatly 

facilitates the acquisition of knowledge, offering developing countries unprecedented 

opportunities to enhance educational systems...and widen the range of opportunities 

for business and the poor” (p.9). Wong (2002) pointed out that the explosive growth 

of ICTs in recent years, particularly the rise of the internet and its related 

applications, has created unprecedented opportunities, but not without potential 

threats for late-comers in the industrialization process. 
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Role of Media in a GNH society is that it can help to 

strengthen its identity and values but at the same time it is a two-edged weapon that 

can threaten its values. When globalisation came along, it also became in a way 

Bhutan’s latest threat because media were considered as powerful purveyors of 

globalisation and global values. (Pek, 2013; Dorji, 2012). Modern media came to 

Bhutan with all its temptations. Modern media which is very strong in entertainment 

and commercialism is now Bhutan’s greatest influence and greatest challenge for 

Bhutan that emphasizes cultural values as its strength.  Media is referred to as “new 

found toys” in Bhutan (Pek, 2013). 

Lendorfer (2009) believed that culture has something to do with both tangible 

and intangible aspects finding concrete expression in its architecture and historical 

artefacts and also in its rich tradition of folklore, myths, legends, customs, crafts, 

rituals, symbols, traditional sports, astrology, poetry, drama, songs and dances.

According to Thinley (2007), culture is not to be defined in static terms but to be

considered as a living manifestation of civilisation. The Bhutanese government is 

taking every effort to understand the culture in dynamic terms in order that it retains 

its value and relevance to a society in a society that is continually evolving (RGOB, 

2008). Faris (2004) stated, “More broadly, as Bhutan transforms into a society more 

open to outside cultural influence, ICT can be used to record the living history of the 

nation’s older generation” (p.155). Bure (2006) asserted that “Technology is an 

integral part of modern society and social change. It plays both a part in shaping, and 

is shaped by, the patterns and practices of everyday life”(p.2). According to Batteau 

(2009) and Bijker (2006), technology is both culture and cultural artefact and thus to

be understood as neither the cause nor the effect of cultural change that shapes 

society by having economic and social impacts.
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Figure 2.2 Paro Taktsang (Tiger’s Nest)- Rich Cultural Heritage.

(Source: http://www.tigersnestbhutan.com/).

Impacts of rapid globalisation and technological advancements are 

visible, particularly in the younger generations (Thinley, 2004). Figure 2.2 portrays 

the Bhutanese heritage that encompasses historical sites, architecture and physical 

artefacts, its rich tradition of folklore, traditional crafts, arts and sports (Thinley, 

2007). According to Thinley (2013), Bhutan shares a common worldview and a 

sense of purpose; yet cultural differences within the nation are considerable, with 

each ethnic group making its own distinctive contribution to its living past. 

Bhutanese traditional arts and crafts draw upon a long tradition deeply imbued with 

spiritual significance (RGOB, 2000). For a small nation like Bhutan, culture is 

important as it plays a big role in safeguarding its sovereignty, security and 

independence. Culture affects the whole world whereby nationalisation and 

globalisation emerge as major issues with multicultural conflicts and fusion 

(Robertson, 1992). The Constitution of the Kingdom of Bhutan provides that the 

State shall do all that is necessary to preserve, protect and promote the cultural 

heritage of the country to enrich society and the cultural life of the citizens (Rapten, 
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2009; Burns, 2011; Sinpeng, 2007). Its amazing festivals, music and dances are 

known to the rest of the outside world (Ura, 2009).

Culture, in the words of Bhutan's former Education Minister Powdyel

(2007) means:

Culture is the way we proclaim our identity and our being - individual, 

social, national. We express it in the way we are, in our thoughts, in our 

actions, beliefs and superstitions, songs and dances, sports and games, 

weights, measures and units, art and architecture, faith and worship, 

rites and rituals, ceremonies and celebrations, language and customs, 

food and drinks, name and nomenclature, signs and symbols, dream and 

world-view. It is the manner in which we organize our life and our 

society, the way we forge our relations and build our categories of right 

and wrong. Culture is a uniquely human phenomenon and the human 

being is both the subject and object of culture (p.51).

From the above, Powdyel (2007), the former Education Minister of 

Bhutan, looks at different expressions of culture – the objective and the subjective, 

the tangible and the intangible, the soul and the substance; from the most physical 

and obvious to the most sublime and subtle. He considers it as primarily a human 

phenomenon where the human being is the field of study as well as the active agent 

of that study. Alternatively stated, culture is an expression of a person’s sense of 

identity, which is articulated in tangible and intangible forms. People express this in

different ways. For example, a person’s individual identity can be expressed through 

his or her beliefs, values, ideological orientations, preferences, choices, interests and 

lifestyle, which are intangible yet important as they help to sustain that person’s 

mental and spiritual life. Second, a person’s cultural identity may also manifest in the 
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form of his or her affirmation and experiences of being part of a social group 

(society) or community. This gives the person what we normally call “a sense of 

belonging”. Often one’s sense of right and wrong is prescribed by the society one 

lives in through convention and well-established social norms and practices. Third, a 

person also draws his or her sense of identity through affiliation with, or belonging 

to, a nation; that is, being a citizen of a country. The tangible form of culture that a

person affirms to, or participates in, often manifest in the form of physical objects 

and observable phenomena, such as rituals, dance, art and craft. These forms of 

culture also help to sustain a person’s life – spiritually as well as physically. Some of 

the main identifiers of Bhutanese culture, according to Walcott (2011), can be said to 

be the language spoken, the national dress mandated for Bhutanese in all official and 

daily functions, architectural style, and even the distinctive national dish. Thinley 

(2007) asserted that there is a likelihood that Bhutanese culture would degenerate if it 

is not impacted by media's positive role in the cultural domain and a positive public 

culture in Bhutan may never evolve.

According to Dorji (2011), in Bhutan culture is often understood as a 

national culture which was considered synonymous with national identity for more 

than three centuries. He argues that public culture is subject to continual change and 

such a change might lead to a new cultural identity. However, he cautions about the 

need to be more watchful about the change in values more than the external changes. 

Generally speaking, public culture is perceived to be under threat from globalisation 

owing to mass media (Dorji, 2006). Buddhist values are central to the daily lives of 

Bhutanese (Penjore, 2005). The active practice of Buddhism is the basis of GNH. 

The significance of the Buddhist religion is evidenced by public policy as a part of 

the preservation of cultural heritage. Monks, for instance, play an important role in 

Chapter 2: Literature Review 77



the fast evolving Bhutanese society. The religious history of Bhutan has a very 

strong bearing on its socio-economic and political development process (Thinley, 

2007). The preservation and promotion of Bhutan's distinctive identity would depend 

upon how best it is able to articulate an unambiguous cultural mandate (RGOB, 

2012). In order that its culture and heritage continue to retain their relevance and to 

live in the minds and imagination of its people, the Royal Government of Bhutan has 

found ways to promote a “cultural consciousness”, one that finds concrete expression 

in their policies and programs (Powdyel, 2004, p.3). According to Planning 

Commission (1999), ICT as a powerful force that can be both a destroyer and a

creator of values. Faris (2004) stated, “ICT can be used to archive and disseminate 

the artefacts of Bhutan’s unique culture” (p.172). Priesner (1999) stated, 

“Traditionally, cultural preservation in the Bhutanese context meant the containment 

of negative outside influences” (p.42). While the Bhutanese recognizes that impacts 

of modernisation may seem inevitable and forceful, it cannot be assumed that 

everything that is new should be unconditionally accepted (RGOB, 2012). The 

Bhutanese government feels that culture and heritage are too important to be left to 

chance (GNHC, 2013). Values are always subject to a continuous process of 

redefinition as they adapt to the needs and aspirations of a society in development. 

Cultivating cultural values among the wider public can sustain the appreciation of 

cultural heritage, especially through the means of adopting technology (Kuper, 

2009), and there are reflections and introspections on creativity and cultural 

management issues, including art education practices and curriculum reforms (Shiu-

Hing & Leung, 2014, p. 26).

Culture is highly sensitive, yet cultural values and their appreciation 

across the generations can be transmitted. Bhutan is a country committed to people's 
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happiness, and cultural values and beliefs are central to it (Lokamitra, 2004). 

Bhutan's culture is amazingly distinctive and the government is endeavouring to 

ensure that nothing is allowed to endanger its uniqueness (Dendup, 2007). Every 

government has a big responsibility to preserve and promote its nation’s culture and 

Bhutan is no different; GNH tends to incline to more traditional and classic culture.

The following paragraph details the roles of government in safeguarding cultural 

heritage – legally, administratively and financially:

... In a nutshell, government plays multidimensional roles in facilitating 

the metamorphosis of creative industries through financial means, 

policy tools, legal instruments, market intervention, organizational

revamping and educational measures (Shiu-Hing & Leung, 2014, p. 

27).

In Bhutan, some of the royal initiatives specifically aimed at 

promoting and preserving its rich cultural heritage deserve a mention. i) Good 

governments do not control the people through laws or incentives, rather it influences

people through leadership that is earned and not enforced or bought; ii) Governments 

must undertake the metamorphosis that they wish to see in their people, to realise and 

promote the benefits gained (RGOB, 2000). Penjore (2005) and Margolies (2005) 

stated that culture in Bhutan is still largely intact. Thinley (2007) believes that it will 

undergo profound changes, changes for the worse, leading to erosion of the value and 

belief system. Signs of this have already been noticed in Bhutan (O'Brien, 2008). 

Bhutan's second highest revenue is from tourism, thus preserving its age old 

traditions and culture is not only aimed at maintaining its distinctive way of being 

but is also a way to safeguard its economic sovereignty and independence (RGOB, 

2000).
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In 1999, RGOB (as cited in Thinley, 2007) asserted:

Today, it is the culture and tradition bequeathed to us by our 

ancestors that can protect us from some of the negative and 

indiscriminate forces of modernization and enable us to retain 

our identity and dignity in a world in which “culture” is 

increasingly defined as a global commodity ( p.74).

Sinpeng (2007) asserted, “Lastly, forces of globalisation will pose both an 

immediate and long-term threat to the identity and the cultural heritage of Bhutan. 

Past success of the absolute monarchy and the recent first-ever election rests upon 

the fact that Bhutan is an insular, conservative kingdom with strong roots in its 

traditions and little access to the outside world. To preserve its culture, the King was 

careful to modernise Bhutan without westernising it. Recognizing that Bhutan cannot 

remain isolated forever, the King began to open the country up slowly to the outside 

world” (p.44).
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Figure 2.3 The Nyikem Gongzhu Tshogpa 

Officials mandated to conserve and promote the country’s cultural heritage. (Source: 

Kuensel, June 11, 2014)

Such a royal initiative is highly indicative of the government's cultural 

imperative to conserve and promote the country's cultural heritage. Nyikem Gongzhu,

retired senior civil servants who were once awarded a red scarf (knighthood) by His 

Majesty the Fourth King because they are conversant with all aspects of traditions 

and culture (Figure 2.3), have been assigned the very important responsibility to 

assist the government in ways to conserve and promote Bhutanese cultural heritage

from what Escobar (2001) contends is an inevitable phenomenon of world-wide 

cultural competition, the deterioration of cultural values.

As previously discussed, culture is a living manifestation of 

civilisation and the tide of economic globalisation has accelerated cultural 

homogenisation (Duff & D.Li, 2014). Global development of social economy and 

communication has brought about social integration (Robertson, 1992, p.6). Because 

it lives in the minds of people it cannot be defined in static terms. If it is to retain its 
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relevance and vitality, it must be understood in dynamic terms (RGOB, 2009). 

Another initiative relevant here is the establishment of the Agency for Promotion of 

Indigenous Crafts (APIC) with a royal mandate to initiate ways to preserve and 

promote Bhutan’s rich cultural heritage (RGOB, 2012). Yet another initiative is the 

imposition of heavy fines and life imprisonment for stealing cultural items (Kuensel, 

2014a).

Loss of one’s language is worrisome (Kuensel, 2014c). The aphorism

“Ro Kha Mashey Rang Kha Jang meaning other tongues unknown, one's own 

forgotten” (Dorji, 2011, p.5), is an old Bhutanese saying that rings true more today 

than it ever did and epitomised in the case of the child who can speak Hindi (India's 

national language) as a result of watching of Hindi movies but is unable to speak 

Dzongkha well. While learning to speak in another language is considered good, 

losing one's own language is an ill effect of modern technology. The last paragraph 

of the article cited above reads, “Children speaking Hindi is one thing, but losing our 

own language is another” (Dorji, 2011, p.5). 

Very relevant to the instances cited above in regard to the loss of 

language and therefore culture and national identity in the context of Bhutan are the 

following locations provided by Dorjee (2007) in his article,"Cultural Imperialism 

and Linguistic Change: Impact of Cultural Imperialism on Dzongkha Borrowing". 

(i) Taxi thobchi-ga? – Got a taxi? 

(ii) Party minjo-ga? – Are you not going to a party?

(iii) Sha kg chi – A kilogramme of meat

Such examples are clearly indicative of an invasion of foreign 

languages that pose the threat of linguistic imperialism. Socio-cultural change, 
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according to Dorjee (2007), is inevitable in a fast globalizing world. This idea 

conforms to that of Stroud (2013) and such a reality is a sad reflection on our own 

deficiencies that calls for urgent redressal. GNH continues to be promoted as a

“balance between tradition and modernization ... the homogenizing impact of the 

West and globalization” (Walcott, 2011, p.257).

This article speaks of three separate instances of school children 

choosing to speak in Hindi when it has been made mandatory to speak either English 

or Dzongkha (the national language) in schools, raising concerns not only for the 

parents but for the government as well. Such instances are symptomatic of the loss of 

cultural values, traditions and language resulting from inappropriate use of modern 

technology. Evidently, there are indications that Bhutan is in danger of losing its own 

language. According to RGOB (2000), it is through the language that a Bhutanese 

distinguishes from a non-Bhutanese and therefore, language is more than a medium

of communication. Bhutanese language is a distinctive element of Bhutanese culture 

and heritage. Chophel (2011) asserts that culture and tradition are sources of identity 

and that in Bhutan it exerts a pervasive influence on identity. In 2007, Crystal (as 

cited in Perez Sanleandro & Chaplin, 2015) described the continual change in 

language in the following words:

“However language began, one thing is certain —it immediately 

began to change, and has been changing ever since. Languages are 

always in a state of flux. The change affects the way people speak as 

inevitably as it does any other area of human life. Language purists 

do not welcome it, but they can do little about it. Language would 

stand still only if society did. [...] The only languages that do not 

change are dead ones” ( p. 44).
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Tideman (2004) argues that GNH provides a very relevant alternative 

in the wake of the recent global economic crisis and the ever-increasing challenges of 

cultural loss, climate change and the environmental degradation. GNH is a powerful 

concept that is capable of providing a paradigm shift to the human obsession of

unlimited growth and the consumerist, GDP-driven model of development (Dorji, 

2012). Heeks (2012) asserted, “the pursuit of happiness is a founding principle of the 

US, a guiding principle for Bhutan, and a matter of ever-greater global concern and 

discussion worldwide” (p.26). Ura & Penjore (2009) noted that culture is a dynamic 

concept constantly evolving and continuously threatened by external forces and 

internal cultural and social change. According to Sherab (2013), Bhutan’s efforts to 

preserve and promote its culture are genuine and well-intended and can be noticed in 

the way it articulates its cultural imperative. Ura (2009) asserts that the people in 

Bhutan now face a sudden transformation and dislocation, bringing value and 

community disintegration to this conjuncture in its history. As such this calls for the 

need to produce morally educated citizens, the responsibility for which rests with the 

Ministry of Education. “Culture and heritage must remain a source of inspiration to 

our young people... they must learn to understand and accept that they are the future 

custodians of a rich and varied heritage” (RGOB, 2012, p.49). Of particular 

pertinence is Priesner's (1999) argument that GNH is a translation of Bhutan's 

cultural and social consciousness and its ongoing development, with the goal being 

to improve Bhutan's infrastructure, political institutions and social organisations. 

GNH, according to Mancall (2004), is an extension of the Buddhist philosophy of 

pursuit of happiness. In the face of rapid globalisation, it is critically important with 

questioning minds as products of Bhutanese education system to make every effort 

as custodians of rich cultural heritage not only to preserve and promote it but also 
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allow it to survive and flourish (Yangden, 2009). The maintenance of cultural 

heritage, according to Thinley (2007), is one of the four pillars that support the 

development of the concept of GNH. Thinley (2007) asserts that the commitment of 

the Bhutanese government to protect itself from the influences of the advent of a 

world culture is well articulated in the goals of education at all levels (Saul, 2000; 

Sherb, 2013).

2.7 Digital Transformation and Bhutanese Workforce

The modern world is characterised by knowledge, technology and 

innovation (GNHC, 2013). Presently, Bhutan is at a significant point in its history,

where it can transform itself into a knowledge-based society by keeping abreast with 

the digital transformation taking place around the world. Sharma (2008) pointed out 

that the world is changing fast and Bhutan cannot afford to be left behind, hence the 

need to develop its human resources to overcome the challenges offered by global 

competitiveness to create a knowledge-based society and to enhance competencies 

required for its development and well-being (GNHC, 2013). According to Gurung 

(2011), GNH is the over-riding philosophy of socio-economic development, social 

welfare and governance, and creating the right conditions for people to pursue 

happiness is not only the responsibility of the government but also the mandate for 

ministries, departments and other organisations (Bates, 2009; Ura, Alkire & Zangmo, 

2012; Donnelly, 2004).

2.8 Digital Transformation and Bhutan Post

“Digital transformation is the process of shifting an organisation from 

a legacy approach to new ways of working and thinking using digital, social, mobile 

and emerging technologies. It involves a change in leadership, different thinking, the 
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encouragement of innovation and new business models, incorporating digitisation of 

assets and an increased use of technology to improve the experience of your

organisation’s employees, customers, suppliers, partners and stakeholders” (Source:

http://www.the agileelephant.com/what-is-digital-transformation/). It is one of the 

most used buzzwords today, yet there seems to be an abundance of conflicting 

interpretations of the concept. Some think of it as synonymous with business 

transformation, and that digital transformation is simply the natural evolution of the 

concept in an increasingly digital world where practically every innovation or 

transformation is enabled to some extent by new technologies (Venkatraman, 1994). 

Others consider the concept to be limited to improvements of business practices 

following what is known as the fourth industrial revolution and the increased 

connectivity of things (Fanta et al., 2013). Some specifically point to technological 

investments to improve specific areas of the business, such as automating the 

manufacturing process or increasing top-line growth through new customer channels 

(Davenport, 2013). In some ways, in the context of my research, we might consider 

digital transformation to be all digitally-enabled changes in the way Bhutan Post 

conducts its business, encompassing both radical and incremental improvements. 

This analysis could be premised in how Westerman, Bonnet & McAfee (2014) 

defined digital transformation as, ‘the use of technology to radically improve 

performance or reach of enterprises’ (p.26) and in the process assess how it impacts 

the culture, workforce and training needs of the organisation. Campbell (2001) stated 

that digital technologies promote development and generate digital dividends by 

reducing information costs and also that they greatly lower the cost of economic and 

social transactions for firms, individuals and the public sector. Binswanger & Landell 

(2016) also stated that digital technologies promote innovation when transaction 
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costs fall to, essentially, zero. Arguably, no application of information technology 

will be more pervasive in the foreseeable future than electronic commerce 

(Brynjolfsson & Hitt, 2000).

Bhutan Post and Community Centres recently embraced 

digital transformation and therefore it is considered as an ideal organization to study 

the impacts of digital transformation on its culture, workforce and training needs. 

Bhutan Post is the designated postal operator of Bhutan and its vision is to provide 

quality products and services thereby making GNH a reality (Bhutan Post, 2011). 

Against this backdrop, the introduction of GNH was considered relevant to the study 

undertaken.

Through a case study on Bhutan Post and CCs, participants’ 

responses have been generalized in the national context. Although the examiner has 

commented that it may not be appropriate, given the sample size, to generalize the 

data/findings in the national context, researcher’s data/findings have been supported 

by existing data/secondary on similar studies particularly those of Wangmo & 

Tobgay (2008), UNDP (2014), Norbu (2016), Wildermuth & Suberi (2017), GNH 

Survey Reports (2010 & 2016). These studies provided adequate data to supplement 

the researcher’s data/findings to put them in the national context. In addition, a brief 

documentary evidence (UNDP Virtual Zomdu

https://www.youtube.com/watch?v=n6jqW-lLsNg) provided on page 249 in chapter 

6 clearly explains how the establishment of CCs has positively impacted the lives of 

the Bhutanese people thereby enhancing their wellbeing and happiness. Therefore, it 

may hold good to generalise the researcher’s findings in the national context, 

regardless of the sample limitations.
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2.9 Bhutan Development Bank Limited (BDBL)

The study of BDBL is beyond the scope of this research. However, a brief 

introduction of the company would be necessary as the operation and management of 

CCs were shifted to it from Bhutan Post and the researcher had to obtain permission 

from its management to conduct a study on CCs (BDBL/DMD/P-03/2015/2990 

dated 17th April 2015). However, the mandate and purpose of establishing CCs 

remained the same no matter who managed and operated them on behalf of the 

government.

2.10 Conceptual Framework

In this section, a conceptual framework is being proposed for this 

study based on the literature. The framework involves various concepts and 

definitions, such as digital transformation, digital literacy, organisational culture, 

change management and its techniques, principles, strategic plan, training 

opportunities, social media (Facebook), e-commerce, etc.

The conceptual framework in Figure 2.4 identifies the impact of 

digital transformation on the nation (government) and that, in turn, impacted Bhutan 

Post, its workforce, work culture, training needs and the Community Centres in terms 

of service delivery. Rouse & Baba (2006) arguably stated that transformation is 

fundamentally about change, and organisational change is the foundation of digital 

business transformation. Interestingly, this is what they had to say:

It is not just a matter of getting better at what we do. It is an issue 

of doing new things in new ways. This will necessitate 

fundamental change. Unfortunately, we will not necessarily 
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succeed with such changes. Indeed, most historical attempts at 

fundamental change have failed (p.69).

According to Romanelli & Tushman (1994), organisational change 

relates to people, processes, strategies, structures and competitive dynamics from 

which opportunities must be grasped and overcome challenges. Morton (1991) 

and Cummings & Worley (2014) asserted about the profound impact of digital 

tools and technologies in the way the businesses are managed. According to Wade 

(2015), the digital business transformation is all about change which by no means 

is easy to achieve, but for many firms, it is a competitive necessity for survival.

Not knowing how to respond to digital disruption could be a costly affair for a 

business. Digital disruption is spreading quickly across industries and many 

executives are unsure of the appropriate responses (Jarrett, 2009). According to 

Paroutis, Heracleous & Angwin (2016), change management significantly 

reshapes a company or organisation and such a change process, according to 

Kettinger, Teng & Guha (1997) deals with its impacts on people and teams in 

enhancing organisational goals and objectives Principles that Kotter explains in 

Leading Change (1996) and in The Heart of Change by Kotter & Cohen (2002) 

enable a firm or an organisation to understand and manage change successfully. 

Figure 2.4 Conceptual Framework
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Digital transformation, according to Iayashree & Marthandan (2010), is a 

very broad concept and could mean digital transformation in business (e-commerce), 

in government (e-government), in education (e-education), etc. In my research 

context, it relates to digital government (e-government) and digital business (e-

commerce). The idea of establishing CCs mostly in rural communities was conceived 

in order to take the G2C services to the doorsteps of the citizens. Bhutan Post was 

considered to be the most appropriate organisation to be entrusted with this 

responsibility (Bhutan Post, 2011b) and it was anticipated that the operation and 

management of CCs would bring greater efficiency and effectiveness to the overall 

corporate performance, enhancing its sustainability. 

Christensen & Raynor (2013) arguably stated that successful 

organisations operate with a clear business direction, using a vision and roadmap that 

define the way forward and that it is crucial to get the scope of the business right.

They argued, “Decisions about what activities to handle in-house and what to 

procure from suppliers and partners have a powerful impact on a new-growth 

venture’s chances for success. Most companies follow the core competency rule—if 

something fits your core competence, you should do it inside; if it’s not your core 

competence and another firm can do it better, you should outsource it to that firm”

(p.5). The organisational restructuring exercise of Bhutan in 2010 was also 

necessitated due to the challenges posed by the operation and management of CCs 

(Bhutan Post, 2010a). This was a huge responsibility that the government entrusted 

to the board and management of Bhutan Post. A separate division was created,

whereby the CC and ICT divisions were merged to ensure that the needed impetus 

was provided for achieving the desired outcomes by embracing digital 

transformation. Unlike other divisions within the organization, the CC division had 
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two full-time managers – CC manager and ICT manager (Bhutan Post, 2011b). The 

data analysis about the impact of digital transformation and Bhutan Post and CCs 

have been adequately dealt with in chapter 5.

In assessing whether or not the participants felt positively impacted 

with the advent of ICT and the establishment of CCs, terms such as ‘satisfaction’, 

‘response’ or ‘belief’ which are usually closely related have been used. Norbu (2016) 

defines satisfaction as the fulfillment of certain wishes, expectations of how fullfilled 

the needs of the customers/citizens are. But in order to find out whether people are 

satisfied with something depends on how they perceive. Generally speaking, 

perception is how people see the world around them. The biggest problem with belief

is that it is highly individual and cannot yield generalizations, as all the people have 

different perceptions of things.  In investigating the participants’ responses about the 

topic under consideration, words such as responses, beliefs and viewpoints have

been accorded due consideration and interchangeably used. Primary data/findings are 

primarily guided by how the researcher understood the participants’ beliefs about the 

research undertaken. 

According to Dolma (2016), the concept of ‘beliefs’ is considered to be 

very complex and has no fixed definition. Zimmerman (2006) stated that “belief 

cannot be defined” (p.1) and that beliefs have been described as personal principles 

(Tarmizi, Tarmizi, & Bin Mokhtar, 2010). According to Goldin (2002), belief is 

considered as internal schema that is developed and constructed from the 

accumulation of experiences which an individual encounters in life and 

unconsciously aligns with new information to guide action. Beliefs are relatively 

stable, but changes to beliefs take place when a person is deeply affected by being 

repeatedly exposed to new experiences that contradict their existing beliefs, and that 
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are believed to help individuals make sense of a changing world and influence how 

new information is recognised or excluded.  Charalambous et al., (2009) have argued 

that beliefs are related to personal understandings grounded on ideas about the world. 

Ambrose et al., ( 2004) asserted that beliefs are taken as the individual’s dispositions 

toward actions and serve as filters to complex situations, thereby making them 

comprehensible and shaping the individual’s interpretation of events. Simply stated,

when a person is faced with challenging situations, it is his/her beliefs that compel 

him/her to act in particular ways.  Perception is defined as “a process of 

interpretation of a present stimulus on the basis of past experience” 

(http://www.psychologydiscussion.net/perception/perception-meaning-definition-

principles-and-factors-affecting-in-perception/634).

According to Borg (2001), often enough, a comparative view is 

drawn between beliefs and knowledge. He asserted that beliefs are argued as “a 

mental state” which one holds and accepts as true, “although the individual may 

recognise that alternative beliefs may be held by others”, whereas “knowledge must 

actually be true in some external sense” (p.186). Similarly, Pajares (1992) argued 

that “belief is based on evaluation and judgment; knowledge is based on objective 

fact” (p.313). Roehrig & Kruse (2005) argued that a belief is a personal construct 

important to the holder’s practice. However, Österholm (2010) pointed out that 

beliefs cannot be unswervingly perceived or measured but must be inferred from 

what people say, intend and do. Lazim et al., (2004) asserted that, “beliefs play a 

significant role in directing human’s perceptions and behaviour” (p.2).            

In the direction of transformative change, the board and management 

of Bhutan Post was able to realise that successful digital transformation comes not 

just from putting new technologies in place but in taking advantage of the benefits 

92 Chapter 2: Literature Review



that new technologies have to offer that could radically improve the corporation’s 

performance (Davenport, 2013; Kline & Rosenberg, 1986). The major focus of re-

envisioning was on areas such as customer experience, operational processes and 

business models. It was also understood that successful digital transformation must 

be driven from the top and not happen bottom up (Morton, 1991). In other words, in 

view of the declining mail volume and conventional postal services, which resulted

in reduced revenue, a compelling transformative vision was introduced that focused 

on reshaping the organisation in order to optimise the use of valuable existing 

strategic assets in new ways (Quinn, 1992). Optimising the gain from investments 

that it had already made and envisioning radically new ways of working were 

considered necessary for it to achieve the expected outcomes (Davenport, 2013). 

Drucker (2007) argued that it was not just a technological change but a management 

and people challenge regardless of whether traditional or new technologies were 

used. A change in management was considered critical to the dynamics of the 

evolving organisation (Roco & Bainbridge, 2002) and a Second Deputy Managing 

Director was recruited that enabled the researcher to fully look after the Operations 

Department of the corporation, the operation and management of CCs being his 

major responsibility (Bhutan Post, 2011b). Digital technology is by no means the 

only driver of economic opportunity, therefore the need to draw the critical 

distinction between the promise of technology and the use of technology (Seufert & 

Meier, 2016). Baller, Dutta & Lavin (2016) stated that the use of technology leads to 

significant advances and improvement in the performance of companies.

Against the above backdrop, the conceptual framework sought to 

evaluate the impact of digital transformation on Bhutan and its society and to 

examine the governmental policy responses and its wider implications. In particular, 

Chapter 2: Literature Review 93



as a single case study, the study investigates its core areas of business, organisational 

culture, work redundancy resulting in lay-offs and how Bhutan Post became “digital” 

in response to the needs of changing times, thereby achieving Gross Organizational 

Happiness (Tobgye, 2015). The study engaged 25 participants using the qualitative 

approach to study the impacts of digital transformation on Bhutanese society, culture, 

workforce and training needs, taking Bhutan Post and CCs as a case study. 

Therefore, any conclusion drawn is based on the smallness of the sample size, the 

qualitative approach being adopted and the study being a single case study that

restricts the degree of the generalisability of the participants’ responses.

As mentioned earlier, the measurement of a happiness level was not within 

the scope of this study, it was primarily the researcher’s understanding of the beliefs 

or responses of participants that were considered in the evaluating of the impact of 

digital transformation and the establishment of CCs in rural Bhutan on their 

happiness and wellbeing. Interview questions had themes attached to them. 

Responses provided by the participants were analysed in the way the researcher 

understood about how the participants felt being impacted by ICT interventions. The 

data/findings was essentially based upon the researcher’s understanding of the 

participants’ responses about the effect of digital transformation. However, to 

validate his own data/findings, the researcher has used secondary data at appropriate 

places in the thesis.

Within the limitations stated above, the study also examines how the 

establishment of CCs has brought about transformative impacts on the lives of the 

Bhutanese people, thereby enhancing their well-being and happiness. The study also 

seeks to identify opportunities and challenges for infusing GNH into digital 

transformation for socio-cultural promotion, poverty reduction and delivery of high 

94 Chapter 2: Literature Review



quality products and services through its postal network and CCs to thereby make

Bhutan’s vision of GNH a reality (Bhutan Post, 2010b). It is this framework that has 

underpinned the study and the knowledge “constructed” from it.
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Chapter 3: Research Design and Methodology

3.1 Introduction

This general framework developed by researchers for impact studies was 

designed for the qualitative case study undertaken by the researcher. This research 

study investigates the impact of digital transformation on Bhutan and the Bhutanese 

society in general and in particular on the culture, workforce and training needs of 

Bhutan Post. The research aim was to understand and describe the effects of digital 

transformation on the public sector, businesses, and to the societies - individuals, 

households, communities in terms of economic and social benefits. My approach to 

research inquiry is based on qualitative research whose philosophical assumptions, 

beliefs and values are guided by the interpretivist’s worldviews, meaning that the 

phenomenon (e.g., digital transformation) is viewed as having multiple impacts, and 

therefore the knowledge and understanding about the research entity or phenomenon 

can be gained by collecting thick texts, but rich and varied data, instead of 

quantitative numbers, that capture the experiences, attitudes, and behaviours of the 

people. Thus, this study uses a qualitative case study as the research strategy and 

interview method to generate and collect data, and supporting evidences to address 

the central research question: What have been the impacts of digital transformation 

on Bhutan and the Bhutanese society as Bhutan has opened up itself to the process of 

globalisation and consumption of digital transformation services.

According to Mason (1963), existing literature indicates that 

qualitative research belongs to the “interpretivist sociological tradition” (p. 3). 

Detailed information for qualitative research, according to Yin (2011) is to be found 

in specifics like the “people’s understandings and interactions.” (p.8). Additionally, 
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Chuki (2016) as cited in Ravenek & Rudman (2013) asserted that the methodology is 

rooted in thinking which requires comprehending “how participants understand their 

world and how knowledge is generated through interactions amongst researchers and 

participants within particular contexts” (p.439). According to Yin (2003), the 

rationale for choosing a case as a research approach lies in the attempt to understand 

the complex social phenomenon of the investigated subject/event. Case study allows 

the holistic and meaningful characteristics of real-life to be investigating a 

phenomenon within a context (Fellows & Liu as cited in Proverbs & Gameson, 

2008). The study sampled seven different groups of people as primary source of data 

from various government and non-government organizations. Then online interviews 

were conducted with selected participants of the groups. However, a good number of 

the participants opted to provide written responses.

This chapter, therefore, presents my approach to research inquiry, 

research design, and the processes or steps involved in implementing the research 

project. The chapter also presents reasons and justifications on the sampling choice,

method for data generation and collection, techniques for data analysis and 

interpretations. Furthermore, it presents measures taken to ensure reliability and 

validity of the interviews data, followed by description of ethical considerations 

taken to ensure minimal risks to the study participants.

3.2 Research Design

The current study adopted a single embedded case study based on Yin’s 

(2013) philosophy, with the case being the beliefs or understanding of research 

participants, including the researcher himself, in assessing the impacts of digital 

transformation on culture, workplace and training. This study positions itself under 

an interpretive paradigm, the rationale of which is that the knowledge that the study 
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seeks to construct is through interpretation of the views and opinions of the 

participants (Neuman, 1991; Denzin & Lincoln, 2005, 2011; Creswell, 2008).

According to Yin (2003), the major strength of case study data collection is the 

opportunity to use many different sources of evidence (p.97). Methods used are 

interviews, documents, newspaper review, conference/seminar papers and media 

reports. Sherab (2014) cited in Cohen, Manion & Morrison (2011) claimed that, 

“case studies can penetrate situations in ways that are not always susceptible to 

numerical analysis” (p.253). However, the responses of the participants which are 

based on the interview questions and the corresponding themes have been firstly 

expressed in simple numericals and then the findings discussed.

The researcher could have used ethnography in obtaining participants’ 

views about the impact of digital transformation. However, he chose to use the 

interview method as it is one of the major methods of a case study. Ethnography, in 

its simplest form is writing about cultures (Spradley, 1979). Hammersley & Atkinson 

(1995) provide a popular definition of ethnography as, “referring primarily to a 

particular method or sets of methods. In its most characteristic form it involves the 

ethnographer participating, overtly or  covertly, in people's lives for an extended

period of time, watching what happens; listening to what is said, asking questions –

in-fact, collecting whatever data are available to throw light on the issues that are the 

focus of the research. (p. 1).

3.3 Study of Participants’ Responses

The participants’ responses have been studied in regard to various 

themes, and any glaring difference in their perceptions on any theme was noted and 

mentioned. The researcher has studied participants’ responses in regard to various
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themes, and any glaring difference in their perceptions on any theme was noted and 

mentioned. His understanding of their responses has been used to evaluate the impact 

of digital transformation on Bhutan Post (including Community Centres) and its 

culture, workforce and training needs. The analysis of the participants’ responses as 

understood by him, the researcher has, in several instances, drawn a generalizibility 

inferences in the context of Bhutanese society, culture and workforce.

Participants have been classified into seven (7) groups. Participant 

Group I (Ministry of Information and Communications/MOIC), Participant Group II 

(Ministry of Finance/MOF), Participant Group III (Bhutan Post), Participant Group 

IV (Bhutan Development Bank Ltd/BDBL), Participant Group V (Community 

Centre Operators/CCOs), Participant Group VI (Ex-employees of Bhutan Post), 

Participant Group VII (Citizens) and the Opposition leader. The participants also 

included (i) the Minister, Secretary & Director of MOIC, Project Director of the 

nationwide ICT Project and the CEO of I Tech Park (ii) Minister and Chief Program 

Officer for State-owned Enterprises (SOEs) of MOF and (iii) the Opposition Leader.

The Secretary of MOIC represented MOIC, and Bhutan Post was represented by the 

Chairman of Bhutan Postal Board of Directors. The Chief Program Officer in MOF 

represented MOF (Head of SOEs) as well as Bhutan Post as a board director. Bhutan 

Post as an SOE was placed under MOIC and MOF, whereas BDBL was placed under 

MOF.

Studying the responses of participants was not only expected to 

reveal, in general terms, an understanding of their beliefs at their respective 

organisational/group levels but also how concerned ministries viewed the pervasive 

impacts of digital transformation on the lives of the Bhutanese people and what their 

intentions were for putting in place appropriate policy measures. As mentioned 
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earlier, primarily, it is the researcher’s understanding of the participants’ responses of 

how they felt impacted by digital technologies that were actually analyzed, 

interpreted, generalizations made and conclusions derived. The researcher analysed 

data using thematic coding and such an analysis organises and then describes data 

sets in rich detail which is amenable to further interpretation on various aspects of 

the research topic (Boyatzis, 1998).

In tables that represent the perceptions on various themes, the sample 

size could be ‘N’ or ‘n’ depending upon the ‘number of participants that a particular 

question was being asked, guided by the relevance of the question. For instance, if a 

particular question was asked to all 35 participants because the researcher considered 

it relevant to all of them, ‘N’ and ‘n’ will be the same (N=n) whereas if it was asked 

to only 28 participants, then it would not be ‘N’ but n=28.

3.4 Rationale for Choice of Qualitative Approach

A qualitative method was adopted for this study to investigate the 

impacts of digital transformation in Bhutan, through a case study involving Bhutan 

Post and CCs, and in what ways it has brought about enhancement in the well-being 

and happiness of Bhutanese people. According to Strauss & Corbin (1994) and 

Creswell & Clark (2007), qualitative research comprises a wide variety of ways of 

collecting data, with distinct implications in terms of analysis. It has more than one

method: biography, case study, ethnography, phenomenology and grounded theory.

It is the in-depth inquiry into the phenomenon and not the number of participants 

that is more important in a qualitative research. Therefore, it is fair to say that

qualitative data collected from 35 interviewees harvested a substantial amount of

data. A qualitative research approach can provide deep insights into socio-cultural 
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worldviews. As such, a qualitative approach is most appropriate to explore Bhutan’s 

socio-cultural meanings within the context of GNH and the impacts of digital 

transformation on Bhutan, culture, workforce and training needs. 

Qualitative inquiry is helpful in attaining “intellectual and practical 

mastery of the social world in much the same manner that possessing a body of 

empirical explanatory theory in the natural sciences facilitates mastery of the 

physical world” (Silverman, 2013, p.8). However, a qualitative inquiry is stated to 

have no well-defined methods of its own and instead employs “semiotics, narrative, 

content, discourse, archival and phonemic analysis, even statistics, tables, graphs, 

and numbers” (Denzin & Lincoln, 2005, p. 439).

3.5 Rationale for Choice of Case Study

According to Glesne & Peshkin (1992), a case study methodology is 

considered methodology for a study that is qualitative in nature as such a 

methodology illuminates and gathers insights about an issue and also describes

manifold perceptions and realities, rather than focusing on quantitative results. 

Bassey (1999) pointed out that there are two major approaches to case studies. Yin 

(1981, 2012) and Stake (2005) are considered as the two main champions of case

study methodology. A case study requires a range of tools such as extensive 

interviews, participant observation and document analysis (Denzin & Lincoln, 2005).

Stake’s (2005) interpretive approach to case study does not seek 

generalizability of results as it mainly emphasizes on particularisation. It is that a 

case study emphasizes on experiential knowledge of an event, with close attention 

given to the influences of its social, political and other contexts. Some features 

outside the boundaries of the case may also be considered relevant (Stake, 2005).

Case studies generally employ interviews but additional relevant documents, media 
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supplements, and field notes often accompany cases. Case study is a commitment to 

examine a situation or phenomenon in its ‘real life’ context, to understand 

complexity, and to describe case study by methods other than quantitative or 

qualitative (Merriam, 1998; Stake, 2005; Yin, 2009). Simmons (2009) extends a step 

further by including a purpose and research focus that, “case study is an in-depth 

exploration from multiple perspectives of the complexities and uniqueness of a 

particular project, policy, institution, programme or system in a real life context. It is 

research-based, inclusive of different methods and is evidence-led. The primary 

purpose is to generate in-depth understanding of a specific topic, programme, policy, 

institution or system to generate knowledge and inform policy development, 

professional practice, and community action”. (p. 21). According to Yin, the 

rationale for choosing a case study as a research approach lies in the desire to 

understand the complex social phenomenon of the investigated subject, ie digital 

transformation and its impacts in the study undertaken. Stoecker (1991) commented 

that “the case study is not either a data collection tactic or merely a design feature 

alone but a comprehensive research strategy” (Yin 2003, p.14). This means that the 

case study method entails several research techniques within the approach itself. For 

my phenomenon under investigation, such an approach helped to amalgamate data 

collected from different sources and and also in the convergence of the theory with 

the assembled data. Thus, the researcher was able to analyse the link between the 

theoretical model and the real phenomenon within a given social context (Chuki, 

2015). It is the primary understanding of the researcher that is being considered and 

interpreted as the impact of digital transformation. Besides the participants’ 

responses, various secondary sources of information in regard to the economic, socio 
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and cultural impacts of digital transformation are being used to support his own 

findings.

3.6 Interview as a Method of Data Collection

Interviews are considered to be a second major data collection technique (Marshall 

& Rossman, 2014), and a cross-cutting tool of inquiry in all types of qualitative

research, including grounded theory. Interviews are a purposeful verbal interaction

intended to dig up information in a research study (Alreck & Settle, 1995; Denzin &

Lincoln, 2005; Fontana & Frey, 2005 cited in Jennings, 2005).

Kvale (1996) stated, “Interviews are particularly suited for studying a 

person’s understanding of the meaning in their lived world, describing their own 

experiences and self-understanding, clarifying and elaborating their perspectives on 

their lived world” (p.105). Silverman (2011) argued that “Interviews are one of the 

most common forms of data collection method in qualitative research because they 

are a flexible form of social encounter that can take place in natural environments”

(p.24). As a method, it requires both the interviewer and the respondents to engage in 

dialogue and consequently requires some level of social interaction.  “An interview is 

a process in which a researcher and a participant engage in a conversation focused on 

questions related to a research study” (DeMarris, 2004, p.54), and as a consequence 

of the interaction, issues can be clarified and points discussed within the interview 

itself to provide detailed and in-depth data analysis (Coffey & Atkinson, 1996). 

Interviews can be highly structured, semi-structured highly structured or open-ended 

and in-depth, and can be formal or informal (Best & Kahn, 2005). A structured 

questionnaire was provided to all the participants before the commencement of data 

collection. Interviews generate information on the feelings, thoughts and intentions 

of the research participants.
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This method was suitable to the process adopted in this study because 

it required the collection of data from key informants on their understanding of the 

meaning of digital transformation, how it impacted Bhutan and the Bhutanese people 

in general, and Bhutan Post and CCs in particular, in terms of culture, workforce and 

training. My research and data collection was essentially intended to be online 

interviews involving respondents from MOIC, MOF, Bhutan Post, BDBL (including 

community centres operators), ex-employees of Bhutan Post, citizens, and the 

opposition leader. The qualitative approach using online interviews for the chosen 

case study was considered appropriate and they were conducted in a private setting to 

allow for frank and personal responses. However, many of the participants preferred 

to provide written responses to the questions emailed to them. Although the 

questions were structured, the participants were provided the opportunity to provide 

their free and frank views. Of the 35 participants, only 20 consented to be 

interviewed, and the rest, excluding the citizens, opted to provide written answers. 

Only 9 out of 35 consented to be quoted in the final thesis and rest preferred to

remain anonymous. 7 out of 35 respondents were citizens, who preferred to provide 

verbal responses to the questions through WeChat in the language that they were 

most comfortable with. Based on the idea that research interviews are a daily 

phenomenon, interviews were mainly conducted in English and Dzongkha (national 

language). However, WeChat interviews with some of the citizens were conducted in 

local Bhutanese dialects, rather than the two mainstream languages, which provided 

the respondents with the comfort of their mother tongue (Kvale, 1996).

3.7 Sampling Strategies: Participants and Sampling

Given that the study was to assess the impacts of digital 

transformation on the culture, workforce and training through a case study on Bhutan 
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Post and Community Centres, a purposeful sampling approach was used for the 

selection of participants whom the researcher thought would be most representative 

of the case study. The sampling size was decided in such a manner as to include 

relevant persons, even though not all were originally envisaged as part of the sample 

(Simons, 2009). The participants were chosen from amongst those working in 

relevant ministries, departments, Bhutan Post, Bhutan Development Bank Ltd and 

CCs on a selective basis, which in the researcher’s opinion had good knowledge of 

the subject under consideration and who would best represent their respective 

ministries, departments, organisations and communities. The sample participants 

represented all levels of their relative group and included ministers, secretary, board 

directors, CEOs, managers, postmasters, CC operators, ex-employees and citizens. 

The researcher considered the samples chosen to be representative of the 

ministry/organization/department/sections of the society that they represented and, in 

turn, the nation. Participants have been listed to categorically indicate the rationale 

for adopting purposive sampling and the extent of representativeness. Besides those 

mentioned above, seven (7) citizens were also chosen from different regions. Both

Bhutan Post and BDBL have functionally considered four (4) regions. Although the 

study would benefit from a larger sample size, 35 samples in the current study were

considered to be a manageable and ideal number that would represent the overall 

research context.

3.8 Research Participants

Potential participants were asked to complete a consent form (Ethics 

Clearance Number:1500000227) and return it to the researcher via email if they 

chose to participate. Respondents were offered the choice of anonymity. While most 

chose anonymity, there were a good number of them who gave permission to use 
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their identities and be quoted if required. Those who chose to remain anonymous 

were given pseudonyms to protect their confidentiality (Seidman, 2006; Kvale, 1996,

2007). The following is the composition of research participants:

A. Key Officials of the Ministry of Information & Communications 

(MOIC):

(i) Minister 

(ii) Secretary

(iii) Officiating Director, DIT & T 

(iv) Project Director, Chiphen Rigphel Project ( nationwide ICT 

Project) 

(v) Chief Executive Officer, IT Park.

Under this category, the Minister and the Secretary of MOIC 

consented to their interviews being recorded while the other three preferred their 

views to be noted and be provided with the opportunity to review their views, which 

the researcher did as desired. However, they consented to be quoted if the researcher 

felt the need to do so.

B. Ministry of Finance (MOF):

(i) Minister

(ii) Deputy Chief Program Officer.

Bhutan Post and Bhutan Development Bank Ltd are both State-owned 

Enterprises (SOEs) and, as such, the Ministry of Finance (MOF) has ownership of 

these corporations. Therefore, the researcher considered it relevant to obtain the 

views of these officials in the said ministry to understand how Bhutan Post and 

BDBL performed as SOEs (mainly the former, as it is the case study) and their roles 

and responsibilities in managing and operating CCs on behalf of the government.
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C. Bhutan Post:

(i) Chairman (Secretary of MOIC)

(ii) One Board Director

(iii)CEO, Bhutan Post (member-secretary).

D. Bhutan Development Bank Ltd 

(i) Deputy CEO

(ii) One Board Director.

E. Community Centres – 7 Community Centre Operators (CCOs)

As far as possible, the CCOs selected to participate in the research are representative 

of the four regions (Eastern region, Central region, Southern region and Western 

region)

F. Ex-employees of Bhutan Post – 4 participants 

Only one out of the four ex-employees who consented to participate in 

the research had retired from Bhutan Post on attaining superannuation age; the rest 

were in service with other organisations.

G. Citizens – 7 participants 

As far as possible, the citizens (seven) selected to participate in the 

research represented the four regions and as many villages/blocks in order to obtain a 

high degree of generalisability in regard to their perceptions. 

H. Opposition Party – Opposition Leader

The opposition party leader was selected to obtain his views on the government’s 

ICT initiatives. Citizen population of 4,57,481 includes those 18 years or above and 

excludes participants of other categories. It is based on 2016 national population 

survey. The sample population of MoIC, MoF, Bhutan Post, BDBL and CCs were 
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obtained from their respective HR officers.

As mentioned above, initially the researcher planned to conduct online 

interviews for all 35 participants. However, only 20 of them consented to be 

interviewed online (13 through Skype and 7 through WeChat) and the remaining 15 

participants opted to provide written answers to the questions designed for online 

interviews. Every participant who consented to be interviewed online through Skype 

was provided a time slot of 30–40 minutes. This proved to be adequate. The 

introduction at the beginning of the interview spelt out further information about the 

purpose of the study, an outline of the timing and focus of the interview. Among 

others, confidentiality given to the interview was also highlighted.  The interviewees 

were provided the opportunity to ask questions. Finally, the researcher ensured that 

he obtained informed consent from the participants.

SL.No.

Table 3.1 Research Participants

Agency
Sample 

Population
Number of 
Participants

1
Ministry of Information & 
Communications

1497
5

2 Ministry of Finance 1256 2
3 Bhutan Post 222 8
4 Bhutan Development Bank Ltd 456 2
5 Community Centres Operators 189 6
6 Ex-Employees 27 4
7 Citizens 4,57,481 7
8 Others 23 1

Total N 4,64,153 35
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3.9 Interview Questions

A set of interview questions was developed by the researcher in the 

hope that the participants’ responses to these questions would provide answers to 

research questions. In addition, questions were also designed based on the themes 

guided by the literature review. The interview questions were reviewed by the 

supervisor and ethics committee member who reviewed the ethical issues of the 

study under consideration. The interviews were structured by design; however, it 

allowed for questions to be re-phrased and adapted depending on the situational 

circumstances, while the respondent was allowed a lot of freedom in expanding on

their answers. This attribute was crucial since the goal of the interviews was partially 

explorative; without it, it would mean running the risk of missing out on vital 

information. It also served the purpose of providing a degree of guidance that would 

help to ensure the obtained data was exhaustive and comparative, thus limiting the 

risk of poor execution due to any inexperience of the researcher (Bryman & Bell, 

2015). The same set of questions was sent out to all the participants informing them 

that they would be asked only those questions that the researcher considered 

appropriate to them. The questionnaire contained three types of questions, namely:

(i) general questions on digital transformation and its impacts (ii) specific questions 

meant for certain groups of participants, and (iii) questions specifically meant for 

participants responsible for policy formulation and direction.

3.10 Primary Data

Kvale & Brinkmann (2009) defined the interview as an interchange of 

views between the interviewer and interviewee(s) conversing about a theme of 

common interest. Similarly, Seidman (as cited in Charmoz & Belgrave, 2002), stated 
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that “The root of in-depth interviewing is an interest in understanding the lived 

experience of other people and the meaning they make of that experience” (p. 9). 

Interviewing is considered a rich data collection technique and the main means of 

understanding peoples’ beliefs in greater depth. Yin (2013) argued that one of the most 

important basis of case study information is the interview. Therefore, interviewing was 

used in the current research to collect data to determine the impact of digital 

transformation on culture, workforce and training needs in Bhutan.

Interviewing as a research technique engages the researcher to ask 

questions and to collect data from participants in order to build a dialogue and gather 

meaningful insights (Robson, 2011; Robson & McCartan, 2016). It is mainly used in 

promoting qualitative approaches in disciplines such as psychology and sociology 

(Potter & Hepburn, 2005). Collecting information is only the beginning of the 

research process. Researchers call this the information data (O’Connor & Gibson, 

2003). In this study, the interview was designed to gather data through online 

personal interviews of 35 participants, listed in Table 3.1. 

The participants were asked structured and specific questions how they 

perceived about the impact of digital transformation on Bhutanese culture and values 

to which most of them responded that globalization (understood as advent of ICT) is 

eroding Bhutan’s unique cultural and traditional values. They asked further questions 

if they did not understand the questions which were already provided to them. In my 

understanding, the Skype and WeChat interviews brought no difference to the 

interviewees in terms of their understanding the interview questions and in providing 

their responses. It was the researcher’s understanding about the participants’ 

responses that were considered critical to investigate the research questions.

However, as indicated earlier, only 20 participants were interviewed online (13 
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through Skype and 7 through WeChat) and the remaining 15 opted to provide written 

answers. 

Interviews facilitate interactive dialogues between participants and 

researchers and hence interview approach has been widely accepted as a common 

means of data collection (Tashakkori & Teddlie). Interview researchers select people 

they think have the knowledge and experience about the particular focus of the study. 

In simple terms, an interview is a conversation that suits the study to gain 

perspectives that describe the participants’ experiences and self-understanding of 

their lived-world (Kvale, 1996). This argument is supported by Robson (2011), who 

asserted that the interview as a research technique commonly requires the researcher 

to ask questions and collect data from participants in order to build a dialogue and 

gather meaningful insights.

3.11 Secondary Data

Document analysis added value to the research undertaken in terms of data 

gathered and analysed (Simons 2009; Denzin & Lincoln, 2005, 2011). In this study, 

secondary data were obtained from sources such as GNH literature, government 

publications and research works already published, which were used in the research. 

Newspaper articles provide a wealth of information that is reflective of the nation’s 

voice on current issues in the media (Altheide & Schneider, 2012).   So, information 

obtained from articles from the Bhutan Observer, Business Bhutan, The Bhutanese,

Kuensel (all in print and electronic), K2 Magazine (weekend magazine of Kuensel), 

Kuensel online, The Business Bhutan and The Journalist provided rich information 

useful for the study. These newspaper articles contributed to the research in ways in 
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which interviews and other methods were unable to do. Similarly, social media 

provided a tool to obtain social knowledge (Girard & Bertsch, 2011).

3.12 Gaining Access and Research Ethical Issues/Ethics Approval

This research was approved by the University Human Research Ethics 

Committee (UHREC). Approval number 1500000227 at Queensland University of 

Technology was categorised as low risk. It was approved as it met the requirements 

of the National Statement on Ethical Conduct in Human Research. It was approved 

on 2/10/2015, until 2/10/2017. Data collection was conducted online. Further, 

approval from the concerned authorities in Bhutan to conduct this research was 

obtained. Full details of the ethics package can be found in Appendix B. A 

participant information sheet and consent form in English was provided to 

participants. Approvals to conduct a study on Bhutan Post, BDBL and Community 

Centres (CCs) were obtained from the concerned authorities as provided below:

(i) Ministry of Information & Communications – MoIC (M) -44/2014-

15/204 dated 13 March 2014 (Appendix C);

(ii) Bhutan Development Bank Ltd. – BDBL/DMD/P-03/2015/2990 dated 

17th April 2015 (Appendix D); and

(iii) Bhutan Post – Approval Letter dated 31st December 2014 (Appendix E)

3.13 Interview Procedure

Introductory emails were sent out to all prospective respondents 

explaining the topic, aims, objectives and significance of the research. 26 out of 35 

potential interview recruits consented to participate. However, an equal number of 

prospective participants, to those who declined to participate in my research, were 
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identified from amongst the same groups to maintain the number at 35. However, the

opposition leader was included as one of the participants, as the researcher 

considered it necessary to obtain his views on the initiatives of the government in 

relation to digital transformation in Bhutan. Except for a few, most of the participants

were known to me, and I have maintained contact with them to enable them to be 

kept informed of my research outcomes. In order to maintain consistency, a standard 

introduction was read to them (besides the introductory mail) before the 

commencement of the interviews. They were told that such research was being 

undertaken to understand their beliefs /perceptions about digital transformation and 

its impacts in Bhutan and Bhutanese society, culture and workforce, and also to 

understand their experiences. Apart from the questions asked, they were given the 

option to say anything else they wanted about digital transformation and its impacts 

in Bhutan. As soon as the interviews were over, a common email was sent to all 

conveying my appreciation and acknowledging them for their contribution to my 

research. Individual mails were also sent to those who provided written responses. 

The researcher maintained contact with the respondents to clarify their views and to 

obtain further views if required at a later stage. 

3.14 Audio Recorded Interviews

In order to maintain the credibility of the data, all 20 interviews were 

audio-recorded for further reference and cross-checking purposes. In this way, 

identification of any mistakes or inconsistencies would be easily detected; this 

improved the quality of findings by increasing the reliability of the interpretation of 

the results. Audio can be replayed to extract evidence and improve the quality of 

findings. Every participant who chose to be interviewed through Skype or WeChat 

was provided the opportunity to respond to the interview questions in a relaxed 
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manner. To enhance quality of findings, additional questions were asked if the need 

to do so arose while a particular question was asked. Those participants who  

provided written answers had the choice to do so at their own convenience.

Interviews were conducted in a duration of 3 months, ie from 

March –May in 2016. Skype interviews were mostly at QUT and also at researcher’s 

home depending upon the convinience of the interviewees. Brisbane time is 4 hours 

ahead of Bhutan time and this posed some amount of inconvenience both to the 

researcher and the interviewees. Internet connectivity at an interviewee’s place was 

another difficulty faced by both the interviewer and the interviewee. However, these 

difficulties did not hinder collection of primary data as interviews were arranged at 

more convienent timings in terms of the readiness of the interviewees to attend the 

interview and when there was no issue of internet connectivity. WeChat interviews 

were more convenient as the interview could be conducted at any place and at any 

time. Date, time and place of interviews are noted on their respective questionaires.

3.15 Maintenance of Anonymity

Except for those nine respondents who consented to being quoted, rest 

of the participants (26) preferred the researcher to maintain anonymity. Thus, 

pseudonyms were used for these 26 participants to protect their identities.  It also 

ensured the credibility of the data and avoided bias in data reporting and analysis.

3.16 Participants’ Demographics

The researcher did not have in his mind to invite participants of any 

particular age. The demographics of participant representation are shown below:
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Table 3.2 Demographic Analysis of Participants
Participant Age Number of Participants

21-30 10

31-40 10

41-50 09

51-60 04

61-70 02

Total (N) 35

3.17 Participants’ Gender Ratio

The gender balance ratio for the study was 21 males and 14 females,

representing 60 percent and 40 percent respectively. The researcher did not 

encounter any difficulty in recruiting participants, except that four of those invited to 

participate declined and had to be replaced.

Table 3.3 Participants’ Gender Ratio Analysis

Gender Number of Participants Representation (%)

Male 21 60

Female 14 40

3.18 Data Transcription

Audiotapes of individual interviews and WeChat responses were 

transcribed. Data so transcribed, along with written responses, were then imported 

into NVivo version 11 for analysis. Out of 35 participants, 13 opted to be 

interviewed online through Skype, whereas 7 citizens preferred to be interviewed 
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through WeChat, which were fully transcribed using advanced features of Microsoft 

2007; 15 participants provided written responses to the questions provided to them. 

Data analysis followed established practices in qualitative research. Besides using 

NVivo software for data analysis, a vast amount of data coding was manually 

processed along the main and subsidiary themes of the research objectives and then 

used for analysis.  In this way, the researcher was able to draw on the merits of using 

both the manual process and NVivo software. It also enabled the researcher to reflect 

deeply and broadly on themes that came to light during the data sorting process and 

organisation (Seidman, 2006; Yin, 2013). In order to select the most significant 

themes based on the nature of deep structural meaning and frequency of its 

occurrence, the researcher maintained continuous memos (Yin, 2013). The analysis 

procedure was rigorous, as it involved the researcher to read and re-read the data 

line-by-line from the transcriptions (transcribed data from Skype interviews as well 

as WeChat interviews) and written responses (Seidman, 2006).  Such a process 

allowed the researcher to present the research participants’ views and to ensure that 

the themes were included (Kvale, 1996).

The researcher began the analysis of data as soon as they were 

transcribed, and hence it was iterative. Processing data manually provided meaning 

and purpose. Data analysis was carried out in two distinct ways: (a) open coding 

whereby the text was reviewed line-by-line, linked relevant key passages to 

illustrative phrases or codes, and (b) systematically clustering the themes for open 

against the backdrop of the research questions. Codes were clustered into larger, 

conceptually related themes that enabled coherent themes and a picture of the data to 

emerge. Richards (2014) recognizes the richness of qualitative data, but only if they 

are treated with heart and analysed well. Transcription and recording of data were
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done against respective identities. The researcher transcribed the interviews and 

provided the interviewees, excluding the citizens, the opportunity to confirm if the 

researcher had understood and correctly noted their responses during the interview. 

The researcher read the transcribed data several times, as well as listening to the 

recorded data to develop a feel for the responses and to make sense of them as 

Cresswell stated, “Analysis initially consists of developing general sense of the data, 

and then coding description and themes about the central phenomenon” (Creswell, 

2008, p. 244). 

The transcriptions were assembled and stored group-wise. The data 

transcriptions were manually processed along the main and subsidiary themes of the 

research objectives and then used for analysis. This manual method enabled the 

researcher to reflect deeply and broadly on main and sub-themes during the process 

of data sorting and organising (Seidman, 2006; Yin 2013). During the data 

processing, memos were maintained on a continual basis and selected the most 

significant themes based on the nature of the deep structural meaning and frequency 

of its occurrence (Miles & Hubermann, 1994 cited in Elliot, Fischer & Rennie, 1999; 

Yin, 2013). This “latent” and “manifest” content analysis enabled the researcher in 

choosing and grouping research themes that reflected the interviewee’s experiences 

(Granehim & Lundman, 2004). The analysis procedure was rigorous in that it often 

involved reading and re-reading transcriptions line-by-line (Seidman, 2006). The 

researcher did not want to risk any view of participants being left out. This was done 

to present the research participants’ views and to ensure that main and sub-themes 

were included (Kavle, 1996). The transcription process also involved listening to the 

interview tapes several times, during which notes were taken about the tone of voice 

used by participants when describing their experiences, pauses in conversation, and 
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emphasis used on certain points that were important to the participants. These notes 

were taken for future reference points during the process of analysis. 

3.19 Data Coding

Creswell (2013) argued that there is a large amount of literature on 

qualitative data analysis, with many different viewpoints about the process. 

According to Gibbs (2002), coding depends on how the investigator defines the data. 

It is likely that although there exist different terms to refer to the processes of data 

analysis, they are similar in the techniques of analysis. The researcher analysed data 

using thematic coding as such an analysis organises and then describes data sets in 

rich detail which is amenable to further interpretation on various aspects of the 

research topic (Boyatzis, 1998).

The researcher engaged in thematic coding which Gumperz & Berenz 

(1993) described that as “ the segmentation of the interaction into thematically 

coherent and empirically boundable portions, that is events within the encounter as a 

whole” (p.4). An event was listened through a couple of times (3-4 times and even 

more if it was not too clear to the researcher). An initial abbreviating his/her name 

was used for every participant leaving plenty of space between the speaker 

identification and their utterances to include further understanding of the responses.

Informational phrase, as Gumperz calls it were used to capture the themes and 

transcript followed the rhythmic organization of the speaker/interviewee.

3.20 Descriptive Results/Findings

This study adopted a descriptive approach to produce a narrative of 

the research topic and its impacts on the nation and its citizens through a case study 
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on Bhutan Post and CCs. The main purpose of adopting this analysis approach was to 

explore common beliefs/responses that will help the researcher arrive at conclusions.

Based on the data, the responses of the participants were analysed and the findings 

and evidence from all data sources were used to explain the digital transformation 

process and its impacts in the Bhutanese context. Creswell (2013a) stated that the 

primary form for representing and reporting findings in qualitative research is a 

narrative discussion. No particular format was used in writing texts, as there was no 

set form for these narrative discussions (Coffey & Atkinson, 1996). Direct quotations 

from the written communications, connected to noteworthy events and indicating 

evidence of their perceptions, were included in the discussion.

In the analysis of data, thematic coding involved recording or 

identifying common themes, such as peoples’ perception about digital transformation 

(good or bad), its impacts (positive or negative) on the country’s culture, risks and 

challenges associated with it, consumption of digital services, professional growth 

and development, impact on organisational culture, awareness and decision making,

accessibility to opportunities created by it, training and awareness, empowerment 

and decision making, attitude and cultural change, etc., establish a framework of 

thematic ideas (Gibbs, 2002), and this has been followed. The thematic analysis 

includes Grounded Theory, interpretative phenomenological analysis, template 

analysis and framework analysis. The current study is guided by Framework 

analysis, relevant literature and themes that arose while reviewing the transcripts. 

The text has been viewed in a theoretical or analytical way rather than merely 

approaching it with a descriptive focus. Intensive reading of the text was done to 

ensure that all relevant ideas were identified, including even the most simple. There 

were a number of themes that emerged from the data analysis, such as: bigger world 
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view; creation of awareness (global & local); better world engagement; enabling 

society; challenge and risk; collaboration; equal opportunity; allow rural 

engagement; blessing; increased services; new opportunities; problem resolution; 

saves time and resources; digital literacy; efficient, faster and independent decisions; 

more ICT projects; e-commerce; e-communication; innovation; lifestyle; strong 

political will; optimal effort in taking advantage of positive impacts; easier work;

increased skills; productivity increases; and so on and so forth.

As suggested by some researchers (Charmaz, 2003; Gibbs, 2002),

even basic questions concerning the participants were taken into account to get the 

analysis process started. The researcher carefully considered a detailed list of the 

kinds of things in coding and data analysis that Lewins, Taylor & Gibbs (2005) 

suggested. NVivo software was primarily used for data analysis; however, a great 

deal of data was manually coded as it had merits to offer in doing so. In order to 

assess the impact of digital transformation on culture, workforce and training through 

a case study on Bhutan Post, Bhutan Development Bank Ltd and Community Centres 

(CCs) major themes such as positive impacts, negative impacts, undecided and media 

policy were considered, each major theme having several sub-themes. The researcher 

discovers themes, or threads in the data, by good exploration and good enquiry. By 

handling the data records sensitively, managing them carefully and exploring them 

skilfully, researchers “emerge” ideas, categories, themes, hunches, and ways of 

relating them (Richards, 2014). 

Textual data collected via structured questions were transcribed and 

recorded against the respective IDs of the participants. This qualitative data collected 

through three techniques (Skype interviews, WeChat interviews and written 

responses) were considered as one and were analysed accordingly. The researcher 
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read the data several times to develop a feel for them and to make sense of the

responses because “analysis initially consists of developing a general sense of the 

data, and then coding description and themes about the central phenomenon”

(Creswell, 2008, p. 244). The central phenomenon in the study was assessing the 

impact of digital transformation, and intended to explore ideas/perceptions/beliefs

that supported the main themes. 

3.21 Reflections on Validity and Reliability

According to Smallbone & Quinton (2004), the measurement of 

human behaviour belongs to the widely accepted positivist view, or empirical–

analytic approach, to discern its reality. Because most behavioural research takes 

place within this paradigm, it is important that measurement instruments are valid 

and reliable. This section provides reflections on such matters, their pertinence to 

qualitative research in particular and how the study made attempts to address these 

issues.

3.22 Validity

The term validity concerns the degree to which a test measures what it

is supposed to measure: “In qualitative research, validity is the degree to which the 

qualitative data we collect accurately gauge what we are trying to measure” (Best & 

Kahn, 2006, p. 403). It suggests relevancy to both qualitative and quantitative 

researches. The problem of validity might arise in quality research if areas of

trustworthiness, description, interpretation, theoretical and evaluative care are not 

adequately given consideration. According to Best & Kahn, (2006), descriptive 

validity refers to the factual accuracy of the account being investigated, without 

distortion; interpretive validity relates to the meaning being extracted from the data, 
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be it words or the behaviour of the participants. Theoretical validity involves the 

ability of the research report to explain the phenomenon being studied and how it is 

being related to the theory; evaluative validity refers to how the research reports are 

presented with maximum objectivity, unbiasedness, appropriateness, and adequacy. 

In general terms, content validity and construct validity feature both in quantitative 

and qualitative research. Content refers to the content coverage, including the content 

of the data collecting instruments. Construct involves the level of language, the 

length of questions or the interview guidelines. How these things are considered has 

implications for the validity of the study.

3.23 Reliability

The term reliability refers to whether or not an act is consistent. A set of sister 

terms include accuracy, stability, dependability, predictability (Burns, 2000; Best & 

Kahn, 2006).  Although, traditionally, reliability is associated with only quantitative 

and scientific experimental research its relevance in a qualitative paradigm should 

not be understated. Golafshani (2003) asserts that quality research concerns 

reliability as much as it does validity. Golafshani (2003) says, “the use of reliability 

and validity are common in quantitative research and now it is reconsidered in the 

qualitative research paradigm” (p.1). The issue of reliability in qualitative research,

among others, concerns the techniques the researcher uses to gather data, the 

consistency of responses made, and the generalisability of the findings. Silverman 

(2006) describes the reliability and appropriateness of techniques to be in interviews 

or observation.
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Chapter 4: Data Analysis and Presentation

4.1 Introduction

This chapter deals with analysis and presentation of data, essentially 

guided by the participants’ beliefs and responses regarding digital transformation 

based on interview questions. The researcher explains why beliefs and responses of 

participants are critical in a qualitative study such as the one undertaken by him. The 

beliefs and responses are firstly reported in simple statistical terms, and then 

comparisons and contrasts are made. The researcher discovered themes, or threads,

in the data by good exploration, good inquiry. By handling the records sensitively, 

managing them carefully and exploring them skilfully, the researcher “emerged”

ideas, categories, themes, hunches, and ways of relating them (Richards, 2014;

Richard & Morse, 2012). Having been an employee of Bhutan Post, the researcher 

had adequate knowledge about the phenomenon under investigation, and the use of 

fictitious names did not in any way alter the theme of study undertaken (Kvale, 

1996).

This chapter also presents the dominant responses on themes guided 

by the literature review as well as those that subsequently emerged in data coding,

and linked them to the existing literature – global and local (in the research context). 

Every interview question was based on a theme and, as such, there are as many 

themes as there are interview questions. Hence, every interview question is attached 

to a theme and the analyses of the same are done accordingly.

This chapter also discusses the impacts of digital transformation using 

the UNCTAD (2011) model, which broadly focuses on economic, social and 
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environmental impacts. Comparisons and contrasts about the impacts of digital 

transformations between nations and organisations have been drawn on to understand 

the impacts.

4.2 Data Collection

For the purpose of data analysis, the grouping of participants as shown in table

3.1 is considered. In qualitative research, it is an in-depth inquiry into the phenomenon and 

not the number of participants that is more important. Interviews and written responses were 

used as data collection techniques. A huge amount of data was collected from officials of the 

Ministry of Information & Communication and the Finance Ministry, Bhutan Post, Bhutan 

Development Bank Ltd, Community Centre operators, ex-employees of Bhutan Post, citizens 

and the Opposition Leader.

4.3 Participants’ Responses

In the ensuing analyses, it is the researcher’s understanding of the participants’ 

responses that are being considered. Hence, the findings or primary data are premised on the 

researcher’s understanding of the researcher. As stated earlier, beliefs of participants in seven 

groups and that of the Opposition Leader have been considered for this analysis. The 

researcher understands that the concept of beliefs is considered to be very complex and has no 

fixed definition. As mentioned in the earlier discussions, Zimmerman (2006) stated that 

beliefs cannot be defined but they do change especially when an individual is repeatedly 

exposed to new experiences contradicting his/her existing beliefs. Such a change, according to 

Murphy & Mason (2006) is considered a healthy change as it would help an individual make 

sense of a changing world and influence how new information is recognised or excluded.

Thus, the responses of participants have been considered significant in the data analysis.
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Data obtained through interviews and document analyses formed the 

basis of the study. However, the main constructs/findings of this study were the 

various perceived characteristics of using digital innovation/technologies such as the 

internet, mobile phones, WeChat, Twitter and Facebook. Online interviews were 

designed for this study. According to Moore & Benbasat (2001), in-depth interviews 

explore the experiences of participants and the meanings they attribute to them. The 

participants were encouraged to talk about issues pertinent to the research question 

by asking open-ended questions. Wherever deemed necessary, the researcher re-

worded or clarified the questions to further investigate topics under study. All 

participants were provided in advance the interview questions. Some respondents 

chose to provide written answers.

In particular, the researcher’s understanding of the participants’ responses is 

critical in understanding how digital technologies and the establishment of CCs (digitalisation 

of services through a single window) have had a positive impact on the livelihoods of citizens 

and in enhancing their wellbeing and happiness. Sampling is the process of selecting units 

from a population of interest so that by studying the sample subject, the results can be 

generalized back to the population from which they were chosen (Cavana et at., 2001; The 

Centre for Social Research Methods, 2008).

Findings from the past studies tend to indicate that an individual’s behaviour 

and conduct are said to be the direct result of his/her beliefs. Such a situation could be 

applicable to the research participants thereby influencing the research outcome. The 

following abbreviations have been used to indicate the different participant groups.

1. Ministry of Information & Communications: MOIC

2. Ministry of Finance: MoF

3. Bhutan Post: BP
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4. Bhutan Development Bank Ltd: BDBL

5. Community Centre Operators: CCOs

6. Ex-Employees: EEs

7. Citizens: Citizens

8. Opposition Party Leader: Opposition Leader

9. Sample Size for Each Group: n

10. Total Sample Size: N

In analysing and presenting the data, participants’ perceptions have 

been linked to the relevant literature and established research evidences in assessing 

the impacts of digital transformation on society, firms, families, individuals and 

culture, workforce and training of Bhutan Post and Community Centres.

This section compares and contrasts the views and perceptions of the 

seven participant groups and that of the Opposition Leader, as advocated by

experienced case study researchers and writers such as Yin (1981) and Eisenhardt 

(1989). It examined themes and patterns across the seven participant groups and the 

Opposition Leader, and went beyond what Eisenhardt (1989) calls “initial

impressions” aimed at drawing authenticated reliable conclusions (p.541). In essence, 

the general, or the overall, perceptions of the participants on various themes are 

explained, and also their glaring views, if any, on any particular theme.                                                             

4.4 Impact Analysis

The research undertaken is a case study on Bhutan Post and 

Coomunity Centres (CCs). Wide-ranging questions were asked to the participants to

obtain their responses about the impact of digital transformation on Bhutanese 

society, culture and workforce. The interview questions were not limited to Bhutan 

Post and Community Centres and questions of general nature were also asked. This 

provided, to some extent the scope of generalizing their responses in the context of 
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the Bhutanese society as a whole. There were few specific questions on how 

establishment of Community Centres in rural parts of Bhutan mattered to the rural 

participants (citizens) and all of them responded that their level of happiness has 

enhanced as CCs to them meant a host of Government to Citizens services taken to 

their steps unlike in the past when they had to travel days to the capital of the country 

or District Headquarters to avail G2C services. Furthermore, most or all research 

participants responded that digital technologies such as the internet, mobile phones, 

WeChat, Twitter and Facebook, to a large extent enhanced their level of happiness 

and well-being. This was how the researcher understood and interpreted the 

participants’ perceptions. It is this primary understanding of the researcher that is 

being considered and interpreted as the impact of digital transformation. Besides the 

participants’ responses, various secondary sources of information in regard to the 

economic, socio and cultural impacts of digital transformation are being used to 

support his own findings.

Until the advent of western forms of education in the 1950s, 

monastic form of education was the only form of formal education in Bhutan. 

Computers were introduced in the early 1980s, but it was only on June 2, 1999, that 

Bhutan introduced the internet and cable television to commemorate the 25th year of 

enthronement of His Majesty the King Jigme Singye Wangchuck. Pek (2001), in an 

article on Bhutan’s introduction to the internet, highlights that ICT is a great help to 

Bhutan’s development, especially in overcoming challenges, such as its high 

mountainous terrain and scattered populations. According to Gyabak (2009), Bhutan 

is rapidly transforming from a predominantly agrarian economy to a market 

economy. The people in the rural areas no longer feel deprived from participating in 
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the development process because of inadequate infrastructures and lack of access to 

information. 

Gyabak (2009) cited in Pradhan (2007) asserted that ICT 

can play a very important and effective role in bridging the rift and allowing rural 

communities to participate in the development of the country. ICT is increasingly 

seen as an industry where young Bhutanese can learn the latest and the best and be 

on an equal footing with everyone else (Gyabak, 2009). Pek (2001) stated that the 

Bhutanese Government strongly believes that ICT is the medium to “reach the 

unreached,” and that plans have already been drawn up by the government to 

introduce Information Technology (IT) in all high schools and eventually to reach all 

students (p.9).

Gyabak (2009) cited in Reddi & Sinha (2004) claimed that as 

globalization slowly increases its influence in Bhutan, young Bhutanese, especially 

those from rural areas, are no longer satisfied with the traditional pursuit of 

agriculture and view education as an important step for employment in other 

industries. Bhutan is already facing problems in relation to unemployment for well-

educated citizens that have led to a need for new avenues of development. Gyabak 

(2009) cited in Gilhooly (2001) highlighted the incorporation of ICT as one of the 

major factors for economic and social development. Technology plays an important 

role in the national economy and in education. Prensky (2001b) draws attention to 

the changing learning habits stemming from the use of Internet and web technology, 

which describes people born after 1980 as "digital natives" while those born before 

radically changed and the teachers who teach students in the category of digital 

natives have remained as digital immigrants (Prensky, 2001a).
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As pointed out earlier, Norris (2001) emphasizes the need for 

digital inclusion in rural communities since digital networks have the ability to 

broaden and provide accessibility to crucial information for underprivileged 

populations. He further asserted that the inclusion of digital technologies in rural 

societies has the potential to create accessibility and participation and allows rural 

populations to become active members of society. The use of technology can also 

complement the preservation of local culture and traditions. Gayabak (2009) cited in 

Warschaeur (2003) emphasized that there is no single factor that determines the 

digital divide and claimed that  ICT exists as a variable used to bring about results. It 

is strongly asserted that ICT should not only connote digital solutions (such as 

physical access to computers and technology) but rather be interconnected into social 

systems to further its use in the process of social inclusion.

In analysing and interpreting the participants’ responses, their 

positions and titles have been used (wherever necessary) to distinguish one 

participant from another, since many Bhutanese names are either the same or similar.

Further, the researcher has mostly quoted those perceptions that he considered most 

relevant and dominant for a specific theme. 

The discussion on social, economic and cultural impacts of digital 

transformation responds to the first key research question stated in section 1.6. Social 

research is an original activity for understanding unresolved new knowledge 

(Bryman, 2006; Myers, Montgomery & Cook, 2009). The conceptual framework for 

the study in Chapter 2 was guided by a review of the relevant literature, research 

questions and purpose of the study, and the program theory that links input, output, 

outcomes and impacts. Argued by Epstein & Buhovac (2014), the impact of digital 

transformation can be economic, institutional, social, cultural, work performance, 
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etc. Economic impacts, according to Hutton (2009), can be seen in the form of 

investments in digital transformation, income for implementing agencies (such as 

Bhutan Post, Bhutan Telecom and Tashi Cell). Institutional impacts, as argued by 

Hernon, Nitecki & Altman (1999), could include better customer satisfaction, 

improved tariff, easy access to information, more effective and efficient service 

delivery, etc; and social and cultural impacts, according to Inglehart & Norris (2003),

can be seen as basic facilities such as education, health, security, gender 

empowerment, etc. According to Iayashree & Marthandan (2010), digital 

transformation as a broad concept includes e-commerce, e-government and e-

education. In the current study, it refers to e-government and e-commerce. From the 

perspective of Westerman, Bonnet & McAfee (2014), access to digital tools and 

devices alone cannot be considered as digital transformation; rather, it’s the use of 

digital technologies in transformative ways and (Sheninger, 2014) views of digital 

government as the optimal use of electronic channels of communication and 

engagement to improve citizen satisfaction in service delivery that enhances

economic competitiveness, forge new levels of engagement and trust, and increase 

productivity of public services. A digital government encompasses the full range of 

digitalisation, from the core digitalisation of public services to the digital 

infrastructure, governance and processes, including both front and back-office 

transformation needed to deliver the new service paradigm (Masson & Yahya, 2014). 

The digital transformation process, according to Kanter (2003), also introduces some 

unforeseen challenges, in the form of new investments, organisational structures, 

internal skills, change management, and roles and responsibilities for companies. 

Such a mandate intensifies the necessity for a business such as Bhutan Post to 

quickly rise to these challenges and turn them into opportunities (Breivik, 2005). 
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45 different but inter-connected interview questions were 

designed to be asked to the participants. Broadly, there were 3 sets of questions. The 

first set of questions were designed for all the participants whereas the second set of 

questions were designed for the participants from Bhutan Post and its board 

members. The third set of questions (pertaining to policy matters) were designed for 

the participants at the Secretariat and Ministerial positions, although no such 

demarcation was adhered to when the interviews were actually conducted. There 

were situations where  questions not strictly designed for a particular participant had 

to be asked as the response to one question necessitated asking another question from 

amongst the other set of questions. Furthermore, a response to a particular question 

necessitated asking a question that wasn’t even in the interview set of questions.

The researcher has, as far as possible analysed the participants’ 

responses to assess how far research questions (key and subsidiary questions) and the 

research objectives are met. As stated in table 3.1, for sampling purpose, participants 

were grouped in to 8 categories whereas interview questions were largely categorized 

in to the following:

(i) 19 general questions pertaining to digital transformation and its impacts 

(ii) 8 specific questions on Bhutan Post

(iii) 5 specific questions on Community Centres

(iv) 12 specific questions on policy matters pertaining to ICT, ICT vision, 

achievements and challenges.

45 interview questions were narrowed down to 25 major questions and every 

interview question was tied to a theme. Essentially based on thematic coding and 

analysis, data and findings are discussed at relevant places in the thesis. In other 
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words, bearing in mind the research questions and research objectives, the 

researcher has discussed as follows:

Data on general perceptions in the Impact Analysis following the UNCTAD 

model used by OECD;

Data on Bhutan Post in chapter 5 on Digital Transformation and Bhutan Post;

Data on Community Centres in chapter 6 on Digital Transformation and 

Community Centres;

Data on ICT on Governmental Responses in chapter 7 on Digital

Governmental Responses; and

Data on wider implications of digital transformation in chapter 8 on Digital 

Transformation and Wider Implications

As mentioned earlier, the impact analysis responds to the first key 

research question. The impact analysis covers a number of themes (main as well as 

subsidiary themes), participants’ responses and interpretations thereof. The model 

developed by the OECD has been used to study the impact analysis. Many studies 

have categorized ICT impacts as economic, social or (less frequently) environmental. 

However, the picture is usually more complex than this; for instance, while some 

direct impacts of ICT use can be described as economic, there may be indirect 

impacts that are social, cultural or environmental. In addition, direct impacts may be 

both economic and social, related through human capital, which is defined by the 

OECD (2009) as productive wealth embodied in labour, skills and knowledge. From 

the perspective of the economy, human capital is a necessary condition for economic 

growth and competitiveness (Ellerman, 2009). The use of ICT can enhance human 

capital in a number of ways, including its roles in education, literacy, acquisition of 
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knowledge and skills, and the development of human networks. Economic and social 

benefits will usually accrue to individuals who are gaining skills and knowledge by 

using ICT. In other words, it may be difficult to separate one from the other. There 

are other economic benefits of ICT, resulting from its use by households and 

individuals, described by OECD (2009) as follows:

Final demand for ICT goods and services by households is an important 

component of overall demand, which may stimulate the growth of the ICT sector 

and industries that rely heavily on ICT; for example, media and entertainment;

The diffusion of ICTs among households may create a critical mass allowing 

firms to realise the full benefits of switching to ICT; for example, in the delivery 

of products;

Use of various ICTs at home may allow firms to introduce teleworking, which 

potentially brings economic, social and environmental benefits.

The researcher has found it relevant and useful to consider using a 

broader information society conceptual model in studying the impacts of ICTs, the 

model used by OECD to illustrate the information society (OECD, 2009), which

identifies the following inter-related segments: ICT demand (use and users), ICT 

supply (the ICT sector), ICT infrastructure, ICT products, information and electronic 

content and ICT in a wider social and political context.

In the impact analysis, what has been done is that the social, 

economic, cultural impacts and environmental impacts have been carried out under 

the participants’ responses in relation to each aspect of the impact under study, and 

then linked to the evidences of such impacts as provided by the available literature

and established findings. However, it is difficult in many instances to separate one 

impact from another and to categorise it as an impact of one kind or the other. The 
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UNCTAD (2011) model has been applied in assessing the social, economic and 

environmental impacts of digital transformation. However, it impacts culture in a big 

way and hence, the cultural dimension has been included in the model. Thus the 

impacts of digital transformation can be studied from social, economic, 

environmental and cultural dimensions.

ICTs have transformed the socio-economic status of nations, and 

today’s economy is measured on the availability and production of information 

(David & Foray, 2002). ICT has the potential to inspire the speedy economic 

development of a nation and thereby bring about poverty reduction and access to a 

wider global market for businesses through e-commerce (Ogunsola, 2005). In recent 

years, increased computing power, improved wireless and user-friendly technology, 

and reduced telecommunication costs have contributed to lowering barriers to 

information access and exchange and the potential for using more innovative, cost-

efficient and user-friendly ICT solutions in education and health, indeed reaching all 

groups of society, including the poor, those in remote areas, and other disadvantaged 

groups, has become increasingly feasible in less advanced countries and also in more 

advanced ones (Kleine & Unwin, 2009). In general, digital transformation has been 

perceived to be good for Bhutan Post and Community Centres.

Interview is one of the most efficient techniques to collect qualitative 

data. Qualitative interviewing is a process of finding out what others feel and think 

about their worlds (Rubin & Rubin, 1995). Interviews are particularly useful for 

getting the story behind a participant’s experiences. The interviewer can pursue in-

depth information around the topic. The qualitative interview aids in understanding 

something from the subject’s point of view and uncovers the meaning of their 

experiences. It allows people to convey to others a situation from their own 
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perspective and in their own words. Interviews are conversations with structure and 

purpose that are defined and controlled by the researcher. Although the interview 

may not lead to objective information, it captures many of the subjective views on an 

issue (Kvale, 1996).

Participants’ responsess to the interview questions have been discussed at 

different places depending on their thematic context and relevance. Perception 

analyses in table 4.1 and table 4.2 were based on their responses to general questions.

Question: Has Digital Transformation been good or bad for Bhutan and the 

Bhutanese people?

Theme: Digital transformation has proved to be good as well as bad.

Table 4.1 General Perceptions about Digital Transformation

Participant Groups Good Bad Undecided No Response

I (MOIC) 5 - - -

II(MOF) 2 - - -

III(BP) 7 (88%) - 1(12%) -

IV(BDBL) 2 - - -

V(CCOs) 5(83%) - - 1(17%)

VI(EEs) 4 - - -

VII(Citizens) 4 (57%) - 3 (43%) -

VIII(Opposition Leader) 1 - - -

N (n) =35 30 (86%) 4(11%) 1(3%)

In table 4.1, 30 participants (86 percent) responded that digital transformation 

in general has been good for Bhutan and Bhutanese society. However, 3 participants 

(43 percent) in the citizens group were undecided about it.
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ICT Secretary Dasho Dorji’s Response

The ICT Secretary, Dasho Dorji, puts forth a convincing argument 

that digital transformation has helped people – socially, economically, culturally, 

politically – in every sense. He talks about the ‘all-round’ impacts brought about by 

digital transformation. 

The positive impact is the manner in which communication and the 

dissemination of information is becoming easily available in many formats, instantly,

as it is worldwide (Hobbs, 2010). Hanna & Summer (2015) asserted that the societal 

capacity to manage such transformation would ultimately drive the long-term well-

being of citizens and that transformative changes across all sectors are noticeable in 

this emerging networked society. They asserted, “That nations, economies and 

societies that can realise the immense opportunities associated with ICT-enabled 

change, and minimise the associated risks, will not only have their national 

competitiveness and economic wellbeing of citizens enhanced but they will also 

make way for a sustainable change” (p.4).

According to Balasubramanian & Nidup (2007), much importance is 

given to the development of media and communication in Bhutan to respond to the 

demands of the fast changing social, political and economic development of the 

country as technological advancement brings the international community closer 

together. Wangchuk (2007) asserted that the government has also established the 

infrastructure to modernize and strengthen communication and information links 

with the rest of the world. Be it for better or worse, media is a powerful factor of 

change and both its positive and negative impacts are visible in society (Pek, 2003,

2013). According to the Ministry of Information and Communications (as cited in 

Chojey et al., (2015), the Government of Bhutan has initiated a universal 
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communication program to ensure that every citizen has access to mobile 

communications, irrespective of where they dwell, and mobile penetration has now 

reached to 84.32 percent. Additionally, the government has started building a 

national fibre optic network to ensure that there is a good telecommunications 

backbone that is reliable and robust and accessible by all (Dorji, 2011). In order to 

reduce the digital divide and improve the livelihood of people living in rural 

communities, Bhutan has established 195 CCs to provide easy and fast access to ICT 

services – G2C services, postal financial services – and currently 167 out of 195 CCs 

are connected to the internet and provide people with online services and internet 

browsing, while the remaining 28 provide offline services like printing, 

photocopying, scanning and laminating, etc (Avieson, 2015a; BBS, 2016d).

Question: Do you feel impacted by Digital Transformation?

Theme: Digital transformation impacts all nations, societies, families and individuals 

in one way or the other.

Table 4.2 Digital Transformation and its Impacts

Participant Groups Yes No No Response

I(MoIC) 5 - -

II(MoF) 2 - -

III(BP) 8 - -

IV(BDBL) 2 - -

V(CCOs) 4 (67%) 2 (33%) -

VI(EEs) 4 - -

VII (Citizens) - - -

VIII (Opposition 
leader)

1 - -

n =28 26 (93%) 2(7%) -
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From Table 4.2, the vast majority of the participants, ie 26 participants 

(93 percent) felt impacted by digital transformation. This perception substantiates the 

fact that there is an enormous growth of knowledge, especially in the fields of 

science and technology, now taking place in Bhutan, which has impacted on modern 

life – socially, economically and culturally – and which influences the national 

development goals and educational priorities (Gyamtso & Maxwell, 2012). It is 

recognised in Bhutan that it is critical to introduce people to the rapidly changing 

world of knowledge, making the application of technology an integral part of the 

general education of all young people and that they receive an adequate introduction 

to the main domains of knowledge (GNHC, 2013).

Citizen Participant C’s Response

“I have no words to describe how positively I feel impacted by 

digital technologies such as TV, mobile phones and WeChat. I am 

able to know almost everything what goes around the country. CCs 

have made my life easier and also that of others in my community”.

The rapid spread of ICTs has been in accelerating economic and social 

change across all areas of human activity, and this will continue to be the case

(Golding, 2000). Innovative technologies such as cellular telephones and wireless 

broadband are now reaching many parts of the developing world, including poor 

rural areas (Kalba, 2008; Kuensel, 2014b), bringing high hopes of positive 

development outcomes, which include accelerated economic growth, more jobs, 

reduced migration pressure from rural to urban areas, increased agricultural and 

industrial productivity, increased services and access to them, easier diffusion of 

innovations, and increased public administration efficiency (Von Braun, 2010).
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4.5 Social Impacts of Digital Transformation

An area that has received significant attention is the question of the 

digital divide between individuals, organisations and countries. It has become a 

concern because it is assumed that ICT is beneficial and that those without access to 

it are relatively disadvantaged (Doong & Ho, 2012). For individuals the negative 

impacts may range from inconvenience to employment disadvantage due to lack of 

familiarity with ICT; and for economies, the lack of ICT access my make existing 

country divides greater, as the global economy relies increasingly on the ICT to 

function efficiently and effectively (Haddon, 2004).

Question: Is it true that Digital Transformation has brought about social evils?

Theme: Digital transformation has brought about social ills besides its positive 

impacts on society.

Table 4.3 Digital Transformation and Social-Ills

Participant Group
True(Nega

tive 
impacts)

Untrue 
(Positive 
impacts)

DT has both 
positive and 

negative impacts

No 
response

I (MOIC) - 5 -

II (MOF) - - 2

III (BP) 2 (25%) 3(37.5%) 3(37.5%)

IV(BDBL) - - 2 -

V (CCOs) 3(50%) - 3(50%) -

VI (EEs) 2(50%) - 2 (50%) -

VII(Citizens) 5(71%) - 2 (29%) -
VIII(Opposition 
Leader) - 1 - -

N (n) =35 12 (34%) 9(26%) 14(40%)
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The analysis in Table 4.3 shows that 9 participants (34 percent) 

perceived that digital transformation brings in only positive impacts, whereas 12 

participants (26 percent) felt that it has only negative impacts on society. However, 

14 participants (40 percent) perceived that digital transformation has both positive 

and negative aspects.

ICT Secretary Dasho Dorji’s Response

“Basically, in this day and age, we have to adequately recognize ICT as 

an integral part of our lives. We need to understand this very much. In 

the past, when we talked about transport, we thought about roads, 

bridges but now it’s all about technology. Now it’s all about ICT. We 

have to accept that the ICT is very much a part of our lives – everyone, 

from schools to Anims and monks”.

ICT has caused and continues to cause, major changes in the way we 

live (Castells, 2011). In the electronic media, ICT has ignited and provoked radical 

and drastic changes that have revolutionised the broadcast industry, most especially 

in immediacy and timeliness of news (Tinega, 2014). It is reported that ICT not only 

facilitates and enhances the creation, processing, sharing and dissemination of 

information in the broadcast industry but the immediacy and timeliness of news is of 

a high priority. Conversely, Katz & Rice (2009) asserted, “ …Among the worrying 

trends they see are decreasing levels of organizational participation, declining 

interpersonal trust, and decreasing social contact. The culmination of these trends 

could lead to a breakdown of civil society with catastrophic consequences. But even 

the less catastrophic consequences they predict include a drastically lowered quality 

of life among many continua, from public safety to elder care. Perhaps not 
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surprisingly, television viewing and the values that many programs promote has 

traditionally been seen as an important cause of this worrisome trend (p.9)”.

4.5.1 Digital Transformation and Communication Information

Question: Which of the digital technologies are more commonly availed by citizens?

Theme: The use of digital technologies differs among various sections of society,

and the speed at which these digital facilities are used is tremendous.

Table 4.4 Consumption Speed of Digital Technologies

Participant 
Group WeChat TV Mobile

Phones Internet Facebook Twitter

I(MOIC) 1 4 - 1 4 -

II(MOF) 3 6 2 4 5 -

III(BP) 1 4 1 5 5 2

IV(BDBL) 1 2 1 1 2 2

V(CCOs) - - - - - -

VI(EEs) 4 3 2 3 3 -

VII(Citizens) 6 6 2 - - -

VIII(Others) 1 1 - 1 1

N (n)=35 17 (19%) 26 (29%) 8 (9%) 14 (16%) 20 (22%) 5 (6%)

In Table 4.4, all the participants (N=n=35) were asked this question. 

The number for WeChat (17), TV (26), Mobile Phones (8), Internet (14), Facebook 

(20) and Twitter (5) is the summation of the numbers assigned by the different 

categories of participants for consumption speed.

The participants were asked which digital technologies, in their 

opinion, were most commonly used, and their responses were about technologies 

most commonly used to the one least used. As can be seen in Table 4.4, they 

perceived TV to be the most commonly used digital technology – 25 percent –
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followed by Facebook (19 percent), WeChat (18 percent), internet (13 percent), 

mobile phones (8 percent) and Twitter (6 percent).

The use of ICT, especially the internet, has increased dramatically in 

the past decade. The Royal Government of Bhutan recognises that ICT has the

potential for communicating across geographical distances with ease, for accessing 

new pools of information and resources and for participating in new learning 

networks (GNHC, 2013). Interacting with a computer is no longer about sitting at a

desk. Computers have become deeply ingrained in nearly every facet of life. “… We

carry them, wear them, and may even have them implanted within us” (Sellen et al.,

2009, p.61). Technology has become so pervasive that people engage with it daily 

almost without realising, and society has nearly become dependent on them to 

function. Today, access to information and communication technologies plays an 

essential role in economic and social development (Unwin, 2009). Accelerated 

change in the introduction of ICT-enabled solutions can potentially transform all 

aspects of society, work, business and government. E-technologies and ICT-enabled 

solutions bring about new forms of governance in the public sector (Asgarkhani, 

2005).

Participant Seldon’s Response

“Yes, I feel a change in the way I live. I feel that I am close to others. I 

use WeChat because I feel that it does not cost me anything. I can get 

things done in easier and faster ways because of these facilities. I also 

come to know what is happening in my country through TV”.

The responses of the citizens in particular provide a clear idea of how 

useful ICT has proven to be.  Participant (C1) stated: 
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“Yes, the world is changing and becoming smaller. It must be 

because of revolution with innovations in mobile, WeChat,

television etc. I feel a big change in the way things used to be before 

and the way things are now”.

Participant C’s Response

Participant (C6) also spoke about the positive impact brought about by 

digital transformation in the way he leads his life now as compared to his earlier 

years when he had no access to digital technologies. He talked about how continuous

exchange of information and making new friends through mass media such as 

Facebook, Twitter, etc, is possible (Gui & Argentin, 2011).

Response of Participant C4

In a WeChat interview, Participant (C4) said:

“I feel I am with other people in the community and others in Bhutan 

because we can hear from each other in a minute or so”.

Question: Do you notice changes in the culture, economic, human behaviour and 

lifestyle of the Bhutanese people due to digital interventions?

Theme: All round changes: cultural, social, economic, behavioural and lifestyle 

changes are evident in Bhutanese society today.
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Table 4.5 Digital Transformation and Societal Changes

Participant Group Yes No No response

I (MOIC) 5 - -

II (MOF) 2 - -

III(BP) 8 - -

IV(BDBL) 2 - -

V(CCOs) 3(50%) 1(17%) 2(33%)

VI(EEs) 4 - -

VII(Citizens) 2(29%) 1(14%) 4(57%)

VIII(Opposition 
leader)

1 - -

N(n) =35 27(77%) 2 (6%) 6(17%)

From Table 4.5, it is evident that a high percentage (77 percent) of the 

participants (27) believed that digital transformation has begun to impact the lives of 

the citizens in economic, social, cultural and many other ways.

ICT Director Tenzing’s Response

“Yes. There are noticeable changes taking place in the culture, human 

behaviour and lifestyle of the Bhutanese people at all levels in the 

society. Just to cite few examples: Villagers are using WeChat to keep 

in touch. Some Bhutanese are buying and trading online. A family 

dinner is no more a gathering of conversation and stories, but constant 

interruptions by messages, updates from mobile phones. Korean Pop 

culture is in vogue with the Youth”.

Bhutan Post Ex-employee Kado’s Response

Participant (Kado), who had retired from Bhutan Post, said that digital 

transformation is good as long as one needs to use the digital tools in the best manner 
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and accept the changes that it brings in a positive way. Watkins (2002) stated that 

technology is destructive only in the hands of people who do not realise that they are

one and the same process as the universe.

Bhutan Post Assistant Manager Choden’s Response

An Assistant Manager at Bhutan Post said that she has noticed all round 

changes, both positive and negative. She particularly felt that television is making a 

big impact in the way children learn about cultures of other countries. Not only the 

children, she also said that everyone now has the opportunity of being kept informed 

of what is going on in and around the world. This according to her was one of the 

positive aspects of digital transformation. However, she also felt that children are 

increasingly influenced by western cultures, movies, social network, eroding of 

family values that could eventually threaten our own unique culture/traditions. 

Seufert & Meier (2016) in their article, ‘From eLearning to Digital 

Transformation’: A Framework and Implications for L &D’ reported that the societal 

capacity to manage such transformation in the most advantageous direction is of 

strategic significance, and not without conflicting interests. Ultimately, this capacity 

drives the long-term wellbeing of citizens by shaping the satisfaction of needs, the pace 

of social progress, and an improvement in the standard of living. Sia, Soh & Weill 

(2016) reported that the explosion of connectivity is revolutionising everything from 

retail shopping to late-night ride-sharing and that possessing ever increasing 

computational power and access to vast swathes of information at their fingertips, 

everyday citizens manage their engagement and communication in the way they want 

and demand that providers keep up. This, he said is forcing a new world order and 

driving a shift in old world hierarchies and that public sector institutions have now 

realised the need and the reality that they need to adapt to these digital demands. Skuse 
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et al., (2007) pointed to the growing recognition that new media and ICT access and use 

are not equally distributed within society in Indonesia which appears to have similarities 

in Bhutan as well (Tobgay & Wangmo, 2008; BBS, 2016d; Norbu, 2016; Dorji, 2012).

Broadening the access includes factors such as awareness,

engagement, motivations to use technologies, barriers to use, and issues of participation 

in local social networks, economies and decision making (Katz & Rice 2002; Selwyn 

2007), all of which is being increasingly adopted by the Bhutanese government (RGOB, 

2004). Further, the Bhutanese government has understood that while new technologies 

can provide new and interesting ways for civic, political and community involvement,

they may also widen existing poverty and information gaps “further blocking access to 

those already without access” (Skuse et al., 2007, p. 87). It is also pointed out that 

exclusion from new media and ICT may be strategic, a result of the active agency of

those who come to dominate technology access and use, i.e. the middle and upper 

classes (Haddon, 2000 as cited in Skuse et al., 2007).

According to Pem (2016) and BBS (2016d), mobile subscriptions in 

2016 have increased by 10,000 compared to 2015. As of June 2016, the number of 

mobile phone subscribers was 686,000 as compared to 676,000 in the previous year. 

BBS (2016d) also reported that the first set of mobile phones in Bhutan were introduced 

in 2003 and that 13 years down the line, almost every Bhutanese citizen owns a mobile 

phone since it has become a necessity. It also reported that the number of internet users 

has increased in the current year as the number of mobile phone users increases from 

one year to another since the introduction of the internet in 1999 (Dorji, 2012).
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4.5.2 Digital Transformation & Community Participation

Question: Do you feel that you have benefitted due to the establishment of CCs?

Theme: Establishment of CCs has brought about significant positive impacts on the 

lives of the citizens.

Table 4.6 Community Centres & Their Benefits

Participant Group Yes No No Response

I (MoIC) 3 (60%) - 2 (40%)

II (MoF) 2 - -

III(BP) 5 (63%) 1(13%) 2(25%)

IV(BDBL) 2 - -

V(CCOs) 6 - -

VI(EEs) 3(75%) 1(25%) -

VII (Citizens) 7 - -

VIII(Opposition leader) 1 - -

N (n)=35 29 (83%) 2 (6%) 4 (11%)

From Table 4.6 it is seen that 29 participants (83 percent) stated that 

they have benefitted from the establishment of CCs and that their lives have been 

made easier and more comfortable through the delivery of G2C and other services,

and also that social interaction has become easier and more frequent with the 

establishment of CCs.

The success of any developing country, according to Thomas & Kumar 

(2007), depends on its ability to use the potentials of ICT in the process of 

development. Bhutan has identified ICT as a driving force for the promotion of a 

sustainable, dynamic and vibrant Information Society, contributing to poverty 

alleviation, robust economic growth and significant increase in GNP. At the 

organisational and individual levels, online and mobile technologies make it possible 
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to improve connectivity across customer segments; and besides allowing more 

opportunities to sell products, connectivity makes retention efforts easier (van 

Paasschen, 2015).

Bhutan Post CEO Wangdi’s Response

“We have definitely benefitted. But there are more opportunities out 

there that we can capture as far as we in Bhutan Post are concerned. In 

particular, digital transformation has added value to CCs being 

established in rural communities. I think that there is no denying how 

CCs have helped rural citizens in availing G2C services at their 

doorsteps. In my view, there can be no greater happiness in people 

being provided with such services at their doorsteps. We know how 

difficult it used to be for them to even get a timber permit and death or 

birth certificate issued by concerned authorities before CCs were 

established”.

Hanna (2009) advocated that the ICT revolution has the potential to 

catalyse a country’s innovation, growth and development and that it is up to a 

government to make or break this transformation and that the successful creation of 

a networked society has the potential to transform the capacity of societies to shape 

their physical, economic, social and intellectual environments to their own needs,

and it defines a networked society as a new techno-economic paradigm that 

involves digital transformation processes enabled by ICT. In Bhutan, technology 

has also improved access to services and that the most vulnerable can be supported 

to gain access to appropriate services (Dorji, 2012; Norbu, 2016). Technology can 

also help to bring people together, as digital technologies become ever more 

pervasive and increasingly form part of people’s daily lives (Brown & Duguid, 
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2000). The needs of local citizens who are unable or unwilling to use this 

technology are being addressed through CCs (GNHC, 2013).

4.5.3 Digital Transformation and Social Interaction

Question: Have the above digital facilities changed your way of life?

Theme: Digital technologies have greatly changed societal norms, behaviour and the 

quality of human life.

Table 4.7 Digital Technologies and Their Impact on Societal Norms

Participant Group Yes - Impacted No – No Impact No response

I(MOIC) 5 - -

II(MOF) 2 - -

III(BP) 7 - -

IV(BDBL) 2 - -

V(CCOs) 6(86%) - 1(14%)

VI(EEs) 4 - -

VII(Citizens) 7 - -

VIII(Opposition 
Leader)

1 - -

N (n)=35 34 (97%) - 1(3%)

In Table 4.7, 97 percent (34 participants) have expressed a change in 

their way of life brought about by digital technologies owing to its impact on societal

norms, whereas 2 participants (6 percent) did not feel the impact; 7 participants (20 

percent) did not provide a response.

Response of Bhutan Post Ex-Employee Ugyen’s Response

“For many of the accusations on to the negative aspects of digital      

transformation for causing the negative developments, may be as claimed by few it 

may be very minimal or very negligible; to speak of a larger population there would 

be a more people talking about the benefits  of TV, mobile phones, internet and 
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social media rather than the ills of it. For this fact, for example, if you look in to the 

crime rates in Bhutan especially in the context of digital develpoments. But in most 

of the cases such as in to finding missing persons through facebook, such as finding 

in to your own lost & found items, entertaining yourself in a very healthy manner, 

TV such as uniting the nation in special occasions I think TVs and all the 

communication systems have played a very very important role”.

Technology within the home has many benefits for a household and a 

family and it has changed the “meanings of family time” (Mesch, 2006, p.124). New 

media technologies have created new prospects for individuals within a household by 

“enhancing different patterns of social interaction, access to information, and 

allocation of time” (, p.12). According to Mesch (2006), access to technology has 

made the boundary between work time and family time more permeable than ever 

before (p. 124). The submersion of new media technologies into society has led to 

major social change, which has meant that individuals, families and households have 

had to adapt in a number of ways. Social change is defined by Venkatesh & Vitalari 

(1987) as “the process by which alteration occurs in the structure and function of a 

social system” (p. 4). One key way that ICT was able to support and increase social 

interactions within the family was the ability to save money through the internet 

(Freeman, 2012; Mesch, 2006).

With the internet facility in the CCs, the people can use internet-based 

services like social media (Facebook and Google Plus), e-mail, instant messaging, 

Skype and other video calling tools. CCs also act as a common forum for knowledge 

sharing. CICs provide a platform for people from various communities to come 

together to exchange knowledge and information. This allows people to learn and 

gain knowledge for their social and personal development. Marker, McNamara & 
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Wallace (2002) support this view that community centres have empowered rural 

people to exchange their knowledge on agriculture and health and to pursue answers 

to their problem. Such a finding is also in support of Bhutan’s four mobile 

application areas that were chosen for initial launch in Bhutan – agriculture, disaster 

management, financial services and health (Tobgay & Wangmo, 2008). 

4.5.4 Digital Transformation Enhances Well-being & Happiness

Question: Would it be correct to say that CCs have helped in enhancing the 

wellbeing and happiness of the people?

Theme: CCs have enhanced the wellbeing and happiness of rural citizens

Table 4.8 Digital Transformation Enhances Well-being & Happiness

Participant Group Yes No No Response

I (MoIC) 5 - -

II(MoF) 2 - -

III(BP) 6 (75%) - 2 (25%)

IV(BDBL) 2 - -

V(CCOs) 6 - -

VI(EEs) 4 - -

VII (Citizens) 7 - -

VIII (Opposition leader) 1 - -

N (n)=35 33 (94%) 2( 6% )

The analysis in Table 4.8 shows that 33 participants (94 percent) 

perceived that CCs have helped in enhancing the wellbeing and happiness of the 

Bhutanese people.
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Citizen Participant C’s Response

“I find no words to describe how happy I am today because I can get 

things done within a short span of time. I no longer encounter the same 

difficulties that I used to before the CC was established. I can avail any 

type of service at the CC, which is just 15 minutes’ walk from my 

home. TV makes me know what’s happening around me. Mobile 

phones and WeChat connect me to the rest of the people. I consider to

be fortunate. I thank my government. I am now a happier person 

enjoying facilities of a digital age”.

The ICT Director, Tenzing’s Response

“One cannot underscore the importance and positive impacts of ICTs in 

Bhutan. Much has been achieved thus far and the government has invested 

heavily towards further strengthening/consolidating ICT initiatives such as 

the G2C initiative together with the deployment of Community Centers in all 

the blocks of villages, which has taken many public services to the doorsteps 

of our rural populace. The government is also using ICTs to take banking 

services to the rural population. This means their livelihood is improved and 

wellbeing and happiness enhanced”.

Citizen Participant C’s Response

A citizen participant (C5) said that he is able to live a better life with 

all facilities brought to his doorsteps and that he has very little to worry about. What 

appears encouraging, according to Faris (2004), is that Bhutan is not an early adopter

of ICT and that it has had the opportunity to learn from the mistakes of other 

developing nations, and may wish to utilise the global knowledge networks of its 
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donor community to ensure old mistakes from elsewhere are not repeated in Bhutan. 

Thus there is room for optimism. Bhutan’s policy-makers have already identified 

many of the concerns raised about the negative potential of ICT on GNH (Pek, 2013; 

Thinley, 2007). Opportunities do exist to harness ICT to further the national goal of 

GNH (GNHC, 2013). Breivik (2005) contends that “the explosive growth of 

technology in every aspect of society offers a unique opportunity to engage our 

citizens in economic and civic life” (p. 4). This supports the perception of a citizen 

who said that the establishment of CCs has brought about a change in the social life 

they lead in their villages (Tshering, 2007; Tobgay & Wangmo, 2008).

CC Operator A’s Response

She has provided a response that ICT interventions have brought about 

a big change not only in her own life but in the lives of other Bhutanese people. As a 

CC operator, she is aware of the conveniences that people now enjoy because of the 

G2C services brought to their door steps resulting in reduced expenses, time and 

labour.

In the context of Bhutan, it is believed that providing information

and knowledge to citizens through ICT can enable individuals to make better choices 

about their lives, and hence enhance GNH on an individual and societal level 

(RGOB, 2004). According to Simpson & Hunter (as cited in Hearn et al., 2005), 

ICTs are often promoted as an essentially required in order to revive and sustain 

regional communities. Arguably, such a focus is particularly relevant in Australia, 

which is characterized by wide geographical dispersion and has many such 

communities. It is argued that despite the increasing importance placed on ICTs, 

many initiatives have stalled and questions about how community-based ICT 

initiatives “can survive financially, that is, be ‘sustainable’ in the longer term” has 
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grown in significance (Gurstein, 2001, p. 279). While rural citizens derive immense 

benefits from CCs delivering services at their doorsteps in Bhutan, sustainability has 

been the concern of the Royal Government of Bhutan (Dorji, 2012; Norbu, 2016; 

Wilderman & Suberi, 2017).

4.6 Digital Transformation and Social Media

While social media has been globally considered a useful tool, it can 

also have negative impacts (Bargh & McKenna, 2004). In general, it is perceived that 

new media technologies, including social media, are having a negative impact on the

social interaction between individuals and family members within a household. 

Livingstone (2007) has argued that in the second half of the twentieth century 

children are spending more and more time in their bedrooms and that a “bedroom 

culture” has emerged, which implies that children and young people are spending 

significant proportions of their leisure time at home with mass media rather than 

spending their time in a “communal or family space” (p. 3). Children and young 

people are becoming more individualised and socially excluded, and as a result they 

are spending less time with their family members, which has a major impact on 

family communication and social interaction (Livingstone, 2002; Venkatesh & 

Vitalari, 1987).

Choden’s Response

“I feel that whatever is said above is true to some extent. Life was 

simple without the digital access. With digital transformations, people 

are exposed to various types of information, and if information is not 

used wisely it can become dangerous. So the cases of increased divorce 

rate and substance abuse rises from it. Use of internet, such as chatting,
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is often believed to have caused major misunderstandings between 

couples, leading to divorces”.

In the literature review chapter, Dutton (2004) argued that digital 

transformation has provided new opportunities in digital animation, but also that it 

brought about ICT consultancies, which has been linked with the disappearance of 

jobs in traditional industries such as the postal systems and print media. While media 

can help strengthen Bhutanese identity and values, at the same time it can also 

threaten its values in a rapidly changing Bhutan (Pek, 2003, 2013; Wangyel, 2006).

The ICT Minister, Dhungyel, said that it is common that people must 

use social media for constructive purposes. Further, he said that social media is a tool 

that should be used, and the government does not intend to restrict its use but will 

encourage people to use it in a more careful, responsible and positive manner.

4.7 Digital Transformation and Economic Impacts

According to Castles (2011), the 21st century is characterised by the 

growing interdependence of people in a globalising world where opportunities are 

opening up for millions of people through new technologies, expanding access to 

essential information and knowledge that has significantly improved people's lives 

and helped reduce poverty. The pervasive nature of technology and its integration 

with everyday activities poses potential opportunities, threats and challenges 

(Leidner, 2010). Technologies, according to Lemon & Garvis (2013), enrich and 

impact on the lives of people, cultures and societies globally. According to 

Davidescu (2012), “ICT has roles in the creation of employment and self-

employment opportunities, and that impacts can be direct through the growth of the 

ICT sector and ICT using industries and indirect through multiplier effects” (p.12). 

ICT sector might, in low income countries, offer the greatest opportunities for 
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employment creation (Lemon & Garvis, 2013). Katz & Suter (2009) pointed out that 

broadband penetration can increase employment in at least three ways – (i) direct 

effect of jobs created in order to develop broadband infrastructure (ii) indirect effects 

of employment creation in businesses that sell goods or services involved in creating 

broadband infrastructure, and (iii) induced effects in other areas of the economy.

Question: What is the “spin-off impact” on your income as a result of digital 

transformation?

Theme: Those possessing digital skills can perform their tasks better and receive 

increased benefits.

Table 4.9 Digital Transformation and Spin-off Income

Participant Group High Moderate Low Reduction No 
Effect

No 
response

I(MoIC) 4(80%) - 1(20%) - - -

II(MoF) - - - 2

III(BP) 1(13%) - 5(63%) 1(13%) 1(13%) -

(IVBDBL) 1(20%) 1(20%) - - - -

V(CCOs) - - - - 6

VI(EEs) 2(50%) 1(25%) 1(25%) - - -

VII(Citizens) - - - - - -

VIII(Opposition 
leader)

- - - - - 1

n =28 8(29%) 2(7%) 7(25%) 1(4%) 1(4%) 9(31%)

The participants were asked a question about whether digital 

transformation brought about any ‘spin-off’ in their income. It can be seen in Table 

4.9 that 8 participants (29 percent) perceive the impact of digital transformation on 

“spin-off impact” to be high, 7 participants (25 percent) believed it to be low.

However, 9 participants (31 percent) did not provide a response. A good number of 

participants also responded to say that digital transformation has helped them gain or 
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enhance professional competence that led to increased productivity, and this in turn

meant increased wages. Digital transformation does impact productivity in a positive 

way (Eggers & Bellman, 2015) and it brings in additional income (Konrad & Pfeffer, 

1990).

Bhutan Post Ex-Employee Ugyen’s Response

Ugyen, an ex-employee of Bhutan Post, perceived how enhancement 

in professional competence means increased productivity, leading to higher earnings, 

be it wages or salaries (Daley, 2006) This perception establishes a correlation 

between understanding that skills development is central to improving productivity,

which in turn is an important source of improved living standards and growth, and 

inadequate education and skills development, as is argued by Van der Berg et al.,

(2011). This keeps economies trapped in a vicious circle of low education, low 

productivity and low income. The responses provided by the respondents indicate 

how technology is seen to be a transformative tool that fundamentally changes the 

way we live, learn and work. Panel (2002) stated that as a result of these changes, 

technology tools and the creative application of technology have the capacity to 

increase the quality of people’s lives and the wellbeing of a nation (Thomas & 

Kumar, 2007; Das, 2010; Sherab, 2013). It is believed that higher levels of ICT 

literacy have the potential to transform not only the lives of individuals who develop 

the requisite skills and knowledge but society as a whole (Bates, 2009; Belshaw, 

2012; Holliday & Rogers, 2013).

The application of ICT for efficiency and better flow of market-related 

information can also act against exporters and weaker domestic companies in 

developing countries such as Bhutan (Faris, 2004). For example, by improving 
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purchasers’ access to price information, ICT can reduce the prices that suppliers can 

charge for their goods. Further, a foreign company that utilises ICT to improve its 

own efficiency can undercut a local competitor (Kenny, Qiang & Sabater, 2001) thus

there is a risk that limited access to ICT can create an internal digital divide. ICT is 

more affordable and accessible to dense, literate, wealthy, urban populations than it 

is to sparse, illiterate, poor rural ones (Kenny, 2002). That could possibly present a 

challenge for Bhutan in attempting to spread the benefits of ICT (Markle, 2001)

equitably through a society that largely consists of subsistence agricultural workers. 

Further, productivity gains from ICT may widen the gulf between the most affluent 

nations and those that lack the skills, resources and infrastructure to invest in 

information technology (Cullen, 2001). Bhutan, therefore, runs the risk of “missing 

the boat” and finding its ability to develop economically increasingly falling behind 

those countries that have harnessed ICT (Faris, 2004, p.152). In India, the 

extraordinary economic success of the ICT sector has not been evenly shared, and 

workers with ICT skills are being hired in greater numbers and being paid 

increasingly more than unskilled, less educated colleagues (Kenny, 2002).

For Bhutan, a policy of pursuing economic growth through ICT can 

enhance GNH if married to appropriate social policies (Faris, 2004). There is little 

doubt that economic growth can provide an economic boon of jobs and wealth, 

enhancing both societal and individual economic wellbeing (Inglehart et al., 2008) 

and, further, economic growth such as this can, according to Dedrick & Kraemer 

(1993), contribute to government taxation revenues through personal and company 

taxation, thus working towards the nation’s policy aim of self-reliance. Faris (2004)

contended that although Bhutan currently faces many challenges in developing an 

ICT industry and it holds some competitive advantages due to its stable socio-
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economic situation and its unique cultural inheritance. These could be turned to its 

advantage by focusing on electronic archiving of its cultural heritage (Faris, 2004),

archiving for preservation or for sharing the culture with the world, which is 

increasingly recognising the attractions of Buddhist cultures and belief. Bhutan is the 

last remaining Vajrayana Buddhist Kingdom (RGOB, 2008).  Thinley (2007) asserts 

that a concerted national effort to digitise this content would create not only a

national digital cultural asset but would also develop a cluster of expertise in multi-

media and cultural preservation that could become a future export industry.

4.7.1 Digital Transformation and Employment Opportunities

Question: Has Digital Transformation created opportunities in the locality in which 

your post office or CC is situated?

Theme: Digital transformation has created opportunities for the citizens in the rural 

communities through post offices and CCs.

Table 4.10 Digital Transformation and Creation of Opportunities

Participant Group Yes No No response

I(MOIC) - - -

II(MOF) - - -

III(BP) - - -

IV(BDBL) - - -

V(CCOs) 5(83%) 1(17%) -

VI(EEs) - - -

VII(Citizens) 5(71%) - 2(29%)

VIII(Opposition Leader) - -

n=13 10 (77%) 1(8%) 2(15%)
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The perception analysis in Table 4.10 shows that most of the 

participants (77 percent) believed that digital transformation has created 

opportunities for those who are digitally literate.

One of the most visible economic impacts of digital transformation on 

the society is in terms of creating opportunities. The perception analysis provided in 

the above table reveals that 10 participants (77 percent) said that digital 

transformation creates opportunities, whereas 2 (15 percent) participants did not 

provide any response.

Senior Manager Yuden’s Response

A senior manager (Yuden) in Bhutan Post supports the view of the 

CEO that for the postal sector, digital transformation is a ‘must’ if it is to remain in 

this competitive world. She said that ICT provides an advantage that post offices can 

latch onto to improve its products and services.  Further, she pointed out how postal 

employees are able to get messages across by using internet connectivity and also by 

advertising products and services on TV and Facebook. She asserts that new 

opportunities are available for the citizens by providing track and trace information 

on the internet for their consignments, and improved customer inquiries, etc, have 

been created through post offices and CCs. New opportunities for entrepreneurship 

and self-employment are also growing rapidly in the digital economy (Henderson, 

2002). Digital transformation, according to Corver & Elkhuizen (2014), will play a 

key role in driving innovation and growth in the region and this will optimise

resource and capital allocation while driving growth for the business. Studies have 

reported that the internet supports job creation and makes workers more productive 

(Bélanger, 1999). According to Castells (2011), people have an enormous desire to 
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communicate and connect; therefore, the personal welfare gain from having access to 

digital technology is clearly great. It also increases people’s social opportunities as 

people use mobile phones and the internet more for social purposes than for 

professional ones. However, the literature also indicates that people realise tangible 

economic benefits (Chaudhry, Lavin & Khalil, 2002).

In the context of Bhutan, besides thousands of jobs created due to the

application of ICTs, the establishment of CCs, which is technology- driven, has 

created several hundreds of jobs for the centre operators and office personnel 

(Tshering, 2007; Wildermuth & Suberi, 2017), and this supports the findings 

provided by Chanda (2012). This number may appear small but it has a positive 

impact on unemployment reduction, to some extent. Thimphu IT Park alone has 

provided gainful employment to more than 700 people and has also opened up other 

opportunities to the business sector. (http://www.thimphutechpark.com/bhutan-for-

business.htm).

4.7.2 Digital Transformation and Professional Competence

In the research context, professional competence is used 

interchangeably for digital competence, which is broadly defined as the 

confident, critical and creative use of ICT to achieve goals related to work, 

employability, learning, leisure, inclusion and/or participation in society 

(Belshaw, 2012). It is a transversal key competence that enables acquiring 

other key competencies (e.g. language, learning to learn, cultural awareness) 

and is related to many of the so-called 21st Century skills, which should be 

acquired by all citizens to ensure their active participation in society and the 

economy (Redecker, 2013). The notion of literacy, implying basic skills and 

knowledge and understood to be traditionally associated with books and 
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printed matter, is changing with the current upsurge of technologies and 

extends far beyond merely knowing how to read and write. The rapid diffusion 

and domestication of technology (Silverstone & Hirsch, 1992) is transforming 

literacy into a “deictic” concept (Leu, 2000): rapidly and continuously 

changing in meaning as new technologies appear and new practices evolve. It 

is argued that we read, write, listen and communicate today differently than we 

did 500 years ago (Coiro et al., 2008).

Question: Does Digital Transformation enhance Professional Competence?

Theme: Digital transformation enhances the professional competence of the 

workforce.

Table 4.11 Digital Transformation and Professional Competence

Participant Group Yes No Neutral No response

I (MOIC) 5 - - -

II(MOF) 2 - - -

III(BP) 7 - - -

IV(BDBL) 2 - - -

V(CCOs) 6 - - -

VI(EEs) 4 - - -

VII(Citizens) - - - -

VIII(Opposition Leader) 1 - - -

n=28 28 - - -

Table 4.11 shows that all 28 participants (100 percent) hold the same 

perception that digital transformation enhances professional competence.  

ICT Dasho Secretary’s Response

“Yes, it has. Professional competence means things have been made more 

efficient. When I send emails I send it to the entire office group and … office 
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documents are shared through Google document and we edit them together; and from 

now on, most of our meetings, the minutes, are sent out digitally. Our ministry is 

initiating changes whereby we want everyone to be digitally literate, so much so that 

we even want our drivers to be digitally literate, ie sign in and sign out digitally, call 

them through text messages and WeChat. Our idea is to introduce digital 

technologies to make everyone more competent in doing their work”.

Bhutan Post Assistant Manager Seldon’s Response

How digital transformation meant enhanced professional competence to 

Seldon is provided in the discussion on the data/findings in table 4.12.

A tech-savvy workforce is integral to any organisation’s digital 

transformation strategy (Ilomaki, Kantosalo & Lakkala, 2011). The National 

Research Council (1999) asserted that limited skills in areas such as reading, 

numeracy and problem-solving present a fundamental barrier in the attainment of 

ICT literacy and many young people who fail to develop an adequate level of literacy 

may find themselves in a disadvantaged position. According to OECD (2009), 

competency is more than just knowledge and skills; it involves the ability to meet 

complex demands by drawing on and mobilising psychological resources (including 

skills and attitudes) in a particular context, and digital competence is grounded on

basic skills in ICT. Relevant to whether or not digital transformation is a hindrance,

Leifer (2000) suggested bridging the cultural and talent gap, bringing the innovation 

core closer to company leadership, defining CEO’s roles and keeping abreast of 

technological changes.
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Question: Has Digital Transformation been a hindrance in the way you perform your 

duties?

Theme: Digital transformation has been a hindrance to those who are digitally 

illiterate, and even for the digitally literate who do not update themselves in 

enhancing their digital competence.

Table 4.12 Is Digital Transformation a Hindrance?

Participant 
Group

Yes No Neutral No 
response

I(MOIC) - 5 - -

II(MOF) - 2 - -

III(BP) 2 (25%) 6 (75%) - -

IV(BDBL) - 2 - -

V(CCOs) - 4(67%) - 2(33%)

VI(EEs) 2 (50%) 2(50%) - -

VII(Citizens) - - - -

VIII(Opposition 
leader)

- 1 - -

n =28 4(14%) 22(79%) 2(7%)

The analysis in Table 4.12 shows that 22 participants (79 percent) 

perceive digital transformation to be a necessity rather than a hindrance, whereas 4 

participants (14 percent) felt otherwise. 2 participants (7 percent) did not provide a 

response. 

ICT Director Tenzing’s Response

“Yes, there is a myriad of free online courses and I can learn everything 

online. I can find information at the click of a button. Various courses that 

can be learnt from globally reputed universities and prove useful for

professional development. Indeed, it has happened in my case and I am 
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sure it will continue to help me this way. In this way, technology is an aid 

and not hindrance”.

UNCTAD (2011) establishes the relationship between ICT and 

productivity, economic growth or employment and company level studies such as 

that of Bartelsman, Hagsten & Polder (2013), which evidenced that ICT impacts 

provide an insight into ICT investment and ICT use (which ranges from use of 

computer to advanced e-business applications), also that size and age, skill level, 

organisational factors and other forms of innovation have a bearing on a firm’s 

productivity. As discussed in 4.5.2 (Table 4.13), a strong relation exists between the 

professional competence of an employee with that of his/her productivity, which 

ultimately impacts on one’s “spin-off” income. 

Bhutan Post Assistant Manager Seldon’s Response

Seldon said that she always felt that digital transformation 

was never a hindrance but always an aid in the sense that she could learn 

tools with which she could execute her tasks efficiently (enhancement of 

professional competence) and also that she could keep herself of the latest 

developments, both within and outside the country through digital 

technologies. She attributed increase in her income due to enhanced 

professional competence.

According to the OECD (2009), positive macroeconomic impacts of 

ICT in terms of increases in productivity and growth can arise from the following:

Increase in size and productivity of the ICT sector and associated effects, such as 

growth in industries that provide inputs to ICT production (p.3);
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ICT investment across the economy, which contributes to capital deepening and 

leads to a rise in labour productivity (p.3);

Multifactor productivity across the economy, which arises from the role of ICT 

in helping firms innovate and improve their overall efficiency (p.3). 

The ICT Secretary, Dasho Dorji, asserted that, in general, there’s a lot 

more efficiency because of digital transformation. One problem has always existed 

has been with correspondence, whether among agencies or within the system itself.

This has greatly improved because of the use of digital software. People are able to 

do things much more efficiently in a lesser amount of time. The right strategy, 

according to him, identifies the digital forces that impact the company and its 

employees – e-commerce, social media, big data, mobile devices, cyber security, etc 

– and addressing the opportunities or threats they represent. 

From the Australian national perspective, in 2015, O’Mahony (as

cited in Erumban & de Vries, 2016), asserted that productivity growth in the 

economy will be increasingly driven by digital technology in the future and that ICT 

skills will play an increasingly important role in future economic growth (Kaul, 

2012; Glister, 1997). He believes that Australia needs to ensure that its education 

system, policy settings and business practices all work towards equipping the 

country’s workers with the required technological skills. This would ensure that the 

Australian workforce is well-placed to meet the future challenges associated with 

digital disruption (Hart, 2001; Kinley, 2015; Curriculum Corporation Australia, 2006

cited in Coffin, 2006). The European Commission (2004) stated that a nation’s 

economic well-being depends “on both the effective use of ICT for businesses and 

industrial processes and on the knowledge, competencies, and skills of current and 

new employees” (p.2).
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West & Patterson (1999) stated, “‘People are our most important 

asset’ is not just a management platitude, it is an urgent polemic which managers 

ignore to the costs of their shareholders and stakeholders” (p. 27). 

4.7.3 Digital Transformation Creates Awareness and Promotes Independent 

Decisions

Question: Has Digital Transformation promoted awareness and strengthened the ability to 

take independent decisions? 

Theme: Digital transformation has promoted awareness and strengthened the ability 

to take independent decisions.

Table 4.13 Digital Transformation Creates Awareness & Promotes 
Independent Decisions

Participant Group Yes No No Response

I(MOIC) 5 - -

II(MOF) 2 - -

III(BP) 6 (75%] - 2 (29%)

IV(BDBL) 2 -

V(CCOs) 4(67%) - 2(33%)

VI(EEs) 4 - -

VII(Citizens) 7 - -
VIII(Opposition 
leader) 1 - -

N (n) =35 31(89%) - 4(11%)

The participants were asked if digital transformation created 

awareness and enabled them to take independent decisions. Table 4.13 shows that 31 

participants (89 percent) of the respondents perceived that digital transformation has 

promoted awareness and also strengthened their ability to take independent 

decisions. 4 participants (11 percent) did not provide any response.
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Bhutan Post Board Director Dendup’s Response

Chief Program Officer of State-owned Enterprises (SOEs) and Bhutan 

Post Board Director, Dendup, has said that digital transformation has made access to 

information easier and readily available, which has helped him to make informed 

decisions. This view is supported by that of Deputy Managing Director of BDBL, 

Rigyel, who said that the availability of information disseminated through TV, radio 

and other digital tools have upgraded/improved the capacity of the people to absorb 

information, which has improved their awareness; and when more information is 

available, naturally it helps people make better decisions (Olson et al., 2011).

Bhutan Post Manager Kezang’s Response

“E-commerce, like in any other country is growing and it is noticed 

that an increasing number of Bhutanese are buying on the net and 

Bhutan Post is delivering the e-commerce packets. Bhutan Post has 

also initiated activities to help local sellers sell online with Bhutan 

Post as their delivery and carrier partner. People are becoming 

increasingly aware of our new ways of doing business”.

4.7.4 Digital Transformation enhances Skills & Competencies of Workforce

Question: What has been the degree of the impact of Digital Transformation on the 

skills and competencies of the workforce?

Theme: Digital transformation has a high degree of impact on the skills and 

competencies of the workforce.
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Table 4.14 Digital Transformation and Skills & Competencies

Participant 
Group

High Moderate Low No 
Impact

No 
Response

No 
Idea

I(MOIC) 3 (60%) 1(20%) 1(20%) - - -

II(MOF) 2 - - - -

III(BP) 6 (71%) - - 2 (29%) -

IV(BDBL) 1(50%) - 1(50%) - - -

V(CCOs) 3 (50%) - 1(17%) - 1[17%) 1(17%)

VI(EEs) 4 - - - - -

VII(Citizens) - - - - - -

VIII(Opposition 
leader)

1 - - - - -

n =28 20(70%) 1 (4%) 3(11%) - 3(11%) 1(4%)

The analysis in Table 4.14 indicates that 20 participants (70 percent) 

perceived a high degree of impact of digital transformation on the skills and 

competencies of the workforce.

Evans (2002) advocated that IT skill standards constitute a common

language framework for educators, employers and corporate trainers to develop the 

educational and training tools necessary to prepare students and incumbent workers 

for today’s workplace challenges. Kent & McNergney (1999) cited in Thompson 

(2008) also believed that both IT educators and HR professionals are realising that 

these standards can be used effectively as a foundation tool for developing the 

educational curriculum, profiling jobs, recruiting and evaluating employees, and 

designing academic and professional certification. All major stakeholders in IT

workforce development business, IT professionals, students, educators and

government policy-makers benefit from IT technology jobs and skill standards 

(Evans, 2002). The diffusion of information and communication technologies, 

according to Garrido, Sullivan & Gordon (2010), across all economic sectors is 
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placing new demands on workers’ skills, both expanding employment opportunities 

and imposing new demands on disadvantaged groups, and that ICT skills are not 

only required for jobs in the information technology sector but they cut across sectors 

and job types (RGOB, 2004). 

ICT Director Tenzing’s Response

Asked what his perception about workforce redundancy was, Tenzing 

said that jobs such as wireless operators and telephone operators were longer 

required because of digital transformation. Negroponte (1998) and Adler (1986) said

that if an employee of any organisation is not able to adopt and adapt to the changes 

whereby new technology requires new skills, he/she is at the risk of becoming 

redundant. His perception conforms to what was established by Davenport & Prusak 

(1997) and Pelgrum & Anderson (1999). The government’s strategy, however, is not 

to make people redundant. Tenzing asserted that the Bhutanese government has 

taken an approach to re-skill those people to make them relevant in other areas where 

there are shortages. For example, with the increasing reliability and penetration of IT 

a network there is no longer a need for distributed stand alone systems across the 

country. According to him, there are a number of ICT technicians that have been 

deployed across the country to provide support for systems that are now redundant,

but these people are being re-skilled to provide support to the replacement system.

Tenzing’s perception is supported by Australia’s experience where the 

application of ICT has replaced workers who perform routine tasks, typically jobs in 

the low and middle skill levels. It is reported that Australia is on the cusp of the next 

wave of the industrial revolution and these revolutions have the potential to radically 

upend business practices, change social arrangements and dramatically reshape the 

workforce. It is estimated that almost five million jobs face a high probability of 
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being replaced within the next decade. It has also been reported that it would be 

much easier to accurately identify the jobs that will be destroyed by technological 

change than to predict those that will be created in the future (Alder, 1986). The 

same is likely to happen in Bhutan due to increased automation of operations and 

services, as viewed by some participants.

ICT Secretary Dasho Dorji’s Response

ICT Secretary Dasho Dorji shares a different perception about 

workforce redundancy:

“I think the idea is not to reduce workforce in any sense 

because it would mean unemployment. The idea is to introduce 

everyone to technology. We want even our drivers to sign in 

and sign out online when they come in and leave out of duty –

use technology. We want to call our drivers by texting or 

calling them on their mobile phones”.

Loucks et al., (2015) reported that informed decision-making has a big 

impact on strategic decisions that shape a company’s future. They also reported that 

it improves the millions of smaller decisions that employees make every day. Kellner 

& Share (2007) argued that the digital accelerator embeds analytics and informed 

decisions directly into the work process, giving both executives and employees the 

tools to make the best decisions in a given context and job role. In effect, every 

informed worker can become the voice of the brand. They also asserted, as 

propounded by Brodbeck et al., (2007), that informed decision-making ensures that 

employees with the right expertise, diverse backgrounds and cognitive perspectives 

influence decisions. Furthermore, they believed that companies that excel at bringing 

experts and diverse perspectives into the decision-making process are more 
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successful innovators and that the digital accelerator taps and connects into the 

shared intelligence of the workforce while giving voice to diverse viewpoints and 

expertise. Hengst & Sol (2012), cited in Nagery (2012), stated that ICT enables 

organisations to decrease costs and increase capabilities, thereby enabling them to 

shape inter organisational coordination.

4.7.5 Digital Transformation - An Aid and not a Hindrance

Question: Do you feel threatened by Digital Transformation?

Theme: Some feel threatened by digital transformation, while others feel that their 

lives have been made easier and more comfortable by it.

Table 4.15 Digital Transformation- Is it an Aid or a Threat/Hindrance?

Participant Group Threat Aid No response

I (MOIC) 2(40%) 3 (60%) -

II(MOF) - 2 -

III(BP) 1(13%) 7(87%) -

IV(BDBL) 1(50%) 1(50%) -

V(CCOs) 2(33%) 3(50%) 1 (17%)

VI(EEs) 2(50%) 2(50%) -

VII(Citizens) - - -
VIII(Opposition 
leader) - 1 -

N=28 8(29%) 19 (68%) 1(3%)

The response analysis in Table 4.15 shows that 19 participants (68 

percent) believed digital transformation to be an aid rather than a hindrance, while 8 

participants (29 percent) perceived it to the contrary.

Bhutan Post’s Assistant Manager, Selden’s Response

“Positive changes are that we learn new sets of value …watching 

television and hearing the stories around the world give inspiration 

174 Chapter 4: Data Analysis and Presentation



to children and others. The negatives are … the youth are too much 

influenced by the Western culture, movies, social network. … they 

get carried away at times, leading to substance abuse, distraction 

from studies, loss of personal touch with families (kids busy on 

mobile game, browsing net instead of spending time with families)”.

According to Garrido, Sullivan & Gordon (2010), the diffusion of 

information and communication technologies across all economic sectors is placing 

new demands on workers’ skills because of the changing skill set that is required in a 

world of expanding employment opportunities. This imposes new demands on 

disadvantaged groups and the demands cut across all sectors and jobs (RGOB, 2004). 

Therefore technology can be an aid or a threat depending on how adaptive one is 

(Neophytou, n.d). According to Gozzi (1999) we live in an age where the computer 

has become the “root metaphor”of existence, and thus it is important that we 

question whether the tools have transformed from being a means to an end to 

becoming an end in themselves. It is important to know who and what technology 

serves, who it excludes and why, and this sheds light on what strategies should be 

pursued (Khan, 1998). 

The Secretary-General of the United Nations, Kofi Annan (1999) cited 

in Ogunsolu (2005) stated, “The Internet holds the greatest promise humanity has 

known for long- distance learning and universal access to quality education... It 

offers the best chance yet for developing countries to take their rightful place in the 

global economy... And so our mission must be to ensure access as widely as possible. 

If we do not, the gulf between the haves and the have-nots will be the gulf between 

the technology-rich and the technology-poor” (p.6). In a similar vein, Learn (2011) 

stated that the new information and communications technologies are among the 
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driving forces of globalization bringing people together, and bringing decision-

makers unprecedented new tools for development. At the same time, it however 

warned that the gap between those having access to information and those without 

access to the information is widening and that there is a real danger that the world's 

poor will be excluded from the emerging knowledge-based global economy.

4.7.6 Digital Transformation and Empowerment of Women

Access to technology, as argued by Ellis (2011), should not be limited 

by cultural, economic, gender, geographical, linguistic or physical barriers and that in 

a global society, according to Baller, Dutta & Lanvin (2016), its policymakers have a 

responsibility to determine the components of digital knowledge and to know how to 

make it equitable and cross-cultural. However, it is reported that several serious 

problems exist that threaten the success and effectiveness of technology as a 

transformative tool: its enormity and growing importance in people’s everyday lives.

This cannot be understated (Seufert & Meier, 2016).

Stanworth (2000) predicts widespread social transformation and new 

class structures with the coming of the Information Age, but there is disagreement 

about the likely outcomes for work and employment patterns. It is argued that recent 

feminist research on gender and technology considers technology to be a masculine 

culture, whereby men continue to defend areas of competence and dominate the high 

status and powerful positions of the future; however, the role of women 

entrepreneurs in the process of economic development has been recognised from the 

1990s in various parts of the world, and today in the world of business, 

entrepreneurship has become an essential movement in many countries and women 

have been accepted into all areas of working life (Mathew, 2010).
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Question: Do you think that men and women have equal access to opportunities 

created by Digital Transformation?

Theme: Digital transformation offers equal opportunities to men and women in 

Bhutan.

Table 4.16 Digital Transformation and Opportunities for Men & Women

Participant Group Yes No No Response

I (MoIC) 2(40%) 2 (40%) 1(20%)

II(MoF) 2 - -

III(BP) 5(63%) 3(37%) -

IV(BDBL) 2 - -

V (CCOs) 1 (17%) 1 (17%) 4 (66%)

VI (EEs) 3 (75%) 1 (25%)

VII (Citizens) 3(43%) 1(14%) 3(43%)

VIII(Opposition leader) 1 - -

N (n) =35 19 (54%) 8(23%) 8(23%)

As the perception analysis shows in Table 4.16, while 54 percent of 

the respondents (19 participants) felt that men and women in Bhutan have equal 

access to opportunities created by digital transformation, 23 percent (8 participants) 

felt it to be the contrary. 8 participants (23 percent) did not provide a response.

Bhutan Post General Manager Wangmo’s Response

Participant (Wangmo), a General Manager in Bhutan Post, perceived 

that digital transformation offered equal opportunities to men and women. The 

Opposition Party Leader shared a similar perception:

“Digital transformation has a great deal to offer, be it for men or women or 

be it rural or urban, as long as internet connectivity is there. However, at 

this stage, rural people have the risks of being further left behind since they 
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are not able to make use of the opportunities that these tools provide. This 

is where our challenge lies, and the government is committed to intervene 

by introducing e-government Applications etc. But the biggest help can 

only come from education – improving the literacy rate of the citizens. 

This challenge is also being dealt with by the government in ways that you 

are aware of ”.

Entrepreneurship is essential for the continued dynamism of the 

modern market economy and for the greater entry rate of new businesses to

foster competition and economic growth (Wennerkers & Thurik, 1999). This 

trend perhaps indicates a growing importance in terms of equal access to 

opportunities for men and women created by ICT (Wangmo & Tobgay, 2008).

4.7.7 Digital Transformation and Workforce

According to Ernst Kossek, Lewis & Hammer (2010) the most 

successful organisations are those that are able to adapt to a new way of working and 

for workforce engagement that uses multiple, but equitable, workforce engagement 

models. The challenge for organisations today is to start planning and forecasting the 

workforce needs of the future. Egger & Bellman (2015) identify workforce skills as 

the most challenging area for digital evolution. Many government agencies lack the 

skills to take full advantage of digital transformation. Digital strategists need to 

develop a plan that pinpoints what workforce capabilities they need and how they are 

going to secure them. It’s not simply about equipping existing workers with new

awareness, but of envisioning genuinely new skills, including research and analysis

skills, technology skills, agile and iterative project management, user experience 

skills, financial modelling for digital business models, and commercial skills for a 

digital supply chain (Khalil, Lanwin & Chaudhury, 2002). “An employee’s 
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satisfaction with their work and a positive view of the organisation, combined with 

relatively extensive and sophisticated people management practices, are the most 

important predictors of the future productivity of companies” (West & Patterson, 

1999). 

ICT Secretary Dasho Dorji’s Response

“While in general there’s a lot more efficiency, one problem has been 

correspondence, whether among agencies or within the system itself,

and that has greatly improved because of the use of digital software.   

People are able to do things much more efficiently in lesser amount of 

time”.

According to Media Awareness Network (2010), the skills needed to 

effectively participate in a knowledge-based digital economy include the capacities 

to find, organise, understand, evaluate, create and share information through 

constantly evolving digital technologies – technologies and innovations that demand 

continual learning and re-learning. According to Grant (2003), after individuals start 

their careers it is imperative that they are provided with the resources to continue 

developing their digital literacy skills, as the economic benefits of a digitally literate 

workforce are enormous and these skills must be continually augmented and 

sustained in order to fully realise the benefits of digital media in the workplace. The 

modern world is characterised by knowledge, technology and innovation, and,

presently, Bhutan is at a significant point in its history where it can transform itself 

into a knowledge-based society by keeping abreast with the digital transformations

taking place around the world (GNHC, 2013). “The world is changing fast, and 

Bhutan cannot afford to be left behind. It has to develop its human resources to 

overcome the challenges offered by global competitiveness, create a knowledge-
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based society and enhance the competencies required for its people’s development 

and well-being” (GNHC, 2013, p.18).

4.8 Digital Transformation and Cultural Impacts

As pointed out by Hanson (2007), digital technologies such as cell 

phones and the internet contribute in defining ways in the way the citizens live, work 

and play and interact with government, employers and family. For a small nation like 

Bhutan, which is increasingly known as the land of GNH, culture plays a big role in 

safeguarding its sovereignty, security and independence. According to Dorji (2009), 

culture is often understood as a national culture that has for more than three centuries 

been considered synonymous with national identity. He argues that public culture is 

subject to continual change and such a change is giving birth to a new cultural 

identity. But he is mindful of the need to watch the change in values more than the 

external changes. The general consensus, according to Dorji (2006) and Pek (2013),

is that public culture is perceived to be under threat from globalisation and that the 

mass media is a culprit, and that digital technologies have to be used to to the 

nation’s advantage. 

Bhutan Post Senior Manager Tenzin’s  Response

Participant Tenzing perceives that digital transformation can be good 

for everything if the positive sides of it are harnessed and its negative impacts 

avoided. He cites an example where Bhutanese students studying outside the country 

had very little choice in terms of the songs and movies they would watch, but digital 

transformation has created ample opportunities to learn about their own culture as 

well as those of others (Wangmo, Violina & Haque, 2004). Through YouTube and 

other digital technologies they have ample and healthy choices of Bhutanese songs 

and movies to watch and listen to. The officiating Director of DIT & T asserted that 
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through digital technologies, people in other countries also have the opportunity to 

learn about Bhutanese culture and tradition (Burns, 2001) and this helps to promote 

Bhutan.

Question: How do you perceive the influence of Digital Transformation on culture? 

Do you think the influence has been good or bad?

Theme: Digital transformation can impact culture in two ways – positive and negative. It 

appears to be impacting more in positive ways.

Table 4.17 Digital Transformation and Its Impact on Bhutanese Culture

Participant 
Group

Good Bad Both – Good 
and Bad

No response

I(MOIC) 3(60%) - 2 (40%) -

II(MOF) 2 - - -

III(BP) 5(63%) 3 (38%) - -

IV(BDBL) 2 - - -

V(CCOs) 2 (33%) 4 (67%) -

VI(EEs) 2 (50%) 1(25%) 1(25%) -

VII (Citizens) - - - -

VIII(Opposition 
leader)

1 - - -

n=28 17 (61%) 4(14%) 7 (25%)

The analysis in Table 4.17 indicates that 17 participants (61 percent) 

felt that digital transformation impacts Bhutan’s unique culture in a positive way, and 

4 participants (14 percent) perceive that digital transformation has had a negative 

impact on culture. However, 7 participants (25 percent) perceive that digital 

transformation impacted on culture in both ways – both positively and negatively. In 

general, all participants perceived that digital transformation has had an impact on 

culture, be it positive or negative.
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Bhutan believes that the preservation of its rich cultural heritage is 

critical to its very survival as a nation state and that the preservation of cultural 

heritage acts as a source of value for a society in transformation and is expected to 

help cushion the negative impacts of rapid modernisation (RGOB, 2009, Pek, 2003, 

2013). .Preservation and promotion of cultural heritage serves to safeguard a sense of 

identity (Ura, 2011; Thinley, 2007; Pek, 2013) and  the preservation of a rich cultural 

heritage also provides a strong link and support between the individual and the 

society at large, acting as an effective social security net (Thinley, 2007; Dorji, 

2011). In earlier decades, Bhutan  had always suffered a sense of vulnerability, but 

the forces of globalisation have reached this tiny country (MOIC, 2007), and  

realising that its distinct identity and culture is the strength of the country, the 

Bhutanese leadership has decided to promote this identity through dress, language, 

architecture, traditional festivals, arts and crafts (Pek, 2013; GNHC, 2013).

ICT Secretary Dasho Dorji’s Response

The most dominant response about the impact of digital 

transformation on Bhutan and Bhutanese culture is that of ICT Secretary Dasho

Dorji:

“On our culture, the impact is very strong. Because when you talked 

about digital transformation, I noticed that you talked about television. 

TV has had a huge impact on Bhutanese culture and in fact that is a

little worrying … entertainment channels are strongly impacted by 

television and now internet – there is a dilution of culture. That’s why 

my ministry is initiating policy with Bhutanese content in Bhutanese 

media – because that is being limited; we are being swamped by 

international media that comes like an aerial invasion”.
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Bhutan Post Ex-board Director Tshering’s Response

The above ICT Secretary Dasho Dorji’s response is supported 

by Tshering (ex-Board Director of Bhutan Post & currently Board Director of 

BDBL) who perceives a big impact as well – positive as well as negative.

“Digital transformation has brought about significant impacts on 

Bhutan's traditional society and culture. It has had a major effect on 

culture, workforce practices and training needs within a period of just 

over 15 years. The transformation has brought along with it both

positive and negative effects”.

In Bhutan, cultural identity is constantly being challenged by the 

impact of TV and the internet, which was introduced about twelve years ago. It is 

hugely impacted in all spheres of Bhutanese life, but especially that of the youth 

(Thinley, 2007; Pek, 2013; Ura & Penjore, 2009). Bhutanese youth seem to be more 

informed about the rest of the world than that of their own country due to the content

of media programs (Pek, 2013; Kuensel, 2014b). According to Pek (2013) and Dorji 

(2011), media in the 21st century poses one of the biggest challenges to a rapidly 

changing Bhutan, and it is seen to be two-edged sword. She also pointed out that it 

has both the potential to protect the distinct culture as well as threaten it 

(https://www.youtube.com/results?search_query=Pek%2C+2013+Globalization). 

Additionally, she stressed that Bhutan is no longer an isolated and hidden land but is

vulnerable to the forces of globalisation, which has taken hold of every aspect of the 

society, particularly its culture and workforce. The survival of Bhutan as a tiny 

nation, according to her, can only be possible if it can maintain its distinct identity, 

culture and values without yielding pressure to the media, the powerful purveyors of 

globalisation and global values. Such a viewpoint is supported by Cowen (2009).
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Pek (2013) described globalisation as the world's latest threat to 

Bhutan and that media can result in global diversity instead of Bhutanese diversity if 

the evolution of contemporary Bhutanese culture and identity is not given adequate 

importance and duly recognised. To ensure that Bhutanese culture and heritage 

continue to survive and flourish, it is rendered absolutely necessary for Bhutanese 

youth to understand and accept their role as custodians of a distinctive culture and 

the values and principles on which it is founded (Chophel, 2011).

For Bhutan, ICT offers great and expanding opportunities for the 

preservation and promotion of cultural heritage (Lees, 2011; Murugan, 2007);

however, at the same time, ICT inherently moves cultural content around the globe,

and is a key enabler of the homogenisation of global culture (GNHC, 2013; Faris, 

2004; Ura, 2011). Therefore, the challenge for Bhutan is to harness the many 

potentialities of ICT for preserving its unique culture, as well as implementing 

policies to limit the homogenisation, and potentially harmful effects, of global 

culture streaming down TV cables and through internet connections (Faris, 2003; 

RGOB, 2004).

Sustaining culture in the face of globalisation is a challenge for every 

nation (Tomlinson, 1999), and in this age of rapid globalisation, local artistic 

practices and cultural identities in Bhutan are increasingly facing the challenge of 

sustainability (Thinley, 2007). The Bhutanese government is trying its best to 

preserve and promote its unique culture, which has proven to be a source of 

inspiration and attraction to the rest of the world (Thinley, 2007). In 1993, Bradley, 

Hausman & Richard (as cited in Totonchi & Kakamanshadi, 2011) asserted, 

“Technology is both driven by and a driver of globalization, as both forces 

continually reinforces one another” ( p.270).
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4.9 Conclusion

In conclusion, in addition to the available literature, participants’ 

responses, as understood by the researcher sufficiently indicated that digital 

transformation in Bhutan has had all round impacts (economic, social, political, 

cultural and environmental). The above analyses and discussions adequately respond 

to the research question on digital transformation and its impacts on Bhutanese 

society, culture and workforce. 
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Chapter 5: Digital Transformation and Bhutan Post

Figure 5.1 Bhutan Post, Head Office.

(Source: https://www.google.com.au)

5.1 Introduction

This chapter deals with how Bhutan Post, as a traditional postal 

company that was heavily reliant upon government’s subsidies, embraced digital 

transformation and evolved into a modern commercially-oriented organisation. As 

discussed in the literature review chapter, the erstwhile Department of Post and 

Telegraphs was corporatised in 1996, revised its vision, mission, objectives and

mandates, and initiated measures to embrace digital technologies in the light of the

challenges faced by the ever-evolving postal industry worldwide. In particular, how 

the element of GNH was included in its vision and how it was also guided by a

commercial mandate to become a self-sustaining organisation.
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This chapter provides participants’ responses to how digital 

transformation has impacted the performance of postal employees and Community 

Centre operators and how the management of Bhutan Post responded to the emerging 

challenges and opportunities presented by digital transformation. The financial 

performance of the company in terms of its various business areas is studied to 

understand how it became a commercially viable company.Some of the technology-

driven initiatives undertaken by it that added value to the company and its 

sustainability are discussed.

Specifically, the study aimed to: 

Evaluate the impact of digital transformation on the workforce, work culture, 

and employees and training of Bhutan Post and CC operators; and

Investigate how Bhutan Post management responded to the emerging challenges 

and opportunities presented by digital transformation.

In Appendix A, the researcher has basically examined the 

evolutionary role of Bhutan Post since the establishment of the first post office in 

1961 and how it adapted to the technological changes to position itself as a vibrant, 

dynamic and self-sustaining corporation. The conceptual framework for Bhutan Post 

and CCs as a case study was also discussed in Chapter 2. In this current chapter, a 

number of questions on Bhutan Post and CCs have been asked in order to obtain 

participants’ responses. Participants in this group were a chairman, a board director, 

CEO, three managers and two postmasters. For CCs, the participants were six 

Community Centre operators selected from all the regions. 
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Bhutan Post CEO Wangdi’s Response

According to the CEO of Bhutan Post, Wangdi, Bhutan Post has 

automated all its operations and is investing on ICT every year to improve the 

efficiency and efficacy of its different functions which is in agreement with that of 

Rouse & Baba (2006).  He also said that it is continuously on the lookout for new 

business opportunities and revenue streams from the application of ICT as advocated 

by Rouse & Baba, 2006 and Schaltegger, Ludeke-Freund & Hansen (2012). For 

example, as asserted by Soon & Wee (2011), he said that e-Commerce is one of the 

four strategic thrust areas of the company.  Further, he said that the corporation is 

also using Facebook to interact with, and get feedback from, its customers and the 

general public and this is in agreement with the viewpoint of Mangold & Faulds, 

(2009) and Kramer & Dedrick (2002). In his response at the interview, he said that 

Bhutan Post has adopted a social media policy, among other ICT policies, to enable 

the company to leverage this important tool. Qiang, Rossotto & Kimura (2009)

asserted the economic impacts of broadband, information and communications for 

development. He said that it has its own official Facebook page and dedicated 

personnel responsible for its upkeep and maintenance. Facebook, according to

Edosomwan et al., (2011) is one main communication channels with customers and 

the wider society.

Bhutan Post ICT Manager Tashi’s Response

Bhutan Post ICT Manager, Tashi, perceived that digital 

transformation, especially through social media, is having a big impact on the social 

interaction and culture of Bhutan. CEO Wangdi stated that Bhutan Post has 

automated all its operations and is investing on ICT every year to improve its 

business opportunities and revenue streams from the application of ICT e-commerce.
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“Bhutan Post is also using social media platform Facebook to interact 

and get feedback from its customers and general public. It has adopted 

a social media policy, among other ICT policies, to enable the 

company to leverage this important tool. It has its official Facebook 

page and dedicated personnel responsible for its upkeep and 

maintenance. Facebook is one of its main communication channels 

with its customers and the wider society”.

The following are evidences how Bhutan Post makes use 

of  social media/Facebook page in carrying out its business.

190 Chapter 5: Digital Transformation and Bhutan Post



Chapter 5: Digital Transformation and Bhutan Post 191



192 Chapter 5: Digital Transformation and Bhutan Post



Organisations of all kinds, whether public, private or NGO have taken 

to social media to gather feedback on their initiatives and programs (Huber, 1990; 

Iayashree & Marthandan, 2010). Bhutan Post has taken advantage of digital 

transformation, enhanced its operational efficiency and effectiveness, gained 

competitive edge and improved its profitability (Bhutan Post, 2015). 

5.2 Digital Transformation and its Impacts on Bhutan Post Workforce

Bhutan Post’s workforce includes employees at all levels. As of

December 31, 2015, the number of employees stood at 222. In addition there are 80 

employees at the City Bus service management unit (Bhutan Post, 2015). The City 

Bus operation and management is entrusted with Bhutan Post and, as such, they are 
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considered as employees of Bhutan Post (Bhutan Post, 2015). Sharma (2008) noted 

that digitally literate employees enjoy free access to digital media technologies and a

great deal of tension is often created between employees and organizations which 

adopt ICT governance structures prescribing access to digital technologies. Howard 

(2015) asserted that demand for traditional postal services is gradually declining in 

an increasingly technology-driven world. In an information age, Bhutan Post 

management realized the need to reshape its structures to be able to take advantage 

of the opportunities and overcome challenges resulting from increasing electronic 

competition (Bhutan Post, 2011). Burhan (2014) recommends that it is essential 

digitalize the mail operations and processes for postal organizations in order to 

remain sustainable in the postal industry which is what Bhutan Post has done. All 

this necessitated employees to become digitally literate (Selfe, 1999) and the board 

and the management have considered this aspect crucial to the growth and survival of 

the corporation (Morton, 1991; Nattrass, 2001).

5.3 Bhutan Post and its Workforce Redundancy

Globally, postal organisations have been facing declining volumes of 

physical mail and low utilisation of physical assets. Such a trend has begun to impact 

the postal industry which is the result of the preferences of the users of the postal 

services to digital communications (Ducasse, Jimenez & Morelli, 2008). Much of the 

shift in preferences of traditional/physical mail communication toward digital 

communications is posing challenges to the postal organizations (Kollara &

Polytechnique Fédérale de Lausanne, 2014) and thus the need for postal operators to 

move into digital services using the concept of business models, which supports the 

view of Parker & Van Alstyne (2012). Change management focuses on how people 

and teams are affected by organisational transition (Need, 2006), such as Bhutan Post 
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transitioning itself from a subsidy-reliant government organisation to a commercially 

viable one in the wake of digital transformative processes (Bhutan Post, 2015). 

Question: Which level of workforce has become redundant as a consequence of 

Digital Transformation?

Theme: Both the digitally illiterate and those who are digitally literate but do not 

update required skills become redundant.

Table 5.1 Digital Transformation and Redundancy of Workforce

Participant Group Top 
Level

Middle 
Level

Lower 
Level

Others ( 
lack of ICT 

skills)

No 
Response

I(MoIC) - - 2(40%) 3(60%) -

II(MoF) - - 1(50%) 1(50%) -

III(BP) - - 4(57%) 2(29%) 1(14%)

IV(BDBL) - - 1(50%) 1(50%)

V(CCOs) - - 1(17%) 1(17%) 4 (67%)

VI(EEs) - - 3(75%) 1 (25%) -

VII(Citizens) - - - - -

VIII(Opposition leader) - - - 1 -

n =27 - - 12 (44%) 10(37%) 5(19%)

In Table 5.1, it is evident that 44 percent (12 out of 27 participants) 

perceived that redundancy of workers occurs at lower levels owing to automation of 

systems, while 37 percent (10 participants) believed it to be occurring if the 

workforce does not acquire the skills rendered critical and necessary owing to the 

growing use of digital technologies. UNCTAD (2011) asserted that workforce 

redundancy is inevitably a part of digital transformation.
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Bhutan Post Participants’ Responses

The responses of the participants from Bhutan Post, which included 

the Chairman, one board director, the CEO and five (5) employees at various levels 

in the organisation, indicated that digital transformation has been of immense benefit 

to the organisation and its workforce which is in agreement with the assertion made 

by Fitzgerald et al., (2014). 

Ex-Board Director Tshering’s Response

Tshering, an ex-board director with Bhutan Post, strongly supported 

the CEO’s response that digital transformation has had profound effects in the 

organisational work culture of Bhutan Post. He said that Bhutan Post has had to 

revise its vision, mission and overall objectives and reorient its management and 

employees to a new work culture (Bhutan Post, 2011b). He also said that a few 

senior employees nearing retirement were made to leave the organisation due to the 

impact of digital transformation, which proved to be a painful exercise. Tenzin, a 

senior manager in Bhutan Post, said that redundancy can happen if the employee is 

not able to keep pace with the changes brought about by digital transformation, as 

argued by Bailly & Meidinger (2015) and Jolly, Creigh & Mingay (1980). 

Ex-Employee Wangdi’s Response

A participant who previously held the position of  manager but was 

subsequently retrenched said that he had faced work-related stress and illness issues 

owing to the difficulties encountered in performing his functions, he being digitally-

illiterate. His response was in agreement with what was pointed out by Mikkelsen & 

Gundersen (2003) that those who could not adapt to the changing digital 

environment in the organisation were those most likely to be declared redundant.
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Bhutan Post Ex-Employee Norbu’s Response

Wangdi, a General Manager who had had to leave his service from 

Bhutan four years from his retirement age had a positive thing to say – that he was 

happy in being retired prematurely as it provided him the opportunity of getting into 

business.

5.4 Bhutan Post and Training Opportunities

Knowledge, skills and attitudes are essentially required for the 

efficiently carrying on businesses through effective utilization of human resources of 

an organisation (Karim, Huda & Khan (2012). However, the effective utilization of 

human resources is often constrained by the by lack of an effective training programs 

(Need, 2006; Lee, Kim & Lee, 1995). From a global perspective, according to Media 

Awareness Network (2010), employees to be digitally literate and be equipped with 

skills and knowledge to find, organise, understand, evaluate, create, and share 

information through constantly evolving digital technologies and innovations 

requiring continual learning and re-learning. 

Question: Has the management of Bhutan Post been able to provide training 

opportunities to their employees to update their skills?

Theme: The management of Bhutan Post has accorded high priority to the necessity 

of providing training opportunities for their employees as it has become obligatory to 

adapt to the onslaught of disruptive technologies affecting employee behaviour.
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Table 5.2 Digital Transformation and Training Opportunities

Participant Group Yes No No response

I (MOIC) 1(100%) - -

II (MOF) - - -

III(BP) 7(88%) - 1(12%)

IV(BDBL) 2 (100%) - -

V (CCOs) 4(67%) 1(17%) 1 (17%)

VI (EEs) - - -

VII(Citizens) - - -

VIII(Others) - - -

n =17 14(82%) 1(6%) 2(12%)

The analysis in Table 5.2 shows that a vast majority of the participants 

(14 participants – 82 percent) stated that Bhutan Post management provides training 

opportunities to its employees to update their skills to enable them to remain digitally 

literate and competitive.

Carnevale (1990) noted that employees need to be imparted trainings 

to acquire skills and knowledge to perform well in their tasks. Pirzada & Khan 

(2013) have pointed out how vital it is for employees to be digitally literate in order 

that they are able to fully realize the economic benefits of a digitally literate 

workforce in a digital media workplace. It is asserted that a tech-savvy workforce is 

integral to any organisation’s digital transformation strategy (Ilomaki, Kantosalo & 

Lakkala, 2011). The European Commission (2008b) stated that new skills are 

required for new jobs.

Bhutan Post CEO Wangdi’s Response

The CEO, Wangdi, and board director, Tshering, said that 

management accords high priority to the training opportunities of its employees as 
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they are the corporation’s most valuable assets. Davenport (1999) believed that 

human resources are a firm’s most valuable asset. However, Rigyel, the Deputy 

Managing Director of BDBL had a different perception to share. He believes that 

self-learning is better for digital aspects, interest and skill count. Such a response

supports the viewpoint of Mischel (1973). They contended that self-

exploration/learning mattered more than training opportunities provided by the 

organisation. They, however, do mention the importance of organising training 

programs for employees from time to time, both within and outside the country. 

Rosenberg (2001) and Snider, Hill & Martin (2003) viewed self-exploration at the 

frontiers of new knowledge and skills are as important as formal training programs 

initiated by firms/companies.

Studies have proven that training opportunities expand the knowledge 

base of all employees although many employers find the development opportunities 

expensive (Brown, Hesketh & Wiliams, 2003). Offering trainings to employees have 

advantages as well as drawbacks, However, despite the potential drawbacks, training 

and development programmes provide the company as a whole, and the individual 

employees, whereby benefits outweigh the cost and time involved (Carnevale, 1990).

As pointed out by Guzzo & Dickson (1996), researchers have also shown that 

improved employee performance can be one of the most visible direct outcomes of 

training programs. Providing the necessary training creates a sound knowledge-based 

workforce whereby one can replace another as and when needed or they could work 

independently without constant help and supervision from others (Seltzer & Bentley, 

1999).

In 2014, Zahra, Iram & Naeem (as cited in Luong & Ngoc, 2015), 

technological advancement possess challenges regarding the changed nature of work 
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and the workplace environment, and this requires a competent, efficient, skillful,

flexible and knowledgeable workforce to attain organisational goals and long-term 

profitability. Achieving both organisational and individual goals could be possible

only if an organization has an agile and efficient workforce and training programs 

can contribute to an organization’s success (Schuler & MacMillan, 1984). Drucker 

(as cited in Harris, 2013), asserted that employee training is one of the best ways to 

accumulate knowledge, use knowledge, update knowledge, as well as transfer it to 

other people in the organisation. Clearly, enhancing workforce skills and 

competencies motivates the workforce for the betterment of personal and corporate 

goals (Harrison, 2012). Clagett (1997) asserted, “Global competition and ever-

changing technology make perpetual learning a career necessity. Thus knowing how 

to learn and having a personal commitment to continuous learning will be required 

for career advancement if not basic job security” (p.16).

The significance of providing training opportunities, of any kind to employees 

can well be understood from what Haltiwanger,  Lane & Spletzer ( 1999) had to say, 

“ … Thus, it is possible that there are high-productivity businesses that consistently 

adopt the latest technology, exhibit the most innovative workforce practices, have the 

best workers, and so on” (p.97).
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Digital Transformation and Bhutan Post’s Business

Figure 5.2 Way Forward.

(Source: Bhutan Post, Annual Budget Meeting, 2016)

Bossidy, Charan & Burck (2011) suggest bridging the cultural and 

talent gap, bringing the innovation core closer to the company leadership, defining 

the CEO’s role and keeping abreast of technological changes as some strategies 

towards achieving success (Figure 5.2). Schein (2010) asserted that cultures must 

constantly shift, and leaders must adapt, to new threats, and they need to articulate a 

digital strategy that positions technology as a differentiator. The right strategy, 

according to him, identifies the digital forces that are impacting the company – e-

commerce, social media, big data, mobile devices, cybersecurity, the Internet of 

Things or cloud computing and storage – and addresses the opportunities or threats 

they represent. Davenport & Prusak (1998) contend that bringing products to market 

faster, gaining efficiencies through automation or leveraging new platforms for 

customer acquisition and engagement, may compromise some companies’ very 

business model (Hart & Christensen, 2002). It might be worthwhile to note that 
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internet technology is increasingly adopted by European companies transforming

value-chain activities. This supports what CEO Wangdi had to say about Bhutan Post 

diversifying into e-business or e-commerce. One of the most significant innovations 

in the last decade has been the digital business (Geoffrion & Krishnan, 2003).

According to Zhu et al., (2006) factors such as technological competence, 

competitive pressure and greater e-business usage lead to greater impact on the 

efficiency of businesses.

Question: How has Digital Transformation impacted Bhutan Post’s business?

Theme: Digital Transformation has had a profound impact on Bhutan Post’s 

business and work culture.

Table 5.3 Digital Transformation and Bhutan Post’s Business.

Participant Group Positively 
impacted

Negatively 
impacted

No impact No Response

I(MOIC) 5 - - -
II(MOF) 2 - - -
III(BP) 8 - - -
IV(BDBL) 2 - - -
V(CCOs) 5(83%) - 1(17%) -
VI(EEs) 4 - - -
VII(Citizens) - - - -
VIII(Opposition 
leader)

- - - -

n =27 26(96%) - 1(4%) -

26 participants (96 percent) responded that digital transformation positively impacted 

Bhutan Post business.

General Manager Damcho’s Response

Participant Damcho, a General Manager who had been in service with 

Bhutan Post since 1998, perceived Bhutan Post as gradually adapting itself to the 

changing environment created by internal and external factors and that embracing 
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digital transformation was a priority as it needed to take advantage of opportunities 

arising out of technological business tools.

It is universally believed that globalization creates new challenges and 

opportunities for firms, such as access to new markets and participation in global 

production networks (Hitt, Keats & DeMarie, 1998), and that globalisation in general

leads to greater income and employment opportunities (Totonchi & Kakamanshadi, 

2011). Lowering the costs of transactions and information, technology has reduced 

market frictions and provided significant impetus to the process of broadening world 

markets (Prange & Verdier, 2011). ICT adoption fosters globalization by reducing 

the cost of transaction and coordination and creating new and expanded markets with 

economies of scale (Kraemer, Gibbs & Dedrick, 2002).

5.5 Bhutan Post and its Operational Activities

In order to adequately understand how digital transformation impacted 

Bhutan Post and its business, a detailed examination of its operational activities have 

been made to get an insight into its operational efficacies, effectiveness and 

efficiencies. The perception of CEO Wangdi was that digital transformation did

impact Bhutan Post’s business and that it definitely benefitted from the 

transformative process. However, he believes that there is much more to benefit from 

in the future as digital transformation provides increasing opportunities for expansion

through e-business which is in agreement with the belief of Jelassi & Enders (2005).

CCs, he said, provided Bhutan Post with another opportunity to enhance its 

sustainability.

Kraemer, Gibbs & Dedrick (2002) argued that, “Challenges come 

from foreign competitors entering a firm’s domestic market and from domestic 

competitors reducing their costs through global sourcing, moving production 
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offshore or gaining economies of scale by expanding into new markets.

Globalization challenges firms to become more streamlined and efficient while 

simultaneously extending the geographic reach of their operations” (p.323).

Adequate responses to these opportunities and challenges require firms to restructure

their strategies and processes (Lituchy & Rail, 2000). The adoption and use of ICTs 

such as the Internet, according to Cavusgil, 2002; Globerman et al., 2001; Williams 

et al., 2001(as cited in Kraemer, Gibbs & Dedrick, 2002, p. 323) makes it cheaper 

and easier for firms to extend their markets, manage their operations, and coordinate 

value chains across borders. In 1989, Adler (as cited in Davidow, 1992) asserted, 

“Business strategy defines the long-term plan of action a company may pursue to 

achieve its goals. Technology policy embodies the choices companies make about 

acquiring, developing and deploying technology to help reach the goals of their 

business strategy” (p.452).

Board Director Dendup’s Response

Tenzin perceived that digital transformation has made most of the 

traditional functions and activities of Bhutan Post redundant such as postal and mail 

services. He also said that it has posed challenges and risk to the core business model 

of Bhutan Post but at the same time provided opportunities in terms of e-commerce 

and e-services.

ICT Secretary Dasho Dorji’s Response

The Chairman of the Bhutan Postal Board perceived that the whole 

postal culture has seen a dramatic change over the past decade or so and that it was 

all about letters, stamps and parcels in the past but that now email and internet have 

replaced them, compelling postal system to be digitalized and expand its activities 
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including financial inclusion where money order and money transfers have been 

made possible because of digital transformation.

CEO Wangdi’s Response

CEO Wangdi asserted that the corporation has digitalized and 

automated many of its operational activities that has resulted in increased revenue 

generation thereby ensuring the sustability of the corporation.

The following analyses bear a proof to what the CEO Wangdi has said about 

Bhutan Post’s growth and its profitability. A comparative study of Bhutan Post’s 

performance in its main areas of business has been made for five (5) years, ie 2011–

2015.

Figure 5.3 Bhutan Post’s Performance (2011 -2015).

(Source: Adapted from Bhutan Post Annual Report, 2015).
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5.5.1 Revenue

The Corporation earned gross revenue of Nu. 131.18 million in 2015.

In 2014, gross revenue was Nu. 115.40 million. Compared to 2014, the revenue in 

2015 has increased by Nu. 15.78 million, or 14 percent.

5.5.2 Expenditure

The Corporation incurred total expenditure of Nu. 124.61 million in 

2015 after provisioning incentives of Nu.1.06 million. If there were no incentives 

provisioned the expenditure would have been Nu. 123.55 million. In 2014, the total 

expenditure was Nu. 109.60 million. Compared to 2014, the expenditure for 2015

has increased by Nu. 15.01 million, or 14 percent. Without the incentives the 

expenditure for 2015 would have increased by Nu. 13.95 million (12.7 percent).

5.5.3 Net Profit

In 2015, the company earned a net profit of Nu. 4.16 million. In 2014, 

the net profit was Nu. 2.77 million. Compared to 2014, the net profit for 2015 has 

increased by Nu. 1.39 million (50 percent). Without the incentives for 2015, the net 

profit would have been Nu. 5.22 million, which is higher by Nu. 2.45 million, or 88 

percent compared to 2014.
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Figure 5.4 Income, Expenditure & Profitability (2011 -2015).

(Source: Adapted from Bhutan Post Annual Report, 2015).

From the foregoing analysis, it is evident that Bhutan Post has 

achieved transformative progress. This trend is in line with the report by Capgemini

(2010) Postal Innovation Study which stated that there is a growing trend among all 

postal operators to diversify investments outside their core business (mail, parcel),

such as in financial services, logistics, transport and rental. The report stated that 

nearly all key postal operators have been diversifying their businesses for years, 

especially into logistics and financial services (Finger, Alyanak & Mollet, 2005). It 

also reported that teams responsible for idea creation are generally different from 

those responsible for launching products and services, which also conforms to how it 

is done in Bhutan Post. Thus, the global postal culture trend appears to be present 

within Bhutan Post. Dicken (2003) noted that globalization and technological 

changes have created a new global economy powered by technology, fuelled by 

information and driven by knowledge. Kraemer, Gibbs & Dedrick (2002) have 
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argued that globalization and the widespread adoption of ICT are two powerful 

social and economic trends, each driving the other forward, and both being driven by

other common forces, such as trade liberalisation, deregulation, migration and the 

expansion of capitalism (Soon & Wee, 2011). In 2014, Accenture (as cited in

Burhan, 2014) asserted, “The shift in customer prompts the need for a brand that is 

relevant, resonates with the target audience, and offers the capabilities and products 

to meet their expectations. Australia Post recently acquired full ownership of the 

StarTrack business………..in tracked logistics” (p.75).

5.6 Work Culture in Bhutan Post

Corporate culture and organisational effectiveness, according to 

Denison (1990), focuses on four concepts that describe the impact that organizational 

culture can have on effective performance: the involvement of the organisation's 

members; adaptability in responding to new circumstances while still retaining a

basic character; a consistent, or strong, clearly defined culture; and a clear mission 

providing direction and meaning (Thompson, 1967; Wood, 1991).

Response of Chairman, Bhutan Postal Board

According to the Chairman of Bhutan Postal Board of Directors 

Dasho Dorji, the culture in Bhutan Post has dramatically changed and continues to 

evolve. The biggest impact of digital transformation in Bhutan Post is the 

digitalization process and in building a work culture necessitated by such a process. 

The Chairman also commended that employees at all levels have developed a sense 

of commitment in staff at Bhutan Post and also at the post offices, which, according 

to Allen & Meyer (1990), have a critical role to play in furthering organizational

success. The management of Bhutan Post has recognized innovation essential as 
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argued by Denison (1990) in the fast globalizing and shrinking world. The 

computerisation of the post offices under Bhutan Post has brought changes that are,

in many cases, intangible but have had a most enduring effect on the organisation 

itself, which supports the finding that innovations are not a matter of delegation but 

rather of organization – from thought to finish, delivered with one team (ITU - UPU 

Bureau, 2009). 

Participant Jigme’s Response

However, participant Jigme pointed out that a good number of 

employees have developed a sense of insecurity in terms of their continuity in service 

with the corporation, which appears to be negatively impacting the corporation's 

overall performance.

Finger, Alyanak & Mollet (2005) support the view that there is 

definitely an innovative spirit in postal organisations, but it requires a shift in postal 

corporate culture to take innovations from their infancy to something that will serve 

both the operators and their customers. It is believed that there are a lot of good ideas 

resting in the minds of employees, but without innovation management and high-

level encouragement those ideas will never see the light of day. Therefore, according 

to Schein (2010), it is important that employees and their ideas are taken into 

confidence. Successful change programs, according to Amoako, Adjaison & Osei-

Bonsu (20015) and Kajewski et al., (2001), pick up in speed and intensity as they 

cascade down, making it critically important that managers understand and account 

for culture and behaviour at each level of the organisation. Such a culture has 

actually begun to evolve in Bhutan Post (Bhutan Post, 2015).

The Chairman of Bhutan Post, in the Annual Report (2015),

commended management and employees saying:
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“2015 was a good year for Bhutan Post. It has achieved a profit beyond 

the target set by the Board. Even though Bhutan Post is a social service 

organization, the revenue trend has also been going up and is very 

encouraging.  In terms of activities it has been able to give a big facelift 

to the Thimphu GPO and HQ infrastructure. It has succeeded in setting 

up of the Postal Museum, which was a highlight of 60th Birth 

Anniversary Celebrations of His Majesty the Fourth Druk Gyalpo.The 

quality of its services is also improving. The year saw Bhutan Post 

brand image receive a big boost, both with customers and amongst its 

staff. The culture and work environment have also become much better. 

We are optimistic of being able to continue on this positive trajectory in 

the coming years as we embrace the potential of digital process”.

Australia Post’s experience has a great deal to offer Bhutan Post. 

Therefore, a mention of Australia Post merits consideration. Howard (2015), in the 

Annual Report, stated that the organisation had been serving Australians for over 200 

years and that it has always sought to help citizens, businesses and government; not 

just some, but everyone, everywhere, every day, so that communities work better and 

can prosper. Successful postal operators implement features, services and products 

that the market asks for, but also they change their culture, live the change and are 

highly innovative (Bukovc, 2015; Davenport, 2013). Such a comparison provides an 

insight into how Bhutan Post, like Australia Post, is able to fulfil its mandate and 

serve Bhutanese society. Many postal organisations have responded to the challenges 

of digital transformation and declining mail volumes and profited by strategically

repositioning its business and redefining its Civil Society Organizations (Soifer, n.d).
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Bhutan Post has continued its encouraging performance in 2015 and 

has been successful both in enhancing both its revenue and profit. It has declared Nu. 

0.33 million as a dividend. This is an increase of 50 percent on it 2014 figure, despite 

its huge social obligation (Bhutan Post, 2015).

Here is the response of the Chairman:

“Well, the whole postal culture has seen dramatic change over the 

past decade or so. In the past it used to be all about letters, stamps 

and parcels and all that but now email and internet have replaced 

them and in fact the postal system was forced to digitalize and 

expand its activities, including financial inclusion. Many of the 

things like money order & money transfers have been made possible 

by digital transformation. In the past, postal services meant only 

letters & parcels but email has now replaced most of them. Postal 

services now include services delivered through digital technologies 

(emails). In the past, there were places where even a letter would 

take 2 weeks to be delivered which can now be delivered 

instantaneously. Therefore, there has been a huge improvement in 

the overall postal culture, skills of workforce, etc”.

Asked if embracing digital transformation has been easy for 

Bhutan Post, the Chairman, CEO and a board director said that it had not been 

easy as it was a costly affair for the corporation – requiring additional 

investment both in terms of ICT infrastructural development and training of 

employees at all levels to make them digitally literate to enhance their 

performance and in inculcating a change in their mindset to a newly evolving 

organisational work culture. 
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5.7 Conclusion

In conclusion, Bhutan Post has recognised ICT as an essential 

business tool for withstanding the threats and challenges posed by the advent of ICT,

mainly in the decline in physical mail volume and improving its performance from 

year to year (Bhutan Post, 2015), and has undertaken ICT related initiatives. While 

perceptions differ from one to another, most participants in the Bhutan Post category 

perceived the impact of digital transformation on Bhutan Post’s business and work 

culture as being positive. Digitally transformative governments, businesses and 

individuals can reap digital dividends, such as growth, jobs and services, and this is 

considered the most important return on digital investments (Watkins, 2002). Al 

Dabbagh (2010) asserted, “Internet is changing the way corporations conduct 

business with their consumers who are increasingly expecting higher services, 

becoming time saved, and wanting more convenience” (p.541). 

Bhutan Post has, among others achieved the following milestones from being 

a mere traditional postal organisation to becoming a modern, vibrant and sustainable 

corporation:

The Department of Telegraph was corporatised in 1996 with the mandate to fulfil 

commercial and social commissions;

It has constantly revised its vision, mission and objectives to align with the 

changing postal culture, and competitiveness within overall corporate 

governance;

It has carried out the restructuring of its organizational structure that suits the 

evolving culture and competitiveness with clearer responsibilities. The 

restructuring exercise, among others include (i) appointment of a Second deputy 

managing director (ii) clubbing of CCs with the ICT division;
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It has embraced ICT advancements to enhance its profitability and sustainability 

as the country’s designated postal operator.

In a nutshell, going by the participants’ responses and the Company’s 

improved performance from year to year, despite serious challenges faced by the 

postal industry worldwide, it can be concluded that Bhutan Post has been positively 

impacted by digital transformation. The board and management recognise the 

urgency required as well as the need to embrace new ways of doing things. Its vision 

to deliver high quality services and thereby enhance GNH has been achieved – See 

the UPU website: 

https://scholar.google.com.au/scholar?hl=en&q=Bhutan%27s+EMS+strategy+enhan

ces+Gross+National+Happiness&btnG=&as_sdt=1%2C5&as_sdtp.

The establishment of CCs has been of immense benefit not only to 

rural communities in enhancing their wellbeing and happiness but also in improving 

Bhutan Post’s sustainability. Bhutan Post, according to Tobgye (2015), has achieved

GOH as it has transformed itself into a self-sustaining entity with motivated 

employees. Its contribution to the nation’s socio-economic development can be 

increasingly felt with increased corporate tax payment and fulfilment of USO. All 

these have been made possible due to digital transformation. Its vision to deliver high 

quality services (postal & non-postal) and to enhance GNH has been made a reality 

and the Chairman of Bhutan Post in the Annual Report (2015) attributes such a 

success to the dynamism of the management, sincere and committed employees and 

in embracing digital technologies in changing times. Thorough cultural diagnostics 

have been used to assess its readiness for change, bringing transformative impacts.

Core values, beliefs, behaviours and perceptions have been considered for this 

successful change/transition to occur (Amado & Ambrose, 2001). New ways of 
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doing business have been identified and opportunities modelled (Bhutan Post, 2015; 

Chesbrough, 2010).

The discussions provided in this chapter responds to the research 

question on how digital transformation is impacting the business, workforce, work 

culture and performance of postal employees and Community Centre operators. It

also provides answers as to how Bhutan Post is responding to the challenges and 

opportunities presented by digital transformation.

The link to Bhutan Post Infomercial by Lhaki Woezer

https://www.youtube.com/watch?v=LO2U0UGnb4U provides documentary evidence 

of how Bhutan Post became digital and transited into a revenue generating and self-

sustaining organisation from a heavily subsidy-reliant one.
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Figure 5.5 Enhancement of Gross National Happiness.

(Source: Retrieved from UPUEMS Website: www.ems.post).
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Chapter 6: Digital Transformation and Community Centres (CCs)

6.1 Introduction

This chapter discusses the rationale for the establishment of 

Community Centres, their roles and responsibilities and their operational aspects. It

also narrates and describes the experiences of such centres in other countries, mainly 

India, Bangladesh, Africa, Thailand and Columbia, in reducing the digital divide. 

The chapter also examines a few dominant perceptions of the participants to get an 

idea of how CCs have assumed an important role in the enhancement of GNH. 

Through an empirical approach, this study endeavours to explore what citizens at the 

grassroots level perceive about G2C services, particularly against the backdrop of 

issues hindering the delivery of efficient public services due to lengthy and unclear 

bureaucratic procedures (GNHC, 2013).

Figure 6.1 Kawang Community Centre.

(Source: https://www.google.com.)
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In the absence of published sources of information on CCs in Bhutan, 

information from the reports of the Ministry of Information & Communications 

(MOIC) and those of the officers who inspect the CCs from time to time have 

been used in this chapter. Information obtained from national newspapers such as 

Kuensel, Kuenselonline, Bhutan Times, Bhutan Observer, The Journalist, The 

Bhutanese, Bhutan Broadcasting Service (BBS) and news broadcasted through 

Bhutan Broadcasting Services (BBS) have also been used to support the 

arguments. Figure 6.1 is typically how a CC is designed. It has an office for the 

CC operator, room for equipment and a large space for conducting local 

meetings.

6.2 Conceptualisation of Community Centres Scheme

According to the Royal Government of Bhutan, the rural population is 

affected by their remoteness from public service providers which has rendered 

delivery of public services difficult, and impossible in some instances (Tshering, 

2007; Wangmo & Tobgay, 2008; Dorji, 2012; Norbu, 2016; Wildermuth & Suberi, 

2017). Geographical dispersion of population and rugged mountains entails travel, 

expense and time. The G2C initiative was launched to provide effective and efficient 

services to these citizens (Tshering, 2007; Tobgay & Wangmo, 2008). It was 

expected that the Government –to Citizens (G2C) initiative would provide the rural 

citizens to access many services through a one-window system and from within 

close proximity of their locations (Tshering, 2007; Dorji, 2012; Norbu, 2016). The 

establishment of CCs is an important step aimed at providing a host of services 

including G2C services through a common single platform (Brassard, 2017). 

Improving Public Service Delivery (PSD) was identified as one of the key objectives 

for strengthening good governance, one of the four pillars for Gross National 
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Happiness (GNHC, 2013; Wildermuth & Suberi, 2017), and the greater efficiency, 

transparency and accountability of government through introducing e-government 

was the aim. Almost all services such as replacing a lost identification card to 

registering vehicles are being provided online ( Wildermuth & Suberi, 2017). A CC

is no different from one-stop shop as all G2C and financial services are provided 

through it and provides a great deal of convenience  to citizens, which (Skuse et al., 

2007) stated is similar to what is being done in countries such as Austria and 

Singapore. Besides various services being provided to them, citizens are expected to 

benefit in other ways through participation in local meetings, attend non-formal 

educational classes, obtain views on how various departments/ministries are 

performing and put a check on the way they function (Reffat, 2003; Dorji, 2012;

Norbu, 2016).

According to Quibraia & Tschang (2001), the application of ICTs by 

the government brings about an improvement in the efficiency of government 

operations resulting in overcoming the drawbacks of the traditional system. In 1948, 

the United Nations (as cited in Schugurensky, 2014), defined community 

development as “a process designed to create conditions of economic and social 

progress for the whole community, with its active participation and fullest possible 

reliance upon the community's initiative” (p.376). Sen (1973) noted that many 

developing countries are aiming at providing telecommunications services into rural 

areas as they have the potential to alleviate poverty, encourage economic and social 

growth thereby overcoming a “perceived digital divide” (Chapman & Slaymaker, 

2002, p.11). 

The G2C initiative takes its root to the concept of e-government. 

Review of literature has revealed that the e-governance concept gained importance 
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during the late 1990s owing to the advent of the technological revolution (Alkhatib, 

2013; Norbu, 2016). Internet has proved to be of immense potential to individuals, 

businesses and governments and has brought about a rapid transformation in almost 

all spheres of life. The internet has enabled the governments to achieve a quantum 

leap toward’s democracy (Norbu, 2016; BBS, 2016d; Dorji, 2012). Taking G2C 

services to the doorsteps of the rural citizens is considered as an important aspect of 

“good –governance” pillar of GNH and in realizing the country’s development goals. 

Numerous services such as civil registration, education, pension, business, security 

clearance, jobs, agriculture, forestry, livestock and related services are currently 

made available online (Norbu, 2016; Wildermuth & Suberi, 2017).

Wildermuth & Suberi (2017) asserted that high priority has been 

accorded to e-governance policies and the government-to-citizen (G2C) e-

governance platform. Inspite of commendable achievements, there is still a 

prevalence of disparities between urban and rural populations and poverty is still 

considered as a “rural phenomenon” (p.140). Therefore, to reduce the digital divide 

in Bhutan, priority has been accorded to ICT training and the deployment of ICT 

resources (Akhtar & Arinto, 2009/2010), and CCs provide rural communities with 

ICT services for economic, educational and social development (Mansuri & Rao, 

2004; Tshering, 2007). In 2006, Chadwick (as cited in 2017) viewed digital divide as

the global division between the developed, the developing and the least developed

countries (Chadwick, 2006 cited in Wildermuth & Suberi, 2017). With a wide 

network of 48 post offices spread throughout the remotest parts of the country and 

touching the lives of all Bhutanese citizens, Bhutan Post was entrusted with the huge 

responsibility of operating and managing CCs from April 2011 (Dorji, 2015; Bhutan 

Post, 2015). 
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6.3 CCs designed to fill up the ‘Digital Gap/Divide’.

The following figure indicates the “gap” that CCs was envisaged to be filled up.

Figure 6.2 CCs to fill up Digital Divide.

(Source: Adapted from Bhutan Post Annual Report, 2011)

According to Tshering (2007) and Lucas Gunaratne & Samarajiva 

(2012), Community Centres in Bhutan are platforms that help the people in the 

communities to interact and meet virtually based on their areas of interest, to enable 

farmers to obtain current market prices for different local cash crops from a

designated website, provide communications networks that would increase trade and 

job creation, provide information and communication services, enable rural citizens 

to access G2C services including postal and banking services, empower them to 

exchange knowledge and imparting ICT knowledge and training to people in rural 

communities. In this context, the perception of Citizen E of Dawakha CC on how 

digital technologies have proved to be immensely useful is provided below:

Government Departments
Citizens

Private Companies

•Services
•Schemes
•Information
•Welfare
•Tax etc.

•Customers
•Products
•Services
•Money
•Market 

•Where to go
•When to go
•What are the Services
•What are the schemes
•What is best
•How to deposit
•What are the products 
•How much to pay 
•Where is the market
•Etc. 

Gap
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“For me, WeChat and television are more useful and more commonly 

used by rural people. People in the rural areas use mobile phones but they 

prefer using WeChat because it’s much cheaper. Besides these 

technologies, CCs have proved to be of immense benefit to me and so is 

the case with others. We feel blessed now with advancement of 

technology”.

The following analysis indicates how useful CCs (and for that matter 

post offices) have proven to be to rural citizens, mainly because the gap referred to 

in figure 6.2 has been filled.

Question: Are you able to resolve problems faced by citizens in which your post 

office or CC is situated?

Theme: Post offices and CCs have proven to be extremely useful in rural 

communities in enhancing the wellbeing and happiness of the citizens.

Table 6.1 Digital Transformation and Problem Resolution

Participant Group Yes No No response

I (MOIC) - - -

II (MOF) - - -

III (BP) 6 (75%) - 2 (25%)

IV (BDBL) 2 (100%) - -

V (CCOs) 5 (83%) - 1(17%)

VI (EEs) - - -

VII(Citizens) - - -

VIII (Others) - - -

n =16 13(81%) - 3(19%)

It can be seen from Table 6.1 that 13 participants (81 percent) stated 

that they have been able to assist the local communities in resolving their problems 
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upon establishment of post offices and/or Community Centres, whereas 3 

participants (19 percent) did not provide any response. How useful CCs and post 

offices have been to citizens can best be understood from the following responses.

Perceptions

Citizen A said:

“For me, CCs have proved to be very useful and important. I can 

get most of the services that I require through CC without having 

to travel long hours and incurring expenses. In percentage terms, I 

must admit that CCs have delivered 100 percent benefits. Post 

offices and CCs have brought transformative changes in the way 

we live now as compared to earlier days”.

The Opposition Party leader said that the wellbeing and happiness of 

the citizens is enhanced through the establishment of CCs and post offices and that it 

has not only benefitted citizens but also helped the government to achieve GNH. 

Citizen D said:

“Digital transformation has greatly helped in the social and cultural 

developments in Bhutan. It brings value addition to the traditional way 

of doing things and to the services provided to the public at large. 

Taking postal sector, for example, letter post service can now be 

tracked and traced and people can know exactly where their package 

has reached”.

Bhutan Post with 48 post offices located in rural areas and almost all 

CCs established in rural parts of the country play a significant role in improving the 

livelihood of the Bhutanese people (Lucas Gunaratne & Samarajiva, 2012; Norbu, 
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2016). According to the Secretary of MOIC and Chairman of Bhutan Post, post 

offices and CCs will continue to play a significant role in the lives of rural citizens 

(Bhutan Post, 2012; Dorji, 2014a; 2014b; 2014c ).

Question: Do you feel that you have benefitted due to the establishment of CCs?

Theme: Establishment of CCs has brought about significant impacts on the lives of 

rural citizens.

Given the reach of Bhutan Post (Bhutan Post, 2011a; Wildermuth & 

Suberi, 2017), it was entrusted with the responsibility of providing a number of G2C 

services through CCs (Tshering, 2007; Norbu, 2016) until this responsibility was 

shifted to BDBL, effective January 2015. Wherever there were post offices, CCs 

were co-located with them and no new CCs established with the aim to “reduce 

operational costs” and “bring synergies” between the core tasks of Bhutan Post and 

CCs (Bhutan Post, 2011,p.4). In late 2011, the government chose Bhutan Post to run 

all G2C Community Centres, either as independent structures or as part of post 

offices, aiming to reduce operational costs and to build synergies between the core 

tasks of Bhutan Post and the G2C services (Dorji, 2012; Norbu, 2016; Widermuth & 

Suberi, 2017). However, two years earlier than the agreed term, CCs were handed 

over to BDBL, effective January 2015. Wildermuth & Suberi (2015) stated, “The 

government felt that BDBL would be in a better position to deliver the financial 

services, which are most needed by the people at the moment, maybe more than the 

postal services… People in the Gewogs would like to have banking services”

(p.164).

The survey on CICs in Bhutan by Tshering (2007) reports:
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The lack of awareness on ICT and skill is one of the hindrances for 

people using the internet in Bhutan. In some part of the remote areas, 

people have not even seen a computer and do not know what ICT is 

all about, what benefit they can derive and what skills are required. 

Therefore, using CCs as a platform to create awareness on ICT in 

rural communities and providing training on ICT will help them 

acquire the required skills to help them use the ICT facilities in the 

CICs. From lessons learnt by different countries, it was observed that 

exploring different ways to wisely integrate the CICs in the existing 

local social structures has helped CICs become more popular among 

the rural communities, thus, CICs will have a significant impact in 

narrowing down the digital divide (p.12).

The study also reported that rural people in Bhutan had minimal 

knowledge of computer skills, as a majority of them are illiterate or drop-outs. It also 

reported that people with no ICT skills felt awkward and potentially chose not to use 

the ICT facilities (Millward, 2003). Additionally, a majority of the rural population 

lacked awareness of CCs, its services and benefits to them, which resulted in low 

usage by the people. Further, the study also reported that in Bangladesh it was 

observed that due to a lack of awareness of modern technology, a majority of people 

were indifferent about ICT and telecentres established in their community.

In the context of Bhutan, Dorji (2012) noted, “Improving access and 

efficiency in services delivery through use of ICT makes sense, especially in remote 

part of country, where physical accessibility to government services is a big 

challenge due to geographical terrain” (p.35).
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Figure 6.3 Delivery of Services at Gelephu CC.

(Source: MOIC Report, 2016).

Figure 6.3 shows a citizen availing printing or photocopying services 

at Gelephu CC. ICTs have become useful in the delivery of social value (Tacchi, 

2009; Arunachalam, 2002; Norbu, 2016; Wildermuth & Suberi, 2017) and the 

transformative role of ICT has been welcomed as it offers an unprecedented 

opportunity to overcome existing social divisions and inequalities (Selwyn, 2004;  

Selwyn, Gorard, & Williams, 2001; Lyon, 2013). In Bhutan, Community Centers 

have emerged in response to enhanced access to ICTs and to provide ICT services 

(Tshering, 2007; Dorji, 2012; Norbu, 2016; Wildermuth & Suberi, 2017). However, 

the challenges in managing and operating CCs in Bhutan, in terms of usage and their

sustainability, is not too encouraging (Wildermuth & Suberi, 2017; Norbu, 2016)

due to a range of challenges, such as the geopolitical setting of the country, low and 

scattered settlement population patterns, limited services from CCs, the nature of 

G2C services, lack of demand for services, limited content, limited resources, etc 
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(Oestmann & Dymond, 2001; Norbu, 2016; Wildermuth & Suberi, 2017). There are 

telecentres around the world with similar features that have leveraged their 

sustainability by exploring business from outside the country, such as outsourcing.

Question: Has Digital Transformation helped the CCs?

Theme: Digital transformation has enabled the CCs to deliver online services to 

rural citizens.

Table 6.2 Digital Transformation and Community Centres (CCs)

Participant Group Yes No No Response

I(MOIC) 5 - -

II(MOF) 2 - -

III(BP) 8 - -

IV(BDBL) 2 - -

V(CCOs) 6 - -

VI(EEs) 4 - -

VII(Citizens) 7 - -

VIII(Others) 1 - -

N (n) =35 35 (100%) - -

All the participants (35) perceived that digital transformation has helped CCs deliver 

online services to citizens.

Wangmo’s Response

Wangmo, a manager in Bhutan Post, strongly suggested that digital 

transformation has made governance very convenient and that Bhutanese are 

enjoying the benefits of the digital transformation, as asserted by Tshering (2007) 

and Norbu (2016). Government is trying to keep updated with the latest technology 

in the global market (Quibria et al., 2003). She had no second thoughts on the 

prospects of ICTs for Bhutan Post. She pointed out that Bhutan Post management is 
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trying to make the best use of the emerging opportunities, such as e-commerce and 

the utilisation of technology for value addition. According to her, though the 

emerging technology has reduced the traditional mail volume, it has brought in new 

opportunities, such as e-packets via e-commerce, and Bhutan Post is not wasting any 

time in adapting these opportunities. What mattered to her was that technology had

done more good than bad with value addition in business, which confirms the 

assertion made by Kehal & Singh (2005)

The response of citizen Choden is particularly relevant to the question 

of whether CCs have made a difference in the lives of the Bhutanese people.

“Community Centre Operators can provide almost all the government 

services online to the local community. They have made the lives of the 

local people easier by bringing these services at their doorstep. These 

are all possible because of the digitisation”.

Banking services have recently been made available through CC

outlets (BBS, 2016c; Dorji, 2015; Kuenselonline, 2015b) and an increasing the 

number of services are made available to citizens (Norbu, 2016). Besides these 

services, according to BBS (2016a), the government provides 104 B2B (Business-

Business) services through CCs. As pointed out earlier, the CCs are proving to be 

very useful to rural populations in terms of travel to district headquarters and the 

capital city, thus there is time, effort and cost savings for those residing in the 

countryside (BBS, 2016d; Norbu, 2016; Wildermuth & Suberi, 2017). The services 

are helping to bridge not only distance but also by building upS trust and goodwill 

between the government and the people (Tobgay & Wangmo, 2008).
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6.4 CCs to perform varied functions

Figure 6.4 The ICT Minister Dhungyel inspecting Shaba CC.

(Source: MOIC Report, 2016).

Given the importance of CCs in taking services to the doorsteps of citizens, 

there is commitment from the highest level in the Ministry entrusted with the overall 

supervision of CCs (Figure 6.4).  The ICT Minister and other officials in the ministry inspect

CCs from time to time to ensure that services are provided without interruption. Community 

Centres, according to the mandate from G2C Office, are envisaged to be more than just 

service delivery points. They were envisaged to perform the following additional roles:

6.4.1 Be positioned as a Change Agent

It was envisaged that CCs would facilitate the provision of livelihood 

and support services and providing day-to-day required services (like information, 

financial services, e-learning, e-commerce/online services, distribution), enhance the 

livelihood of the citizens, capture citizens’ feedback and share the same with various 
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organisations for customising pro-citizen services (Tshering, 2007; Wangmo & 

Tobgay, 2008).

Martin & McKeown (1993) and Harris (2004) argued that ICTs can 

significantly reduce rural poverty in developing countries if the application of ICTs 

is in alignment with appropriate developmental strategies. In an equal measure, 

access to ICT can effectively way narrow the gap between the rich and the poor and 

between rural and urban populations, or for isolated villages (Sachs, 2008). ICT can 

even impart information on farming methods or practices, basic health practices, 

environmental awareness, access to market pricing, education or training, etc. in the 

enhancement of the rural citizens’ economic and social wellbeing (Ashraf, Hanisch 

& Swatman, 2009). An outstanding example of how ICT interventions can prove to 

be vitally significant in the lives of the rural people is the establishment of the 

Gonokendra program in 1995 (BRAC, 1980).

In Bhutan, CCs have begun playing a crucial role in the lives of the 

rural citizens and they will play an even greater role as the number of CCs increases, 

when every Gewog has a CC (Wildermuth & Suberi, 2017; Bhutan Post, 2013). In 

addition to increasing number of services being provided through CCs, newer 

technologies are being adopted to improve local public services and to reduce costs.

Since about 70 percent of Bhutan’s population live in rural areas (NSB, 2014), G2C 

services are made accessible through Community Centres (CCs) equipped with 

internet-ready computers, digital cameras, scanners, photocopiers and printers 

(Dorji, 2011). According to RGOB (2009), continuous efforts to contribute to good 

governance have led to several public service reforms. Wildermuth & Suberi (2017)

pointed out, “Bhutan's public service delivery is still characterised by lengthy and 

unclear bureaucratic procedures, and a highly scattered and dispersed rural 
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population makes the delivery and maintenance of services a critical challenge” (p. 

182).

6.4.2 Promote Rural Entrepreneurship

It was envisaged that CCs would collaborate with Civil Society 

Organizations (CSOs), Business Development Associations (SMEs), government

agencies and others to assume a greater role in the lives of rural communities 

(GNHC, 2013). Quibria, Tschang & Reyes-Macasaquit (2002) noted, “The need for 

business information as well as the inexorable trend toward globalization that even 

touches the lives of remote villagers in such countries as Bangladesh (in the form of 

migrant workers) has led to new business opportunities in the ICT sector. One 

example is the demand for cellphone services in rural Bangladesh.The Grameen 

Phone program is a remarkably innovative initiative that makes use of ICTs to 

generate incomes for poor households in rural area” (p.291). Another example is the 

demand for cell phone services in rural Bangladesh (Richardson, Ramirez & Haq, 

2000). However, Grimes (2000) asserts that much ICT activity is related to private 

enterprise and that rural areas are experiencing a number of problems due to the low 

level of demand for the new technologies because of low population densities.

Access to services, shelter, participation and voice are not equally distributed within 

society (Cagatay, 1998; de Haan & Maxwell, 1998 as cited in Skuse et al., 2007).

6.4.3 Build Rural Capacities and Livelihoods

Fang (2002) defines e-government as, “a way for governments to use 

the most innovative information and communication technologies, particularly web-

based Internet applications, to provide citizens and businesses with more convenient 

access to government information and services, to improve the quality of the services 
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and to provide greater opportunities to participate in democratic institutions and 

processes. E-government presents a tremendous impetus to move forward in the 21st 

century with higher quality, cost-effective, government services and a better 

relationship between citizens and government” (p.1). According to OECD (2001) “E-

government focuses on the use of new information and communication technologies 

(ICTs) by the government as applied to full range of government functions. In 

particular, the networking potential offered by the Internet and related technologies 

has the potential to transform the structures and operation of government” (p.2). 

It was envisaged that CCs would tie in with skill building institutes to

deliver online courses, create e-learning platforms and coordinate various 

development schemes/poverty alleviation programs, bringing about financial 

inclusion and cooperative development aimed at reducing the digital divide and 

poverty reduction in the rural population (GNHC, 2013). In 2001, Amit & Zott (as

cited in Al Dabbagh, 2010) argued that ICT has huge potential to contribute towards

gaining efficiency and cost reduction for private organisations that could ultimately

contribute to major aspects of e-government initiatives. Online services decrease the 

processing costs of many activities compared to a manual way of operating services

(Norbu, 2016; Dorji, 2012; Wildermuth & Suberi, 2017). The appropriate 

application of ICT may reduce the number of inefficiencies in processes by allowing 

file and data sharing across government departments, thereby contributing to the 

elimination of mistakes from manual processing, thus reducing the required time for 

transactions (Ndou, 2004; Wildermuth & Suberi, 2017). Efficiency is also attained in 

the process, by enabling faster and more informed decision making, and by speeding 

up transaction processes (Tshering, 2007; Ndou, 2004; Norbu, 2016).
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According to Eng (2004), the internet is being used to market the 

produce of poor communities. In 2000, PEOPLink (as cited in Skuse et al., 2007) 

cited two examples, a US-based non-government organisation, PEOPLink, that has 

linked producers of commodities in poor communities in Tamil Nadu to potential 

markets through the internet and (ii) Kizhur in Tamil Nadu excelling in 

manufacturing traditional cotton saris and other cotton garments, selling its produce 

through PEOPLink’s website to consumers all over the world. Such innovations 

have the potential of substantially reducing transaction costs by eliminating the 

layers of intermediaries who often absorb a large chunk of the profits. Bhatnagar 

(2000) asserts that one successful application of ICTs has been the use of technology 

to enhance milk collection in Gujarat milk cooperatives, where Indian electronic 

technology is used to measure and transmit the quality and quantity of milk that 

farmers are delivering. In Bhutan, Farmers’ Market and Bhutanese Association of 

Women Entrepreneurs (BAWOE) are examples of ICT interventions to help 

Bhutanese farmers and women respectively. The Food Corporation of Bhutan (FCB) 

has developed a web-based information system to provide prices of agricultural 

produce on a regular basis so that the farmers are able to bring their produce to the 

nearest auction yards (Norbu, 2016; Wildermuth & Suberi, 2017).

6.4.4 Proceed from Transactional Relationship to Transformational 
Relationship with citizens

According to GNHC (2013), CCs, particularly those with internet 

connectivity, are expected to play more of a transformative role than a transactional

one. The Royal Government of Bhutan has identified ICT- based e-governance as a 

key area for improving efficiency and enabling a wider reach of public service 

delivery to enhance GNH by creating a knowledge society empowered by ICT 
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through a dual approach of furthering efficiency building measures and improving 

service delivery through ICT and developing ICT related sectors for exports and for 

local consumption (RGOB, 2004). Establishing an e-Services platform through a 

pilot initiative at the Tang Basic Health Unit (BHU) in Bumthang District (one of the 

States in Central Bhutan) is an example in this regard (GNHC, 2013). The joint 

venture between Grameen Bank and Hewlett-Packard to bring health services to 

rural villages through an e-Health Care System is a good example of how rural 

people can access health facilities (Qiang et al., 201; Skuse et al., 2007). ICTs can 

extensively be used for educational and learning opportunities (Smeets, 2005).

Distance education, web-augmented learning and more advanced ICT-enabled 

learning environments have proved useful to the poor (Jamtsho & Bullen, 2007).

According to Peters et al., (2008) and Wilkinson & Marmot (2003), one of 

the serious disadvantages that the poor suffer from is poor healthcare services. ICT 

provides a link up of medical facilities at home and abroad to overcome this 

inadequacy. According to Norbu (2016) and Tacchi (2008), by utilising information 

and internet communication technology appropriately, the government can enhance 

citizen satisfaction as it decreases the information gap between citizens and 

government. It also increases citizen’s trust in government activities.

Dorji (2012) stated,… “Likewise, the World Bank’s definition of e-

government emphases more on fostering relationship and interaction between 

government, citizens, business, within government through use of ICT to achieve 

efficient, transparent, responsive government for better delivery of government 

services” (p.6). 
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Question: Have the CCs with and without internet connectivity made a difference in 

terms of service delivery?

Theme: CCs with internet connectivity provide both online and offline services

Table 6.3 Digital Transformation and Internet Connectivity

Participant Group Yes No No Response

I(MOIC) 5 - -

II(MOF) 2 - -

III(BP) 7 (83%) - 1 (12%)

IV(BDBL) 2 -

V(CCOs) 5 (83%) - 1(17%)

VI(EEs) 4 - -

VII(Citizens) 7 - -

VIII(Opposition leader) 1 - -

N (n)=35 33(94%) - 2(6%)

The analysis in Table 6.2 indicates that 33 participants (94 percent) 

perceived that CCs with internet connectivity are able to provide more services to 

citizens – online services as well as offline services. 

Responses

Community Centre Operator A pointed out that the establishment of 

CCs, particularly those with internet connectivity, definitely ushered in positive 

impacts in the local community. This perception supports the finding provided by 

Tshering (2007). The provision of services through a single window has eased the 

lives of the rural people and bringing them to their doorsteps has made it much 

easier with internet connectivity (Strover, 2001, Tshering, 2007; Dorji, 2012; Norbu, 

2016). It has saved time and resources that can be used for other activities requiring 

attention (Norbu, 2016; Wildermuth & Suberi, 2017). All these things, according to 
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Operator A, add to personal wellbeing. Connectivity has improved life in rural 

Bhutan (Tshering, 2007; Tobgay & Wangmo, 2008; Norbu, 2016; Wildermuth & 

Suberi, 2017). CCs, according to CEO Wangdi, have helped Bhutan Post gain 

sustainability.

6.4.5 Enhance Competencies, Increase Outreach, Reduce Transaction Costs, 
Reduce Risk for Citizens and Connect to Markets

Figure 6.5 Gewog Meeting at Gangzur CC.

Source: (MOIC Report, 2016)

In addition to the service-oriented objectives of establishing CCs, e-

governance and G2C initiatives have been understood to hold a potential to “provide 

a powerful platform to better engage and draw citizens’ participation” (Wildermuth 

& Suberi, 2017, p.146). Figure 6.5 shows a local gathering and a meeting being 

convened, indicating citizens’ engagement, participation and imparting of non-

formal education and this is no different from what Tacchi (2005) talked about the 
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potential of creative ICT literacy and voice in community multimedia centres in 

South Asia.

According to Tacchi (2009), information communication technologies 

can be both effective and empowering for positive social change and it contributes to 

the development of marginalised communities if they are introduced in ways that 

recognise local social networks and cultural contexts; inclusion and participation in 

social, political and economic processes are the most effective ways of articulating 

information and communication networks (both social and technological) to 

empower poor people to communicate their “voices” within their communities (p.1). 

Arguably, freedom of both communication and expression are fundamental to the 

effective functioning of communities and community-based organisations for

consensual dialogue and community participation in the development process

(UNICEF/UNAIDS, 2002 as cited in Skuse et al., 2007). 

Defined, “digital divide” as the perceived gap between those who 

have access to the latest information technologies and those who do not. It is 

believed to be widening (Selwyn, 2004); it is reported that half of the world’s 

population living in rural areas in developing countries are yet to experience ICT and 

that people living in developing countries own fewer computers (Nua, 2005 as cited 

in Skuse et al., 2007), phone lines (Tipton, 2002 as cited in Skuse et al., 2007) and 

mobile phones than developed countries (James, 2007 as cited in Skuse et al., 2007). 

Scott et al., (2004) stated:

Africans are already making innovative use of mobile phone 

technology to meet the need for a cashless transfer system. For 

example, people in Uganda are buying scratch cards and texting the 
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code number to each other as a means of making cashless transfers; 

MCel in Mozambique has recently introduced a credit swapping 

service (the ability to transfer credit from one phone to another) which 

is poised to be very popular. Air time is effectively being used as a 

virtual currency (p.8).

6.4.6 Process Flow for G2C Services by CCs

Figure 6.6 explains how a citizen could easily avail themselves of a

G2C service. He/she submits an application to the CC, which processes the 

application with the concerned agency in the government. As soon as it is approved 

by the concerned agency in the government, the citizen approaches the CC again for 

availing the service. Such a process has done away with the need to travel long 

distances and incurring expenses and this has benefitted the rural citizens in a big 

way (Thomas & Kumar, 2006; Tshering, 2007; Dorji, 2012, Norbu, 2016; 

Wildermuth & Suberi, 2017). The successful use and diffusion of ICTs in the public 

sector involves a collective, multidisciplinary and dynamic learning process 

(Mansell & Wehn, 1998).

CCs are also used to train and impart ICT knowledge to people in the 

local community. It also provides awareness programs on CCs and their services. For 

example, a telecentre in Ghana is used to provide popular training for individuals and 

groups in building their skills and knowledge (Chapman & Slaymaker, 2002). 

According to Wildermuth & Suberi (2017) and Norbu (2016), the appropriate use of 

shared data and information by all governmental agencies and departments enables 

them to take quick decisions in serving the citizens, particularly those in the rural 

communities.
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Figure 6.6 Process Flow of G2C Services

(Source: Adapted from Bhutan Post Annual Report, 2012)

Figure 6.6 explains how G2C services are provided by CCs in rural 

communities to make life easier and time-saving for citizens. It is expected to drive 

‘Inclusive Growth’ process through Digital, Social and Financial Inclusion, which is 

the government’s most critical thrust area. According to GNHC (2013), the Inclusive 

Growth Interventions are made through the Public Private People Partnerships (PPP 

model). Towards this end, Bhutan Post set up multiple service collaborators and 

formed a Collaborative Polygon (Figure 6.6) to meet multiple needs of the citizens,
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thereby helping them to improve their living standards and livelihood (GNHC, 2013;

Wildermuth & Suberi, 2017). In other words, the CC model is leveraged to equip the 

CC operator to become a “change agent” and thereby facilitate the Government’s 

efforts to promote livelihoods and well-being in the country, ultimately aimed at 

achieving GNH. CCs enable community participation (Norbu, 2016, p. 18).

The Government launched the first set of 62 G2C services from 23 

CCs connected to the internet on 29 December 2011. According to the Department 

of Information Technology & Telecommunications, 31 CCs had access to the 

internet as of June 2014. In this way, CCs have brought about a positive impact in 

the lives of rural citizens (Tshering, 2007; Norbu, 2016; BBS, 2016d). In addition to 

G2C services, BBS (2016d) reported that 34 online B2C (Business-to-Citizen) 

services had been introduced as of 17 June 2016, which is considered to be a 

significant milestone in the public service delivery initiative. Among others, issuance 

of new business licences, renewal of business licences, change of licences, etc, are 

business services. The introduction of such online services reduces waiting time, 

corruption, streamlines procedures and improves service delivery, all of which

enhance GNH (BBS, 2016d; Wildermuth & Suberi, 2017; Norbu, 2016).

A comparison is drawn with Bangladesh where it is reported that it has 

declared ICT as a “thrust” sector and a tool to facilitate the process of establishing good 

governance and to fight poverty and improve the country’s economic standing (Kirkman et 

al., 2002). It is also reported that Bangladesh aims to work towards building an ICT-driven 

nation comprising of a knowledge-based society, with emphasis given to building a country-

wide ICT infrastructure to be used for human resources development, governance, e-

commerce, banking, public utility services and various on-line ICT-enabled services (Das, 

2010). Further, it is asserted that ICT represents an enormous opportunity to introduce 
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significant and lasting positive change across the developing world, and the rapid 

penetration of mobile access in particular has resulted in considerable improvements in the 

lives of the poor in both rural and urban contexts (Sey et al., 2013).

6.4.7 Integration of G2C Services with Financial Services: Collaborative 
Polygon

Figure 6.7 Collaborative Polygon

(Source: Adapted from Bhutan Post Annual Report, 2012)

It was envisaged, as shown in Figure 6.7 that in addition to G2C 

services, financial and banking services would be delivered through CCs in 

collaboration with financial institutions to mainstream rural citizens and the rural 

economy.

G2C services have been integrated with financial services. Besides 

several post offices functioning as CCs, postal services are also offered through CCs. 

This has eased the lives of the citizens (Tshering, 2007; Dorji, 2014c; Norbu, 2016).

Citizen D’s Response

Citizen D provides a definitive response of how CCs have meant a lot 

to her.
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“Definitely, I am happier now and I feel that I lead a happier life as 

well. I do not have to struggle the way I had to do before to avail 

services such as postal, non-postal, banking services. Almost all 

services can now be availed from the CCs”.

Figure 6.8 G2C Services provided by Dopshari CC.

(Source: MOIC Report, 2016).

Figure 6.8 shows the Officer In-charge from the ICT ministry on an 

inspection visit to a CC that is 60 kilometres from the capital city. He is inspecting 

the CC operator perform one of the functions of CC operators. Such inspections are 

frequent given the importance that CCs have assumed. E-village enables the villagers 

to access information that is useful to them for their daily lives and to discover 

opportunities for improving their income generation (Chapman & Slaymaker, 2002;

Gunasekaran & Harmantzis, 2007). Professor Yunus (cited in Skuse et al., 2007) 

who founded the Grameen Bank and turned the concept of micro-credit into a reality 
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for millions of poor rural women in Bangladesh is conscious of the combined 

potential of ICTs and micro-credit to eliminate poverty.

CCs are increasingly used to train and impart ICT knowledge to 

people in the local community. They also provide awareness programs on CCs and 

their services. This is a reflection of the example earlier of how a telecentre in Ghana 

was used to provide training (Skuse et al., 2007).                        .

Figure 6.9 G2C Services provided by Ha CC

(Source: MOIC Report, 2016).

Figure 6.9 shows citizens using services at Ha CC, which is 109 

kilometres away from the capital city. According to Wildermuth & Suberi (2017),

160 G2C services have been identified and developed across the 22 departments and 

agencies to improve the accessibility of citizen services and to reduce turnaround

time. Nominal service charges are imposed to meet operational expenses, such as 

procuring office stationery. Web portals for the CCs have also been developed to 

facilitate e-commerce whereby communities can sell local products online. They can 
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be used as a platform to promote their community through providing information 

about their unique culture, traditions and events, which will have an impact in 

promoting tourism in their communities. The CCs are connected with optical fibre to 

facilitate the delivery of online services (GNHC, 2013; Norbu, 2016; Wildermuth & 

Suberi, 2017). 

Figure 6.10 Local Community Workshop, Tsakaling Gewog 

(Source: MOIC Report, 2016).

Studies conducted in different countries including rural Thailand and 

Columbia revealed that the introduction of CCs enabled farmers to check market 

prices, which led farmers to earn higher incomes and increased trade and job creation 

(Brown, 2002; Tshering, 2007; Wildermuth & Suberi, 2017). CCs provide a platform 

for people in local communities to surf the net and check for weather information, 

crop planning, commodity price, government notifications, and downloadable forms, 

while the youth can view exam results, visit employment websites and apply for jobs 

online. Students can download tutorials and e-books, update the latest news and play 
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computer games without leaving their community (Tshering, 2007; BBS, 2016d).

Local meetings, workshops and functions are held in CCs (Figure 6.10).

With the internet facility in the CCs, people can use internet-based 

services like social media (Facebook and Google Plus), e-mail, instant messaging, 

Skype and other video calling tools (Dorji, 2012; BBS, 2016d; Kuenselonline, 2016). 

This is how people from remote villages keep in touch with relatives both within and 

outside the country. As most of these public services are now provided online, access 

to such information has become easy rural people. People can easily avail 

information such as birth and death registration, police clearance checks, applications

for passports, bank statements and money transfers, and, in some cases, e-health 

facilities (Tobgay & Wangmo, 2008; Giovannetti & Sigloch, 2015; Norbu, 2012). 

For example a Community Information Centre in Western Australia provides access 

to services such as banking, postal and government services (Rega, 2010; UNDP, 

2013).

Roco & Bainbridge (2002) noted:

Rapid advances in convergent technologies have the potential to enhance 

both human performance and the nation’s productivity. Examples of 

payoffs will include improving work efficiency and learning, enhancing 

individual sensory and cognitive capabilities, revolutionary changes in 

healthcare, improving both individual and group efficiency, highly 

effective communication techniques including brain to brain interaction,

perfecting human–machine interfaces, enhancing human capabilities for 

defense purposes, reaching sustainable development using converging 

technologies tools, and ameliorating the physical and cognitive decline 

that is common to the aging mind (p.281).
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Like any other government in the world, the Bhutanese government 

recognises “media as a tool for Bhutan to leapfrog into the 21st century and to help 

form a society enriched by information, knowledge and skills” (Balasubramanium & 

Nidup, 2007, p.212). According to Dorji (2012) and Norbu (2016), the Royal 

Government of Bhutan has established CCs to take advantage of ICT for better access 

to information and to provide shared facilities for the public to use basic 

telecommunication and media services, access the internet, use postal services and 

other ICT services for socio-economic activities of communities such as e-commerce 

of agricultural products, textiles, handicrafts and other indigenous products and e-

education, e-health, e-governance. 

It used to be that many rural communities in Bhutan had no access to 

the internet, telephones, computers and mobile cellular phones (Tshering, 2007;

Norbu, 2016) and the people had walk for days to arrive at the nearest service point 

to get information and services, thereby putting these communities at a disadvantage 

compared to urban people who had access to ICT; therefore, the establishment of 

CCs in Bhutan has had the impact of bridging the digital divide between urban and 

rural communities, and isolated communities now enjoy the benefits of ICT for 

social and economic development (Tshering, 2007; Dorji, 2012; Norbu, 2016; 

Wildermuth & Suberi, 2017).

Dorji (2012) stated, “E-government as a tool for improving the 

effectiveness and efficiency in public service delivery has gained considerable 

importance in both developed and developing countries, including Bhutan. The main 

emphasis of e-government is to enhance instant and convenient access to government 

information and services by citizen from anywhere, at anytime through online”

(p.47).
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Figure 6.11 Community Workshop at Goshing Gewog in Zhemgang 

Dzongkhag

(Source: MOIC Report, 2016).

Seen in Figure 6.11 is yet another local meeting convened at a CC 2 

days travel from the capital city of Bhutan.

Kenny, Sabater & Qiang (2001) asserted that the poor have recognised 

that ICTs are increasingly central in the effort to escape poverty and are willing to 

spend over two percent of their income on telecommunications, and information and 

knowledge, instead of the manufacturing of goods, have become the (intangible) 

drivers of the economy (Leye, 2009 cited in Skuse et al., 2007). In 2003, Jaggi (as 

cited in Skuse et al., 2007), advocates, “a more informed citizenry is in a better 

position to exercise its right, and better able to carry out its responsibilities and 

increase their income level within the community and region” (p.3). According to 

Bhatnagar (2000), ICTs could be used to accelerate the development process and ICT 

generates new possibilities that could potentially overcome problems of rural 
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poverty, inequality and environmental degradation. A case study in Bangladesh 

conducted by Rahman & Howlader (2004) stated, among others, that access to ICT 

may be an effective way of narrowing the gap between rich and poor; between rural 

and urban populations.

The Wolfensohn (1998) stated: 

This new technology greatly facilitates the acquisition of knowledge, 

offering developing countries unprecedented opportunities to 

enhance educational systems ... and widen the range of opportunities 

for business and the poor ( p.9).

Figure 6.12 Community workshop at Drametse Gewog under Mongar 

Dzongkhag 

(Source: MOIC Report, 2016).

In the past, while the people of rural communities had to travel days 

to avail themselves of basic services, CCs today have overcome this difficulty to a 

large extent (Norbu, 2016; Wildermuth & Suberi, 2017). Wildermuth & Suberi 

(2017) asserted that, “The idea of placing the community centre close to the county 

administration office had been to create awareness about the centre with those who 
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are visiting the Gewog office for various purposes and needs” (p.162) as it can be 

seen in figure 6.12. A recent report submitted by an official in the ministry of 

information and communications in 2017 stated that:

(1) With the operation of the CCs, cross-sector services were made available 

whereby the people could access services without having to travel long 

distances, which not only reduced turnaround time but also saved on cost and 

effort, which can now be used to carry out other productive activities;

(2) The people of rural communities have access to ICT infrastructure that has 

drastically reduced the digital divide between rural and urban populations in 

terms of technological access and usage. For instance, a student in a rural area 

who is otherwise digitally disadvantaged is provided a basic training on PC 

fundamentals and application. The training of such kind has helped them to 

build up their basic technical skills to operate the system. The CCs also train 

monks, students and laymen on Dzongkha Unicode;

(3) The CCs are connected with high-speed internet connection through optical 

fibre. This has made the CC a suitable medium for an exchange of 

information between parties. Access to such facilities has also expedited 

sector goals and outputs in most efficient ways. The facilities have enabled 

government officials of the communities to communicate with head office in 

a reliable, fast and efficient way. This has also helped in reducing the 

paperwork, thereby saving cost to the government. Overall, the whole 

operational procedure of the local government and the other extension offices 

has been strengthened with access to ICT infrastructure;

(4) It was learnt that some of the Gewogs (clusters) were cut-off from a power 

supply for a time. Because of the power disruption in the region, people were

248 Chapter 6: Digital Transformation and Community Centres (CCs)



not able to get online services made available in the CCs; however, power 

supply was restored as soon as possible so that the rural people were not 

further affected in availing services from CCs;

(5) There are no substitutions or replacement when any particular CC operator is 

away on leave, posing interruptions in service delivery during times such as 

annual census, rural insurance collection, etc.; as such, delivery of services at 

CCs are hampered to some extent;

(6) Some of the CCs provide basic computer training to rural children during

summer and winter vacations; and

(7) Rural citizens have expressed their happiness and say their wellbeing has 

been enhanced with the establishment of CCs.

Bhutan maintains an impressive track record of developmental

progress (Norbu, 2016; Wildermuth & Suberi, 2017). However, despite 

commendable progress and committed efforts, there remained many challenge

hindering the realisation of the country’s development aspirations. These have been 

enumerated many times throughout the study, from the rugged terrain to the lack of 

engagement of the rural population. 

However, according to Wildermuth & Suberi (2017) and Norbu 

(2016) Bhutan’s G2C initiative has faced up to many of the challenges, which are

common to e-governance platforms elsewhere, around issues of:

Technological constraints (the rural infrastructure, the internet and power 

supply)

Financial sustainability

Lack of awareness and usage of services

Chapter 6: Digital Transformation and Community Centres (CCs) 249



Capacity of staff and operators

Involvement of communities and local governance

According to the project evaluation report, the G2C Project made:

…commendable performance with regard to achieving its outputs. 

The project successfully established two web portals, an 

integrated citizen-oriented G2C Common web portal and a Voice-

of-customer portal (grievance portal) to monitor citizens’ 

feedback and satisfaction. Moreover, awareness and advocacy 

campaigns of G2C services were conducted through both print 

and broadcast media (UNDP, 2013, p.23).

The said project also mentioned institutional resistance and lack of 

capacity stating:

While all identified services in the front end (website and web 

services) have been completed, some agencies are yet to complete 

automation at the back end including data and database migration. 

As a result, some of the services from the Ministry of Foreign 

Affairs, Ministry of Agriculture, Bhutan Council of School 

Examination and Assessment, Ministry of Education etc. are still 

not available (UNDP, 2013, p.7).

Wildermuth & Suberi (2017) pointed out that e-governance 

challenges created by a “conservative” working culture and ‘resistant’ agency 

within parts of the ministerial and departmental sphere of the Bhutanese state 

was another constraint in the delivery of G2C services (p.154). Director 

Tobgay of DIT & T cited in Wildermuth & Suberi (2017) stated, “The biggest 
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challenge will be in freeing IT human resources for deployment, we are facing 

some resistance but many are beginning to understand” (p. 154). He also said 

that the government is working on getting agencies to strongly adopt ICT 

projects, changing mindsets and addressing resistance to change, elaborating 

that “ownership of ICT projects by agencies is very crucial for e-governance 

success” (p.155). He pointed out that technology or ICT is only an enabler and 

that adoption of ICT by agencies has largely to do with a mindset. Lack of 

local capacity to develop the provision of digitalised and automated services

across governmental sectors remained under-addressed (Wildermuth & Suberi, 

2017). 

The UND’s evaluation stated:

…outreach advocacy and awareness services were not timed 

properly and were carried out before validating that the priority e-

services of interest to rural citizens are operational and functioning as 

designed (UNDP, 2013, p.23).

However, “In Bhutan, notwithstanding the government commitment, 

which is mirrored in comprehensive policies in ICT sector, the lack of institutional 

capacity (budget as well as human resource) is seen as the greatest challenge in 

implementing and operationalizationof policies (MoIC 2011a). In such situation, the 

realization of objectives of G2C would be difficult ( Dorji, 2012, p.38).

Wildermuth & Suberi (20170) stated, “This declared, people-centric and 

citizen-centric focus has ever since come to a clear expression. Along with the 

identification of public service improvements as the G2C initiative’s key aspiration, 

the new online platform was thus promoted as a government response to citizens’ 

needs. In the phrasing of Tshering Tobgay, Bhutan’s present Prime Minister (since 
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August 2013) and leader of the ruling People’s Democratic Party: Government must 

adapt to the needs of citizens instead of citizens running after the government. As 

such, our government must deliver services in a manner that is simple, seamless & 

accessible to all our people, at all times” (p.147).

6.5 Conclusion

Despite the challenges and constraints stated in the foregoing 

discussions, Community Centres in Bhutan have proven to be extremely useful in 

narrowing the ‘digital divide’ in numerous ways. According to Faris (2004), ICT in 

Bhutan has improved good governance and has been used for the remote delivery of

services through CCs in support of decentralisation, which is always a challenge 

given the topography. However, it must be noted that this study has a very limited 

sample size and therefore cannot use exhaustive data to qualify this conclusion. The 

analysis, and therefore the conclusion, is only based on the respondents’ perceptions. 

Nonetheless, the national broadcaster, BBS (2016d) reported that the government 

provides over 100 G2C services including e-payment services thereby enhancing the 

wellbeing and happiness, particularly that of rural communities contributing to the 

national goal of GNH. In a recent talk by Bhutan’s Prime Minister Tobgay at the 

University of Canberra on October 13, 2016 

(https://www.youtube.com/results?search_query=bhutan%27s+prime+minister%27s

+visit+to+australia+october+2016), he said that a recent GNH survey involving 8000 

participants from all walks of life (using a questionnaire with 140 questions)

established that 92.7 percent of the Bhutanese people are happy. This was earlier

made clear during a talk by the former Prime Minister of Bhutan, Thinley, in 

Belgium, at the World Forum for Ethics Conference in 2015 

(https://www.youtube.com/results?search_query=former+Prime+Minister+of+Bhuta
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n%2C+Thinley%2C+in+Belgium%2C+at+the+World+Forum+for+Ethics+Conferen

ce+%282015%29).

The discussions and analyses in this chapter adequately respond to the 

research question on how the establishment of CCs has impacted the lives of 

Bhutanese and the training of CC operators due to the emerging challenges and 

opportunities presented by digital transformation.

Figure 6.13 Happy Citizens.

(Source: https://www.oneworldeducation.org/bhutan-worlds-happiest-country).

As indicated in Chapter 2, a brief documentary on how CCs in Bhutan 

have positively impacted the lives of the Bhutanese people, thereby enhancing their 

wellbeing and happiness can be viewed at the link UNDP Virtual Zomdu

https://www.youtube.com/watch?v=n6jqW-lLsNg
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Chapter 7: Governmental and Policy Responses

7.1 Introduction

This chapter examines responses in terms of policy initiatives, 

regulatory framework and interventions in the ICT sector. Such an analysis responds 

to the second key research question.

Second Key Research Question: How is the Bhutanese government 

responding to the challenges and opportunities presented by new digital 

technologies? The following discussion suggests the manner in which the Bhutanese 

government has responded to the opportunities, threats and challenges presented by 

new digital technologies. The short answer is that it has come up with appropriate 

ICT visions, policy frameworks and regulatory measures that best suit the changing 

times.

According to RGOB (2004), Bhutan is a small Himalayan country 

wedged between two giant countries, namely China to the north and India to the 

south having a population of about 7, 00,000. The rapid process of modernisation

began in 1961 (REC, 2009). It is predominantly an agricultural country. The

Government has recognized the need to develop the private sector as a key source of 

employment for its youth and ICT has been considered central to achieve its 

developmental aims and objectives (Akhtar & Arinto, 2009/2010).

7.2 ICT Vision

Bhutan’s ICT vision reads, stated: “With people at the centre of 

development, Bhutan will harness the benefits of ICT, both as an enabler and as an 
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industry, to realise the Millennium Development Goals and towards enhancing Gross 

National Happiness” (RGOB, 2004, p.5).

According to RGOB (2004), positioning its people at the centre of 

development, Bhutan has begun to harness the benefits of ICT, both as an enabler 

and as an industry, to realise the Millennium Development Goals and enhancing 

GNH. ICT can create a knowledge-based society and, according to RGOB (2009), a 

knowledge based society is characterised by technical education, know-how and 

intellectual capital generation. The premise of an ICT enabled society, according to 

RGOB (2004) is that the government, the private sector, communities and 

individuals should be able to make better informed choices empowered by 

knowledge and skills to pursue individual and collective happiness (RGOB, 2004).

Question: What is Bhutan’s ICT vision? What does this vision mean for the ordinary 

people?

Theme: Bhutan has adopted a forward-looking ICT vision

Only four participants were asked this question, namely (i) the Ministers for MOIC 

and MOF (ii) Secretary of MOIC and (iii) Officiating Director of DIT & T. All said 

that the ICT vision of government is to create an ICT- enabled society.

Bhutan 2020 (as cited in Tobgay & Wangmo, 2008) stated, “The enormous 

opportunities that exists in the IT and related field should be encouraged and 

promoted. The priority should be to prepare the IT strategy and activate it. The 

private entrepreneurs, institutions, schools and other interested individuals should be 

encouraged to participate in the promotion of this important technology” (p.63).
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Figure 7.1 Bhutan’s ICT Vision

(Source: Adapted from MOIC, ICT Master Plan, 2014)

ICT Secretary Dasho Dorji’s Response

This is what ICT secretary Dasho Dorji had to say about the ICT vision:

“Well, what we call formally the government’s ICT vision is to 

build ICT enabled knowledge and we interpret it as a society that 

keeps learning; a society that learns to learn. There is not a place 

where we call knowledge society where we stop learning. Well, it 

can be interpreted where the level of literacy goes up, people 

learn so that the level of critical thinking enhances, discuss 

everything from politics to economics and so on and so forth. The 

society that learns to learn is the essence of ICT enabled society”.

ICT Minister Dhungyel’s Response

“Government’s ICT vision is forward looking and we would like to 

icitize as much as possible and in as many sectors as possible. Well, 

the ICT vision is to make sure that seven hundred and fifty odd 
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people are able to reap the benefits of the DT. We have started late 

but we would like to give this facility to all of them”.

In 2014, Tobgay (as cited in Wildermuth & Suberi, 2017) had looked 

at Bhutan’s ICT vision as an ICT-enabled, knowledge-based society as a foundation 

for Gross National Happiness and that it is the policy the government uses. However, 

the government’s attempt is to safeguard from counter-productive forces and 

consequences of a “cultural invasion” from external sources (p.142).

Bhutan Post Board Director Tshering’s Response

Tshering stated that the ICT vision of any government should be to 

create ICT enabled society whereby every citizen could optimise the advantages of 

digital technologies.

Opposition Leader Gyamtsho’s Response

The ICT vision of any government should be to create an ICT enabled society 

that would enable its citizens to take advantage of the advent of ICT and related 

services.

7.3 ICT for Good Governance

The ICT vision of Bhutan reads, “With people at the centre for 

development, Bhutan will harness the benefits of ICT, both as an enabler and as an 

industry, to realize the Millennium Development Goals and towards enhancing Gross 

national happiness” (RGOB, 2004, p.52).

The Planning Commission (1999) in its Bhutan 2020 Document stated:

The enormous opportunities that exists in the IT and related field 

should be encouraged and promoted. The priority should be to 
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prepare the IT strategy and activate it. The private entrepreneurs, 

institutions, schools and other interested individuals should be 

encouraged to participate in the promotion of this important 

technology (p.63).

According to Norbu (2016), good governance as one of the 

pillars of GNH promotes transparency and efficiency in all government 

services delivered to citizens. However, Dorji (2011) perceives that big 

challenge would be putting in place systems and principles to facilitate the 

establishment of a media and ICT environment that can evolve with 

Bhutan’s democracy (Dorji, 2011).

ICT Secretary Dasho Dorji’s Response

Dasho Dorji said that ICT is cross-cutting and central to good 

governance and as such that a nation-wide ICT project was launched with 

great success impacting all segments of the society.

7.4 ICT for a Bhutanese Information Society

Tobgay & Wangmo (2008) pointed out the ministry of information 

and communications has been mandated to build effective institutional capacity. 

However, Wildermuth & Suberi (2017) mentioned rugged terrain, digital inclusion, 

citizen participation, national integration, gender mainstreaming and economic 

development as some of the key challenges. Norbu (2016) warned about the success 

of e-governance initiatives as majority of the rural population seem reluctant to 

participate in e-governance and digital inclusion initiatives.
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ICT Director Tenzing’s Response

Tenzing said that Bhutan has a very clear vision of ICT –an ICT enabled 

knowledge society as a foundation for gross national happiness aimed at creating a

Bhutanese society that is at ease using technology to enrich themselves in the pursuit 

of GNH.

7.5 ICT as a Key Enabler for Sustainable Economic Development

Policy framework, according to Wildermuth & Suberi (2017) and 

Norbu (2016), is guided by Bhutan Telecommunications & Broadband Policy 

(2014). Faris (2004) stated, “ICT is a tool to accelerate processes, especially 

knowledge intensive processes. It is becoming increasingly evident from global 

experience that ICT can wield a transformative effect, and that if properly harnessed 

and in the right conditions, can advance a development agenda” (p.146 -147). 

According to Turner & Tshering (2014), Bhutan has put in place a 

regulatory environment to encourage the use and development of ICT. ICT can 

improve the internal efficiency of government as well as the provision of information 

and services to citizens. Every ministry has a separate ICT unit which is expected to 

provide a strategic framework for the ministerial and national coordination in ICT 

application.

ICT Secretary Dasho Dorji’s Response

In response to one the interview questions, ICT Secretary Dorji said: 

“As the ICT ministry, we are trying to be as “paperless” as possible and we have 

introduced secured google email system with the government, connecting about 9000 

people and most of our correspondences are online”. BBS (2016a) announced that 
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starting October 2016, all government offices would go paperless and that would 

impact positively in terms of cost reduction.

The Deputy Managing Director of BDBL, Rigyel’s Response

Rigyel said, “The ICT vision of the RGOB is to place people at the 

centre of development and to harness the benefits of digital transformation of 

ICT, both as an enabler and as an industry, to realize the Development Goals 

towards enhancing Gross National Happiness”.

7.6 Policy Framework – Legal and Regulatory Environment for ICT 
Development

According to Akhtar & Arinto (2009/2010), Bhutan has put in place a 

legal and regulatory environment to encourage the use and development of ICT. A 

Telecommunications Act was passed in 1999, a Copyright Act in 2000, and the 

Bhutan Information, Communications and Media Act (BICMA) in 2006. Bhutan is 

building its institutional capacity to regulate and support ICT activity through DIM, 

DIT and BCA, and the establishment of ICT Units in Ministries to assist them

harness the potential of ICT. ICT can also make governance and policy-making more 

inclusive and transparent by providing citizens with access to key public information 

and mechanisms to participate in public debate and policy formulation (Bhutan 

Telecommunications and Broad Band Policy, 2013). ICT Companies have been 

exempted from having to pay import duty and additionally granted a tax (Akhtar & 

Arinto, 2009/2010).

ICT Dasho Secretary Dasho Dorji’s Response

Dasho Dorji said, “Yes. The government is trying to take all necessary 

actions, like for example – we are now trying to update ICT Act also to make it more 

relevant and to move along – this was the latest initiative; updating technology 
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uplifting equipments, inviting investments in ICT projects, BPOs, FDIs and so there 

is quite a lot being done in terms of legal and regulatory framework”.

Document analysis and the available literature indicate that Bhutan 

has an enabling environment that can take advantage of the ICT revolution. As the 

lead ICT department, “The department of information and technology is responsible 

for the overall development, promotion and coordination of all ICT related activities”

(p. 153). The Bhutan Information Communications and Media Act (BICMA) 

“regulates telecommunication and media services, deals with licensing of various 

ICT and media services” (p.153). Tertiary and private ICT training institutes have 

also been set up in different parts of the country (Turner & Tshering, 2013). The 

DIT&T initiated the localisation of open source software, undertaken to enable 

computing in Dzongkha (national language). It meant modification and 

customisation of software products to make it culturally and linguistically 

appropriate to target locale – country, region and language (Chungku, Rabgay & 

Choejey, 2011; Watters, 1996). 

7.7 Infrastructure Development/Technology Infrastructure

According to Kinley (2015), geographical terrain and limited 

resources offer major challenges in development of ICT infrastructure in Bhutan. As 

a result, Bhutan continues to depend substantially on outside technical assistance 

(RGOB, 2004; GNHC, 2013). However, Bhutan has still made remarkable progress 

in building ICT infrastructure and in providing ICT related services (Aktar & Arinto,

2009/2010). Major responses to the digital divide in developing countries is in 

fostering such ICT infrastructures as promoting the availability of more computers, 

widening the telecommunication network and hastening the growth of internet 

service providers (Mansell & When, 1998; Kumar & Best, 2006). 
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ICT Director Tenzing’s Response

“ICT development and financing is a challenge. 

However, except the geographical terrain, physical connectivity and 

limited resources, I do not forsee any impossible challenges in 

promoting ICT development in Bhutan. Ofcourse, the users of 

different tools of digital transformation must understand the need to 

use them for the intended purposes to avoid ill consequences”.

7.8 Human Capacity

In 2003, RGOB (as cited in Tobgay & Wangmo, 2008) stated:

Ensuring institutions and curricula to provide ICT skills at all levels, 

from technical, professional and entrepreneurial skills for industry and 

government to basic ICT literacy for all (p.42).

Knowledge-based human capital development should determine and 

give direction to the economic development of the nation, to a certain extent (RGOB, 

2009); however, Bhutan does not have adequate ICT and knowledge-workers (RGOB, 

2004). According to REC (2009), Bhutan neither has adequate infrastructure nor 

content-oriented ICT curriculum developed in schools. However, the ICT Master Plan 

to roll-out ICT infrastructure to schools and implement ICT curricula has been 

developed. The government’s renewed focus on ICT and private sector development is 

expected to provide immense potential to boost the nation’s ICT human capacity

(GNHC, 2013; Robles, 2016). 

ICT Minister Dhungyel’s Response

Lyonpo Dhungyel said that the positive impact of ICTs are (i) the 

creation of an ICT enabled society (ii) the delivery of G2C services at the doorsteps of 
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the citizens (iii) the building up of human capacity, which has to be done in a phased 

manner. He said that Bhutan has already transited into a modern knowledge society, 

G2C services and other services (financial and postal services) have been taken to the 

doorsteps of the citizens and human capacity is gradually being built in a phased 

manner. 

Question: What is the Chiphen Rigphel Project all about? 

Theme: Bhutan launched a nationwide ICT project to improve ICT literacy

This nation-wide ICT project known as Chiphen –Rigphel Project has had a positive 

impact on all sectors of the economy which can be seen from the milestones 

achieved provided in table 7.1.

ICT Secretary Dasho Dorji’s Response

Dasho Dorji talked about the nation-wide ICT project known as the 

Chiphen Rigpel project, which was designed to help Bhutan to successfully transition 

to a modern knowledge society.  He said that, through this project, much has been 

achieved – 7000 government leaders were trained, 5000 teachers were trained, youth 

looking for employment were trained and 168 computers laboratories were set up to 

introduce ICT education. It has had a very wide reach and can therefore be 

considered a success. He said that Bhutan embraced ICT only a decade or two ago,

yet it is fast catching up with the rest of the world, as can be seen from the speed of 

consumption of these services. Digital transformation in Bhutan is often referred to 

as “going paperless”.
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Table 7.1 Chiphen Rigphel ( Nation-wide ICT) Project and Status
Project 
initiatives

Parameters 5-year project 
deliverables

Current status Achievement

Bringing ICT to 
Schools

Setup of 
Computer  
Labs including 
Digital Math 
Learning Tools 
& Science 
Section

168 168 Completed

No. of children 
covered

Covered all 
children in 
classes 7-12 in 
168 schools

Covered all children in 7-12 
in 168 schools

Completed

Empowering the 

Teachers

Setup of 
Training 
Facility

7 7 Completed

No. of 
Certifications

5050 5204 Completed & 
Exceeded

Enabling E-
Commerce

Setup of 
Training

Facility

4 7 Completed & 
Exceeded

No. of 
Certifications

7200 7396 Completed & 
Exceeded

Education for 
Employability

Setup of 
Training 
Facility

14 16 Completed

No. of 
Certifications

12,800 20,541 Completed & 
Exceeded

Reaching the 
Unreached

Provision of 
HIWEL

131 131 Completed

Training of 
Operators

131 131 Completed

E-Waste 
Management 

Develop E-
Waste 
management 
strategy for 
sustainable 
implementation 
of Chiphen 
Rigphel

-E-waste Regulations 
accepted by Cabinet of 
Bhutan

- Designed and conducted 
Awareness Training for 
DITT, NEC, Muncipalities 
and Local Government

-National E Waste 
Implementation Manual 
Accepted

Completed

Source: Adapted from MoIC, 2015
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In particular, two key initiatives undertaken to increase digital literacy at the grass-

root level include (i) introduction of the non-formal education (NFE) program and 

(ii) Continuing Education (CE) program (Jamtsho & Bullen, 2007). He further said 

that the overwhelming success of the project has contributed to the overall ICT goal 

of Bhutan by creating an ICT enabled society, and it was having a major impact on 

the various segments of the society. 

General Responses of the Ministry Participants

Five (5) participants in the Ministry of Information and 

Communications were asked about the project and its impact. All perceived it to be a

highly successful project and that it had greatly helped the government in achieving 

its ICT vision.

Director Tenzing’s Responses

“…Coordinating ICT initiatives also happens to be a ke challenge 

no matter how well planned the efforts may be. ICT projects are 

resource-driven posing another challenge. Lack of ICT personnel is 

another major constraint”.

7.9 Digital Content and Applications

Tobgay & Wangmo (2008) emphasized the increasing importance of 

the role of ICTs in achieving the developmental goals and objectives of nations as 

well as for achieving international goals such as the United Nations Millennium 

Development Goals (MDGs). Poor connectivity to the internet in the least developed 

countries, they said is one of the major factors underlying the digital divide between 

developed and developing nations and that this situation becomes even worse for a 

landlocked country like Bhutan (Wildermuth & Suberi, 2017).

266 Chapter 7: Governmental and Policy Responses



Faris (2004) argued, “Further, it can be argued that productivity gains 

from ICT may widen the gulf between the most affluent nations and those that lack 

the skills, resources and infrastructure to invest in information technology. Bhutan, 

therefore, runs the risk of “missing the boat” and finding its ability to develop 

economically increasingly far behind those countries that have harnessed ICT”

(p.152). 

7.9.1 Poor Local Content

Until very recently, internet users in Bhutan had no choice but to 

depend on English to publish or to read online information. Although the medium of 

instruction in schools in Bhutan is English, there are still many monastic institutions,

both private and public, where instruction and textbooks are in the national language,

Dzongkha. Besides these institutions, there are many local people who can read and 

write only in Dzongkha. And Bhutan did not have any internet sites published in 

Dzongkha until very recently (Chungku, Rabgay & Choejey, 2011).

Dorji (2012) noted, “Despite various initiatives and efforts, computing 

capacity in local language is still at the initial stage in Bhutan. This greatly hampers 

the development and ensuring e-government content in local language. Similarly, the 

low digital literacy and ICT skills among the general population in the country pose 

additional challenges in provision of online services” (p.49).

7.9.2 Content Initiatives

Bhutan has adopted a strategy to promote creation of content and 

applications that are accessible, relevant, appropriate and useful (RGOB, 2004). All 

Ministries are mandated to use email for informal correspondence whereby basic 

data management and monitoring tools are put in place. Bhutanese products can now 
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be sold globally and therefore e-commerce is a growing concept. Cultural heritage 

can be preserved and promoted through ICT tools (Taylor, 2004). Health and 

education services can also be substantially improved and provided online (WHO, 

2000). Hoellerer (2010) suggested how rich and diverse indigenous cultural contents 

can be appropriately captured and used through the application of ICT tools.

ICT Secretary Dasho Dorji’s Response

“On our culture – it’s very strong. Because when you talked about 

digital transformation, I noticed that you talked about television. 

TV has had a huge impact on Bhutanese culture and in fact that is a

little worrying as entertainment channels are strongly impacted by

television and now the internet – there is a dilution of culture. 

That’s why my ministry is initiating policy with Bhutanese content 

in Bhutanese media – because that is being limited, we are being 

swamped by international media that comes like an aerial

invasion”.

He has made a specific mention of the influence of global media and 

why it is important to initiate media programs with local content which is what Pek 

(2013) has advocated.

7.10 Enterprise

Given that ICT in Bhutan is relatively a new phenomenon, the ICT 

private sector is not only young and small but it also has limited domestic ICT 

market (RGOB, 2004). Labelle (2009) pointed out how limited access to capital has 

constrained the expansion of ICT businesses. However, there is immense potential to 
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expand the market for ICT goods and services. Additionally, ICT can offer 

tremendous potential for export industries (Mukherjee et al., 2003).

According to Totonchi & Kakamanshadi (2011) noted, “ Two major 

powerful social and economic trends are globalization and widespread adoption of 

ICT…The process of globalizatiojn creates new challenges and opportunities for 

firms” (p.270).

7.11 Policy Objectives and Guiding Principles

Bhutan 2020 provides national policies and the principles of GNH in 

Bhutan (Brooks, 2013). The adoption of the Millennium Development Goals has 

served as an important aspiration for Bhutan (Pathak, Kothari & Roe, 2005). Policy 

issues such as improving governance rendering it more efficient, transparent and 

inclusive, introducing a modern legal and regulatory framework, strengthening the 

relevant policy and regulatory bodies, and investigating ways to fund ICT to reduce 

the costs of ICT services are some of the fundamental principles of ICT policy in 

Bhutan (RGOB, 2004).

The government aims at the following as strategies to take advantage of ICT:

7.11.1 To Use ICT for Good Governance

Good governance, according to Ciborra (2005) is characterised by 

efficiency, transparency and accountability. As Bhutan seeks to create decentralised 

and democratic governance, According to Kalsi (2009), ICTs will not only make the 

internal government efficient but also improve the ability of citizens to access key

information and services. Good governance as one pillar of GNH will necessarily be 

responsive to citizens’ needs and it is ICTs that can help to create interactions 

between citizens and government where the latter can identify their needs (Kolsaker, 
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& Lee-Kelley, 2008). Globalization, according to Damaskopoulos (2005), is 

characterized by innovation, information and enterprise which in turn is largely 

supported and driven by the development and the use of ICT. 

Flew (2002) argued that one could get caught on the wrong side of a 

global digital divide or being swamped by waves of global culture that would 

undermine one’s own identity. In regard to Bhutanese context, it is argued that ICT 

has the potential to overcome the challenges posed by geographical terrain (RGOB, 

2004). It is believed that ICT can enhance decentralisation, private sector 

development and good governance and also make governance and policy-making 

more inclusive and transparent by providing citizens with access to key public 

information (Guida & Crow, 2009). 

7.11.2 To Create a Bhutanese Info-culture

Anderson (2006) argued that the government decision–makers, businesses 

and citizens will increasingly demand greater access to information to assist them in 

making better decisions in an increasingly globalized world. This is what Farris 

(2004) had to say, “ICT gives rise to business opportunities which did not exist 10 

years ago, and which utilise ICT’s ability to overcome the barriers of distance 

through “location-less work” (p.151). However, he also said, “The application of 

ICT for efficiency and better flow of market-related information can also act 

against exporters and weaker domestic companies in developing countries such as 

Bhutan” (p.151). Anderson (2006) stressed on how important it is to promote 

skills and impart knowledge to enable them to access information.
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7.11.3 To Create a “High-Tech Habitat”

Government can aim to create the enabling environment for ICTs to 

be applied and developed (Hanna, 2003). In 1998, Porter (as cited in Lall, 2001),

argued that skilled workers, a culture of enterprise, access to capital, access to local 

and global markets, and research and development are some important factors to 

create high –tech ICT habitat. The ICT tools would allow government and other 

sectors to improve their efficiency resulting in productivity gains and the creation of 

high-value jobs. Stiglitz (1998), advocated that it would the role of the government to 

create an ICT enabling environment whereby the private sector can draw benefits out 

of it. Porter (1998) noted, “Now that companies can source capital, goods, 

information, and technology from around the world, often with the click of a mouse, 

much of the conventional wisdom about how companies and nations compete needs 

to be overhauled…After all, anything that can be efficiently sourced from a distance 

through global markets and corporate networks is available to any company and 

therefore is essentially nullified as a source of competitive advantage” (p.77). 

7.12 Digital Transformation and Infrastructure Development

Planned modern development in Bhutan, according to Dorji (2007),

began with the launching of the first Five Year Plan in 1961 with the construction of 

the first roads in Bhutan. Bhutan is an emerging ICT developing country and its 

experience of cyberspace is relatively recent; the internet was first introduced only in 

June 1999. Since then, a number of government development initiatives in the field 

of ICTs have taken place, most notable being:

• Establishment of the new Information and Communication Ministry to spearhead 

ICT development in the country;
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• Formulation and adoption of Bhutan ICT Policy and Strategy Paper, 2004, which 

focuses on the development of ICT policies, infrastructure, human capacity, content 

and applications (MOIC, 2003).

• Establishment of second international fibre connectivity to India to create reliable 

internet connectivity.

• Adoption of E-Government Master Plan, 2013, with a vision to create a knowledge-

based economy and information society (GNHC, 2013).

According to Akhtar & Arinto (2009/2010), “ Over the last few 

decades, significant progress has been made in the ICT infrastructure development 

and the provision of related services in the country” (p.152). Bhutan Telecom Ltd 

and Tashi Infocomm Ltd are two companies providing mobile phone services, and 

DrukCom Private Enterprise and Samden Tech Pvt. Ltd provide internet and value 

added services (p.153). There are about 60 IT firms, and an IT Park has been 

established to boost ICT development (GNHC, 2013). More and more government 

websites and internet information systems are being implemented to improve work 

efficiency, effective public service delivery and online communication (Akhtar & 

Gregson, 2001). Government organisations, businesses and individuals, as argued by

Tat-Kei (2002), are using the internet for accessing and sharing information online. 

Websites are being created as information portals to provide access to government 

services. 

ICT Secretary Dasho Dorji’s Response

In an interview with ICT Secretary Dasho Dorji, he said that e-mail is 

being used for official correspondence. Google Apps are being used for collaboration 

and event management. Data centres are being built for storage and backup of 
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information systems and files. All these tools and applications are changing the cyber 

environment while increasing organisational efficiency, improving work 

productivity, reducing costs and increasing revenues, signalling an increase in

government’s adoption of ICT and the internet (Singh, 2013). 

ICT Minister Dhungyel’s Response

Minister Dhungyel said that, among the major projects, Chiphen Rigphel 

project (nation-wide project), establishment of data centres and establishment of IT 

Park are key ones.

The Royal Government of Bhutan has made significant progress in the 

development of ICT and provision of ICT related services in all 20 Dzongkhags

despite its rugged terrain (Arinto & Akhtar, 2009/2010). It has undergone a major 

shift with regards to its technological infrastructure. The government has updated its 

ICT Roadmap, explored an alternative submarine cable connection through 

Bangladesh, and a new payment gateway, and has established a national data centre, 

among other initiatives (RGOB, 2009); however, as Bhutan increases national 

investment in its ICT infrastructure, the risk of inadequate security mechanisms to 

protect these technologies simultaneously increases as well. Bhutan understands the 

importance of understanding cyber-security capacity and the need to invest 

effectively in security technologies (RGOB, 2004; Wooldridge, 2015).

ICT Director Tenzing’s Response

“The Royal Government of Bhutan has undertaken all necessary 

initiatives to ensure that it creates an ICT enabled society and that the 

goal of GNH is ultimately achieved. We have made remarkable 

progress in terms of creating ICT infrastructure and the provision of 
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related services across the country. Besides setting up key ICT 

institutions in the country, ICT divisions and units have been created in 

all ministries, corporations and organisations. The Bhutan Information, 

Communications and Media Act provide the legal framework for the 

regulation of ICT and media sector among other things”.

However, it is said that financing overall ICT development is a 

challenge for the country (Aktar & Arinto, 2009/2010) as most ICT projects are as 

much “resource-driven” as “needs-driven” (p.158). As a relatively new phenomenon 

in Bhutan, the ICT sector faces many challenges (Dorji, 2012; Wildermuth & Suberi, 

2017).

7.13 Digital Transformation and Professional Capacity

In general, due to technological innovation, diverging application of IT 

and the changing role responsibilities of Information Technology Professionals (ITPs), it 

is becoming increasingly difficult for ITPs to maintain up-to-date professional 

competency (Stringfellow Otey, 2013). Ensuring appropriate ICT awareness and skills 

and undertaking numerous ICT initiatives to improve the quality and coverage of training 

institutions, among other ICT initiatives receive priority (RGOB, 2009).

ICT Secretary Dasho Dorji’s Perception

Dasho Dorji said that the nation-wide project (Chiphen Rigphel Project) 

was aimed at enhancing the professional capacity of the ICT professionals and that e-

government is something that will take place step-by-step and that the government 

already has the E-Government Road Map, e-government policy, e-government structures

and security system all in place, and that it’s very much ongoing. He further stated that

the responsibility lies largely with DIT&T and that they are updating themselves through 
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international conferences, meetings, interactions through international organisations and

training of government officials at all levels. 

ICT Minister Dhungyel’s Response

ICT Minister Dhungyel makes an assertive statement that digital 

transformation is dynamic and the government must be prepared to adapt to the 

transformation taking place in the ICT sector.

7.14 Digital Transformation and Political Will

Political will and commitment and support from all agencies are 

needed, and financing ICT development is a challenge (Akhtar & Arinto, 

2009/2010). E-government is about transforming the way government interacts with 

the governed. The process is neither quick nor simple; it requires a coherent strategy, 

beginning with an examination of the nation’s political will, resources, regulatory 

environment and the ability of the population to make use of planned technologies 

(Reffat, 2003).

In a survey conducted by Tshering (2007), he stated:

….a political will and commitment was crucial for things to happen in 

the field of IT sector. The right people or the right leaders have to be 

driven. …If the will is not there, the budget won’t come (p.12).

Question: Is there a strong political will to take advantage of opportunities created 

by Digital Transformation?

Theme: There is a strong political will on the part of the government to take 

advantage of digital transformation.
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Table 7.2 Digital Transformation and Political Will.
Participant Group Yes No No Response

I(MOIC) 5 - -

II(MOF) 2 - -

III(BP) - - -

IV(BDBL) 2 - -

V(CCOs) - - -

VI(EEs) - - -

VII(Citizens) - - -

VIII(Opposition leader) 1 - -

n=10 10 - -

All 10 participants stated that there is 100 percent political will on the part of the 

government to take advantage of digital transformation.

Table 7.1 indicates that all 10 participants responded that there is a 

strong political will on the part of the government to support and take advantage of 

the digital process in Bhutan. 

ICT Minister Dhungyel’s Response

ICT minister Dhungyel makes a strong positive note on the 

government’s political will.

“Yes, there is a very strong political will. There’s no doubt 

about it. The government is doing all that is necessary to take 

full advantage of digital transformation. Even cabinet meetings 

are conducted using laptops, without having to print papers. We 

would like to have a paperless government. I repeat: a strong 

political will is there for digital transformation”.
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The opposition leader, Gyamtsho, also supported the view that there is a 

strong political will to optimise the benefits of digital transformation. 

ICT Secretary Dasho Dorji’s Response

“Yes, there is. The governments both past and present have put in 

their best to take full advantage of digital transformation. 

Certainly, there is 100 percent political will to take full advantage 

of digital transformation. The Ministry of Information and 

Communications (MOIC) and DIT&T in particular have been 

entrusted to do what is required so that Bhutan is not left behind 

in this context as well”.

Hanna & Summer (2014) recommend that policies and regulations in 

place must enable people to harness ongoing technological changes to ensure 

optimization of the benefits. Stiglitz (1998) asserted that there is no particular 

strategy in implementing e-government, but there are several essential elements in 

the transformation process. An agile and coherent policy and policy framework, 

according to him are key enablers of the digital transformation process.

The Australian Government has set a target for 80 percent of the 

public to be using digital channels to access government services by 2020 and that 

all high volume services be available online by 2017 (Harandi, Salzmann & Hartley, 

2014; Neville, 2014). A key element of any government-led digital media initiative, 

according to Bertot, Jaeger & Grimes (2010), must increase transparency and open 

information policies, and at the core of digital media communications is the flow and 

transfer of information, a process which inevitably drives greater transparency 

within government and encourages digital literacy within its citizen. Any digital 
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media policy must ensure greater transparency within government and one that also 

encourages digital literacy within citizens (Media Awareness Network, 2010; 

Wilhelm, 2006).

7.15 Challenges, Opportunities & Risks:

Digitisation, according to Guenther (2012), is a risk and an opportunity. It 

is a force that is reshaping the entire economy, not just the ICT sector, and that it is the 

intersection where new technologies, new capabilities and changing customer behaviour 

meets (Porter & Cunningham, 2004). Pek (2013) asserted that Bhutan undoubtedly 

continues to benefit from the globalisation process, but at the same it is being threatened 

by all its temptations. Modern media can be seen as the greatest temptation and also a 

massive challenge (Wangmo, Violina & Haque, 2004).

Dorji (2012) noted:

Although, e-government offers a range of potential 

benefits,experiences from around the world reveal that implementation 

of e-government is faced with various challenges, which are not only of 

technological but also organizational, regulatory, and human aspects. 

Moreover, e-government with its origin in developed countries, the 

issues arising out of the contextual misfit, while implemented in 

developing countries, overshadows the potential benefits of e-

government…Hence, the potential benefits of e-government can only 

be realized in developing countries if certain minimum preconditions 

exist in the country or such gaps are adequately taken into consideration 

during implementation (p.47).
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Question: What challenges are faced by the government in embracing digital 

transformation?

Theme: Embracing the digital transformation process is not without challenges and

risks.

General Responses of the Ministry’s Participants

Three participants who are placed in key positions responsible for 

policy formulation as well as providing overall guidance in the implementation of 

ICT policies and guidelines were asked this question. The participants from whom 

the perceptions were obtained included the Minister and the Secretary of MOIC and 

the Director of DIT&T. All of them perceived the biggest challenge to be in the low 

digital literacy of Bhutanese citizens as was established by (Dorji, 2012) and their 

mental set-up in adapting to the ICT world, not the rugged mountainous terrain that 

once posed a challenge.

ICT Secretary Dasho Dorji’s Response

“Like I was saying, perhaps convincing everybody to adapt to ICT 

and then some of the other challenges like cyber security, which is 

worrying everywhere because when you have everything online 

you are also vulnerable to crimes and we know that criminal 

activities are taking place online and also we have seen a few 

incidences in Bhutan. We know that people with better technology 

can take advantage of those who are less ICT literate”.

Wangmo, Violina & Haque (2004) have argued that there is a lack of 

proper understanding about the potential benefits of ICT in developing the nations and 

that the people must be made understand the role of ICT in the development process.  
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Acute shortage of ICT professionals in the country was considered as another challenge.  

Bhutan currently lacked both the infrastructure as well as resources to encourage private 

sector participation (MOIC, 2007; Akhtar & Arinto, 2009/2010; Wildermuth & Suberi,

2017). 

Question: Some say that the government has not been able to implement e-

government applications. Why do you think it is so?

Theme: e-applications are being implemented in a phased manner.

The key officials in the ministry of information and communications 

(Minister, Secretary and ICT Director) were asked why e-government applications 

were not successfully implemented, to which they responded that e-government 

applications were something that would be achieved gradually and that the 

establishment of CCs was a step in this direction.

ICT Secretary Dasho Dorji’s Response

According to ICT Secretary Dasho Dorji, convincing everybody to 

adapt to ICT is difficult and cyber security is a worry everywhere because having 

everything online makes one vulnerable to crimes and that criminal activities are 

taking place online and there have been a few incidences in Bhutan already. He 

further said that people with better technology can take advantage of those who are 

less ICT literate. He also said that Bhutan is a country with limited financial 

resources and that to execute any project involving a huge financial outlay is a 

problem.

ICT Director Tenzing’s Response

The ICT Director, Tenzing, said that ICT projects are resource-driven 

rather than needs-driven, which poses another challenge. This is in agreement with 
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what has been stated by Akhtar & Arinto (2009/2010; Wildermuth & Suberi, 2017; 

Norbu, 2016).

Cybersecurity in general is very important for a nation’s economic 

growth, security and critical infrastructure protection and requires government 

organisations to establish a cybersecurity framework encompassing cyber policy, risk 

management, system development lifecycle, incident management, access controls 

and cyber education (Chojey et al., 2015). Effective cybersecurity, according to the 

authors, is essential for protecting and securing organisational information and 

information resources such as computing devices, applications, services and 

networks. Among others, a notable government initiative to counter such cyber 

threats is the Bhutan Information Management Security Policy (GNHC, 2013).

Chojey, Fung & Murray (2016) emphasized on the need to explore critical factors for 

cyber-security in Bhutan’s Government’s organizations.

In 2014, Tobgay (as cited in Wildermuth & Suberi, 2015) stated some 

of the basic challenges to be: “Laying of fibre due to difficult geographical terrain –

laying is feasible only for 200 gewogs; establishing microwave links across 

mountains; international connectivity; high cost of connectivity; government

providing subsidies to IT/ITeS companies; and concerns about the sustainability of 

the IT/ITeS industry” (p.162).

7.16 ICT Research and Development

In order to promote ICT, the Bhutanese government has recognized

the importance of establishing linkages with external ICT research centres/institutes

and universities (RGOB, 2004). The College for Science and Engineering under the 

Royal University of Bhutan has been assigned the lead role in this regard (Kinley, 

Zander & Georgsen, 2013; Miller & Morris, 2008). 
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However, the lack of a clear-cut policy directive at the institute or 

government levels to facilitate research and development in the field of ICT is a big 

challenge (RGOB, 2004). With limited infrastructural development, inadequate ICT 

professionals and clear policy directive, there appears to be problems in the 

implementation of ICT projects (RGOB, 2004).

7.17 Conclusion

From what has been discussed above, it can be seen that Bhutan has 

recognised the criticality of ICT as a development tool in the ever-evolving digital 

world and that it has appropriately responded to embrace digital technologies through 

the enactment of laws and regulations, the creation of an enabling environment, and 

the development of the necessary infrastructure to enhance professional capacity. 

ICT has helped Bhutan create a knowledge-based society in Bhutan (Chiphen

Rigphel Project, 2015 cited in Telecommunity, Facilitation of Broadband in SATRC 

Countries, n.d). The problem of citizens having to frequently travel for days to access 

public services been overcome, to some extent by ICT services being moved closer 

to where the users live (Wangmo & Tobgay, 2008). Good governance, in many ways 

is the ability of the government to respond to citizens’ needs has been promoted

(RGOB, 2009) and ICTs in Bhutan have allowed citizens greater opportunities to 

participate in the governance of the country besides availing services at their 

doorsteps (GNHC, 2013; Norbu, 2016; Wildermuth & Suberi, 2017).

Finally, participants’ prevail that digital transformation in Bhutan has 

been generally good and that it has led to the enhancement of GNH (Ura, Alkire & 

Zangmo, 2012). The GNH Survey carried out in 2015 reveals that one of the reasons 

for the rise in happiness level is the delivery of a host of services to the door of the 

citizens through postal networks and CCs (Ura et al., 2015).
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Wildermuth & Suberi, (2017) concluded:

The former Himalayan Buddhist kingdom is undergoing a swift 

transformation and is nowadays less isolated and easier to reach from 

outside, than only a generation earlier. The arrival of global 

communication, understood both as the commuting of people and 

ideas, mediated content and technological innovations, has crucially 

contributed to this development. The eagerness of Bhutanese people to 

learn from others and to look for inspiration beyond their landlocked, 

mountainous realm, while strong in their wish to hold on to their own 

beliefs, traditions and value systems, is easy to witness in urban and 

rural settings alike (p.167).

Faris (2004) asserted, “Bhutan needs to increase the quality and 

quantity of its pool of ICT technicians, to be able to adopt ICT to Bhutan’s 

requirements. Finally, ICT should not just be for technicians; professionals in all 

areas should be ICT-familiar, and hence able to recognize opportunities to deploy 

ICT in their fields of expertise…The greatest cause for optimism, therefore, is the 

fact that Bhutan’s unique perspective on development focuses on the benefit to the 

people of Bhutan. This will help ensure that ICT is always seen for what it is: a tool 

to accelerate development if deployed with care” (p.173).

The foregoing discussion and analyses provide answers as to how the 

Bhutanese system of governance is responding to the emerging challenges and 

opportunities presented by digital transformation.
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Chapter 8: Digital Transformation and Wider Implications

8.1 Introduction

This chapter discusses a number of issues/themes that emerged on the 

wider implications of digital transformation. ICT is cross-cutting (RGOB, 2004) and 

it's increasingly pervasive in everyday life, according to Orton-Johnson & Prior 

(2013). It has fostered much academic debate on its impacts on social relationships 

and social structures in the information age or networked society (Sen, 1982 cited in 

Giri, 2000).

8.2 Digital Transformation and Rural Engagement

Rural engagement was pointed out as one of the visible impacts of 

digital transformation. The participants perceived digital transformation as 

contributing towards achieving GNH, which is the government’s policy guideline for 

every developmental activity to be undertaken. GNH has 4 pillars, 9 domains and 33 

indicators. Community vitality is one of the domains, and is described as a group of 

people who support and positively interact with each other (Ura & Galay, 2004).

O’Brien & Toms (2008) defined engagement as, “a quality of user 

experiences with technology that is characterized by challenge, aesthetic and sensory 

appeal, feedback, novelty, interactivity, perceived control and time, awareness, 

motivation, interest, and affect.” (p.  23). They describe an interesting process of 

engagement: “point of engagement”, “engagement”, “disengagement” and 

“reengagement” (p. 10). However, this definition is too factual and mixes factors and 

outcomes of engagement, but does not really characterize engagement.  
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Brown & Cairns (2004) define engagement as the lowest level of 

immersion before “engrossment” and “total immersion”. Thus, engagement can 

evolve on a progressive scale whose levels are immersion, presence, flow and 

psychological absorption (total engagement). 

The Report of the Government Commission on Swedish Democracy 

(2000) emphasises the need to increase citizens’ participation and influence on the 

development of society in the 21st century. With regard to technology it states, “IT 

can also be used to reinforce civil society and to promote participative democracy. 

The new information technology has the potential to broaden opportunities for 

citizens to participate in and influence problem formulations and discussion before 

decisions are made by elected assemblies. National and local policy should in the 

first instance be directed at developing techniques and methods for such participative 

democracy with the support of IT. Given the expanding knowledge base of e-

engagement practice and the emergence of government e-engagement policy, there is 

every indication that the use of ICT to engage citizens will increase” (p.27).

According to Katz & Rice (2002), internet erodes vigorous civic and 

community participation and capital which are essential to the continued well-being 

of society and even to the survival of democracy. Further, it is asserted that time 

spent ‘surfing on the internet displaces the real-world-life’, friendship and 

community involvement, with consequential damage to social capital and democratic 

participation (p.9). According to Dasuki et al., (2014), participation of the people in 

various aspects of a project empowers them to change and decide their well-being.

Gigler (2004) asserted that, in recent years, there have been vast investments in ICT 

initiatives in developing countries to empower poor communities and that an 

emphasis has been placed on providing access to ICTs to improve the living 

Chapter 8: Digital Transformation and Wider Implications 285



conditions of the poor by allowing them to participate in the political and economic

system of the society. ITU (2005) and Maier & Nair- Reichert (2007) noted that ICTs 

can enhance the poor directly with tools for self-empowerment and participation. 

Warschauer (2003) has a differing contention that empowering the poor cannot be 

promoted solely by providing access to ICT; rather, a range of factors must be 

involved such as digital, physical and human resources. There is yet another 

perspective that there is not yet a direct link between investments in ICT for 

developments and the empowerment of the poor (Avgerou, 2003). In this context, 

Walsham (2010) and Avgerou (2003) perceive that there is a dynamic relationship 

between an information system and the social context that sustains it.                         

In the context of Bhutan, the Bhutanese government is aware of the 

tremendous impact ICTs have in enabling development and the need to utilize the 

resources that ICT offer that can to benefit her people and begin Bhutan’s integration 

in the global knowledge economy (Dorji, 2007).  He asserted that ICT can play a 

vital role in the political processes in developing and developed countries by 

fostering participation, empowering citizens by informing them of their basic rights 

and providing a voice for the disenfranchised. Furthermore, in rural communities, the 

effectiveness of ICT becomes all the more apparent since rural communities are 

often isolated and marginalized when it comes to accessing information and 

communicating their needs and interests.  ICT provide a mechanism for citizens to 

express their opinions and concerns, thereby helping to ensure that their voices are 

heard in decision-making processes about policies that affect them. The Internet, 

according to Dorji (2007) will have a particularly large and meaningful role to play 

in Bhutan’s democratization process. Wangmo & Tobgay (2008) and Dorji (2007) 

noted that ICT in the form of print and broadcast media as well as Internet news 
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websites can serve to ensure accountability in governments, increase participation at 

all levels of society, and enhance public debate through the inclusion of diverse 

views. 

Dorji (2007) asserted, “Achieving Gross National Happiness in 

Bhutan demands that information and communications technologies be made central 

to its development quest. The establishment of the Unlimited Potential E-centers in 

Bhutan is a step in that direction” (p.170).                    

Citizen C5’s Response

“I get most of my communication done through WeChat at no 

cost. Without WeChat facility, I feel cut off from rest of the 

community. I also use mobile phone when WeChat does not 

work. In the evenings and mornings, I watch TV. I have seen 

others doing the same”.

CC Operator C’s Response

A community centre operator (C) said that village people mostly hold 

their regular meetings at the CC and also that people interact with one another when 

they come to CC to avail themselves of services. According to RGOB (2004), ICT

has assumed an increasingly important role in the socio-economic development of a

developing country. Reffat (2003) argues that ICT not only help solves some critical 

problems but also provides an efficient tool for the government to reach its citizens 

in order to achieve poverty alleviation (Marker, McNamara & Wallace, 2002). 

Castles (2011) pointed out that mobiles phones provide the most effective medium 

for governments in providing services to the citizens. Important messages are 

exchanged using such tools as SMS, mobile websites, and mobile apps and services 
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(BBS, 2016d). Freeman (2012) asserted that governments use ICTs to communicate 

with their citizens for numerous purposes.

8.3 Digital Transformation and Rural-urban migration

The increased mobility of individuals could lead to changes in the 

level of trust that people have for each other (Dorji, 2011). According to Wangyel 

(2001), traditional values are endangered with the emergence of lifestyle differences 

between urban and rural Bhutan due to economic modernisation. A number of social 

problems are also on the rise; for instance, social crimes like burglary, murder and 

suicide, and some places are no longer safe, especially in urban Bhutan (Josephi, 

2015). These incidents suggest the need to examine the role of social values and 

culture that inculcate a strong sense of co-existence and co-dependency as a 

community. Rural–urban migration is a challenge that the government has taken 

serious note of (Joseph, 2002). According to Wangmo, Violina & Haque (2004), one 

important use of ICT is to ICT stem rural–urban migration through rural 

development.

Bhutan Post Ex-employee, Ugyen’s Response

Ugyen said that rural-urban migration is a growing issue. However, he opined 

that with telecommunication facilities reaching the rural parts of Bhutan, rural-urban 

migration could possibly be on the decline.

Warschauer (2003) noted that the advent of ICTs has brought about 

significant changes in everyday living mainly in terms of access to information, 

political expression and employment opportunities. Everyday technologies are those 

considered to require minimal training or instruction and that they facilitate everyday 

activities even if they do not occur every day (O’Brien & Rogers, 2012). Society’s 
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values and attitudes, according to Loughlin & Barling (2001), are changing, which 

has created new and increasingly flexible ways for people to work, play and interact 

with technologies. ICTs have encouraged collaboration and communication in a 

space that is much more human centred (Yoo, 2010). Kennedy & Wellman (2007) 

recognise that technology’s evolution from task-oriented, organisational 

environments to include elements of play and enjoyment has necessitated a change in 

understanding of both use and user. Whitecross (2010) argued that rural–urban 

difference is an emerging societal feature in Bhutan, which has historically been a 

rural society and that a` difference between rural and urban areas is generally felt in 

terms of traditional social values and connectedness. Modernisation has inflicted 

changes in the attitude, values and expectations of the urban population (Wangyel, 

2001). Values here reflect a social value system largely based on Buddhist culture, 

such as interdependence, the need for empathy, reciprocity, honesty and tolerance, 

which are the foundations of human relationships (Dorji, 2009; Wangyel, 2001), thus 

the decline in traditional social values in urban areas affects the social connectedness 

of people (Choden, 2016).

BDBL Deputy Managing Director Rigyel’s Response

Rigyel perceived how seriously the rural areas of Bhutan can be impacted 

by the advent of ICT if measures are not put in place to extend connectivity to these 

parts. He perceives that two most noticeable impacts of the advent of ICT are (i) 

widening of digital-divide and (ii) increasing the rural-urban migration rate.

8.4 Digital Transformation and Family Life

The negative impact of ICT on the social interaction between 

individuals and family members within a household is a growing concern 

(Venkatesh, 1996; Venkatesh & Nicholas, 1985). Boundaries between the public and 
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private, and between home and work, are beginning to blur (Bakardjieva, 2006). 

Going by the current widespread diffusion and use of ICT in modern societies, 

especially by the digital generation, the OECD (as cited in Brian, 2007), predicted

that ICT will affect the complete learning process, both now and in future. The 

introduction of technology into households influences family social contacts as well 

as enhancing contact with family (Katz & Rice, 2002; Kennedy & Wellman, 2007; 

Mesch, 2006). The internet can help improve family communication and provide 

opportunities for old and young to collaborate (Mesch, 2006; Orleans & Laney 

(2000), cited in McGrath, 2012). On the other hand, internet access in the household 

has also negatively impacted the family communication patterns (Mesch 2006; Watt 

& White 1999). 

ICT Director Tenzing’s Response

Tenzing perceived that there are noticeable changes taking place in the culture, 

human behaviour, life-style of the Bhutanese people at all levels in the society. 

Family dinners, he said are no longer gatherings of conversations and story-tellings 

but a constant interruption by messages, updates from mobile phones and dominated 

by WeChat conversations as well.  He perceived that probably the greatest threat 

could be on Bhutan’s unique culture and traditions.

According to Scott (1997) there has been a decline in “traditional 

nuclear family households” (p. 591) as people have become ‘more individualistic’ (p. 

592) and families are spending “less and less time together” (Turtiainen et al., 2007, 

p. 478). Along with the rise of individualism and the decline in family values, new 

media technologies are now much more evident into people’s daily routines than 

ever before. 
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Opposition Leader Gyamtsho’s Response

“ Currently, social, economic and cultural life are undergoing constant 

changes – visibly impacted by digital transformation. Life style is under constant 

changes. Villagers for example are using WeChat to keep in touch, join groups with 

similar interests, even finding love and life partners. Bhutanese are buying and 

trading online….changes are noticeable and apparently for good. Family values and 

beliefs are on the decline. However, we need to be cautious and safeguard against the 

negative impacts of digital transformation”.

8.5 Digital Transformation and Education

Nentwich (2005) argued that ICT in education has a multiplier effect 

throughout the education system, by enhancing learning and providing students with 

new sets of skills; by reaching students with poor or no access (especially those in 

rural and remote regions); by facilitating and improving the training of teachers; and 

by minimising costs associated with the delivery of traditional instruction. It is also 

affirmed that information and communication technologies have become 

commonplace entities in all aspects of life and that the use of ICT has fundamentally 

changed the practices and procedures of nearly all forms of endeavour within 

business and governance.

In 1998, the World Bank (as cited in Tinio, 2003) asserted:

[ICTs] greatly facilitate the acquisition and absorption of knowledge, 

offering developing countries unprecedented opportunities to enhance 

educational systems, improve policy formulation and execution, and 

widen the range of opportunities for business and the poor. One of the 

greatest hardships endured by the poor, and by many others, who live 
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in the poorest countries, is their sense of isolation. The new 

communications technologies promise to reduce that sense of 

isolation, and to open access to knowledge in ways unimaginable not 

long ago (p.6).

ICT Secretary Dasho Dorji’s Response

Dasho Dorji said that the education sector in terms of growth of knowledge is 

growing at an enormous pace, especially in the fields of science and technology and 

that education programs must introduce learners to the rapidly changing world of 

knowledge.

UNCTAD (2011) and in 1999, Sen (as cited in Walker, 2005) stated 

that ICT can impact educational teaching-learning in the acquisition of skills and 

knowledge. The fast development of modern sectors, such as telecommunications, 

media, and information technologies, affects both the alterations in the technological 

sphere and the globalisation of the economy, as well as transforming social relations, 

culture and education (Wells et al., 1998). ICT has become an important part of 

government, organisations, businesses and individuals at all levels (Ndou, 2004;

RGOB, 2004; Wildermuth & Suberi, 2017). 

8.6 Digital Transformation and Innovation

According to Beniger (2009), advances in information and 

communication technologies have brought many innovations to the field of 

information systems. New technologies, according to Anderson (2008) and Zhu, 

Dong & Kraemer (2006) enhance learning and teaching, and facilitate collaboration, 

innovation and creativity for individuals and organizations and many innovations 

result from end-users adapting and developing tools for themselves (Von Hippel, 
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2005). According to Cunningham et al., (2004), information and communication 

technologies are key enablers of innovation throughout the economy, and innovation 

encompasses a broader array of activities than R & D. Innovative firms aim to 

improve their competitiveness by enhancing existing products and creating new ones, 

as well as by marketing and selling products more effectively (Qureshi, 2011).

8.7 Digital Transformation and Privacy & Security

Veiga & Eloff (2007) asserted the significance of information security 

as an essential tool for organizations to minimise their risks and to maximise their 

business opportunities in order to maintain a competitive edge, manage cash flow, 

achieve profitability, meet legal compliance and portray a commercial image. 

Organisations face an increasing number of threats and risks to their business 

(Stoneburner, Goguen & Feringa, 2002). The Global Cyber Security Capacity Centre 

has facilitated a self-assessment of cyber security capacity in the Kingdom of Bhutan 

(Von Solms & Upton, 2016). The purpose of the self-assessment is to assist Bhutan

to ascertain its capacity to strategically invest aimed at becoming more cyber secure 

(Cubbage & Brooks, 2012).

Choejey, Fung & Murray (2016) stated:

Successful implementation of cybersecurity depends on a thorough 

understanding of cyber threats and challenges to the organisational 

information assets. It also depends on identification of a responsible, 

dedicated personnel to lead and direct cybersecurity initiatives. 

Furthermore, it is important to know the critical areas of 

cybersecurity activities for management to target, prioritise and 

execute. Understanding of what key things need to be done right by 

the responsible agency and its leader, at a particular time and in 
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particular context, can lead to better decision making and resource 

optimisation including skills and knowledge (p.1).

8.8 Digital Transformation and Health

According to Batchelor (2007) improving the health of individuals 

and communities, and strengthening health systems, disease detection and prevention 

are crucial to development and poverty reduction. ICTs have the potential to impact 

almost every aspect of the health sector. In public health, information management 

and communication processes are pivotal and are facilitated or limited by available 

ICT. According to WHO (2004), the health sector has always relied on technologies,

and they form the backbone of the services to prevent, diagnose and treat illness and 

diseases. Bhutan drew up a nationwide eHealth Action Plan Weaving Health and 

Happiness with ICT (UNICEF as cited in Gupte, 2016). Developing a drug inventory 

management and monitoring system using mobile phones as an interface are 

examples of Bhutan’s e-health initiatives (WHO, 2009). 

Moghaddasi et al., (2012) noted, “The development of information and 

communication technology (ICT) is seen as one of the approaches that could help to 

improve the quality of health care services and, as a result, the experience of patients 

and other service receivers. The positive impact of ICT not only in healthcare field, 

but also in other fields is a reason for different countries investing in ICT programs”

(p.3173). Kezang & Whalley (2007) noted, “Internet access is both a service in its 

own right as well as the facilitator of other services. Given the limited 

geographical coverage of both the fixed and mobile telecommunication networks, 

it is not surprising that Internet access is also limited in its scope… Internet access 

also facilitates tele-medicine” (p.78). Seldon et al., (2015) stated, “ Healthcare in 

remote regions of the world, and in remote parts of many developing countries, is 
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pooer than in urban areas. This is due to shortages of trained personnel, medical 

facilities, funds, data communications, and many other things, including health 

records. All these factors are not “ubiquitous”, at least not in remote regions” 

(p.310).

ICT Minister’s Response

Minister Dhungyel said that remarkable progress has taken place in the 

health sector in Bhutan mainly in terms of the health services due to digital 

transformation.

8.9 Digital Transformation and Democracy

According to Sen (2001), the rapid spread of ICT renders information 

instantly available at low cost that can be used to seek, receive, create and impart 

information by anyone at any time and for any purpose. The innovative use of the 

media has created new forms of citizen journalism providing space to a diversity of 

voices. ICT enhances freedom of expression and the right to information thereby 

increasing the possibilities for citizens to participate in decision-making processes.

Bhutan’s transition from absolute democracy to constitutional 

democracy in 2008 was greatly facilitated by a growing media culture 

(Kuenselonline, 2015a; Pek, 2013), The changing democratic culture evidenced in 

the voters’ participation in 2013 and subsequent local government elections is the 

outcome of enhanced digital literacy (Kuenselonline, 2016). Dorji (2011) argued that 

traditional media are often found repeating news that has already been shared, and 

that in social media platforms the people of Bhutan have found avenues to voice their 

opinions, criticisms and, though less often, applause for the systems and happenings 

in the country. In 2002, UNDP (as cited in Norbu, 2016) asserted, “New technologies 
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offer the possibility of governments to become far more responsible to the will of the

people, to work and make democracy work better than ever before. Internet in a way 

offer governments the opportunity to achieve a quantum leap toward’s democracy” 

(p.5).

ICT Secretary Dasho Dorji’s Response

Dasho Dorji said that digital transformation has been good in every 

sense – socially, economically, culturally, politically and a very positive overall 

impact.

8.10 Digital Transformation and Cultural Consequences

As pointed out in the literature review chapter, Thinley (2007) believes that 

culture will undergo profound changes for the worse, leading to the erosion of values

and belief systems. Signs of this have been noticed in Bhutan (O'Brien, 2008). 

Walcott (2011) believes the language spoken, the national dress mandated for 

Bhutanese in all official and daily functions, the architectural style and even the 

distinctive national food to be some of the main identifiers of Bhutanese culture. 

Chophel (2011) asserts that culture and tradition are sources of identity, and that in 

Bhutan it exerts a pervasive influence on identity. Public culture is perceived to be 

under threat from globalisation and mass media is the culprit (Dorji, 2006). The three 

most serious impacts of digital transformation are on language, dress and value 

systems, which are discussed below.

ICT Director Tenzing’s Response

ICT Director Tenzing said that digital transformation seems to be impacting 

Bhutanese culture in a serious way. Culture is perceived to be the strength of the 

Bhutanese identity.
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ICT Secretary Dasho Dorji’s Response

ICT Secretary Dasho Dorji shared the same perception as that of the above.

He asserted that language, dress and value system are critical elements of Bhutanese 

culture as the same is also advocated by Faris (2004) and that the same is under 

constant threat.

8.10.1 Digital Transformation and Language

Language is more than a means of communication; it is through 

language that we identify ourselves and distinguish ourselves from others. Language 

is a distinctive element of Bhutanese culture and heritage (RGOB, 2000); it is one of 

the most important aspects of Bhutanese culture.

Loss of one’s language was expressed as a serious concern by some 

participants in the survey, and the literature review sufficiently indicates it as a

growing concern in Bhutan. Languages are national resources and learning different 

languages enables children to engage meaningfully with people of other cultures,

which in turn enhances the understanding of their own (REC, 2009). Bhutan is 

ethnically and linguistically diverse. While learning the language of others is good 

and probably necessary, digital transformation is believed to have impacted the 

Bhutanese language in a serious way. The article Ro Kha Mashey Rang Kha Jang,

(other tongues unknown, one's own forgotten), tells about a four year old Bhutanese 

child being able to speak in Hindi (India’s national language) that machelee was the 

curry for the day but not knowing what a fish in his own language would be called.

This was a concern for the mother, who attributed this to his son watching programs 

on TV. According to Spencer-Oatey & Franklin (2012), this is an indication of 

cultural change. 

Chapter 8: Digital Transformation and Wider Implications 297



Citizen C’s Response

Citizen C said that youngsters these days often speak in languages other 

than their native or the national language and that it is at the risk of losing one’s own 

language.

8.10.2 Digital Transformation and Dress Code

The theme on dress code as an important aspect of Bhutanese identity 

and how it is being impacted by modernisation emerged from the literature review. A 

citizen participant (D) also provided her perception that youngsters these days are 

influenced by external forces. It is another important aspect of Bhutanese culture and 

the government is making every effort to preserve it (Thinley, 2007). The 

introduction of television and the internet in 1999 was a critical step, as it opened 

Bhutan further to the outside world and to globalisation (Dorji, 2011; Pek, 2013). It 

led to positive outcomes, such as media modernisation and a global connection to the 

outside world. It also provided a platform for political engagement (Turner & 

Tshering, 2014) and robust debate through social media (Avieson, 2015a). However, 

at the same time, it brought social consequences, such as Western consumption 

values and a host of other threats to the fabric of its socio-cultural integrity (Dorji,

2011).

ICT Director Tenzing’s Response

The ICT Director Tenzing said that language and dress are two 

important aspects of culture that must be preserved at all times as symbols of the 

nation’s sovereignty and independence.

Kencho, another participant from the Bhutan Post group, stated that

with digital transformation the boundaries between cultures have become porous and 
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that language and dress code are two important aspects of our culture being impacted 

by the globalisation process.  Further, he stated that the way our youth dress up and 

the style of their hair seem to be copied from those in other countries. The officiating 

Director of DIT & T, Tenzing perceived digital transformation as a serious threat if 

not used for the intended purpose(s), and that digital transformation has begun 

impacting in a serious way. 

The participant from the ministry said that language and dress are two

important aspects of culture that must be preserved at all times as symbols of the 

nation’s sovereignty and independence (Dorji, 2012). Aris & Hutt (1994) talked 

about the Bhutanese government’s strict ordinances on architecture and dress that 

provide a testing ground for its cultural policies and that these areas of material 

culture account for almost everything that is visibly Bhutanese. The researcher cites 

a case of visible distinctiveness when he was easily identified as a Bhutanese during 

the UPU, EMS General Assembly at UPU Headquarters in 2008 and was easily 

recognised by at least 50 percent of the participants (the number of participants was 

198) before he could even mention that he was from Bhutan. Bhutanese must be 

dressed in gho and kiras at all public functions and also while visiting historical 

places such as temples (Choden, 2016). The Prime Minister of Bhutan said, “Dress 

defines who we are and hopefully what we stand for”(Prime Minister of Bhutan the 

Hon. Tshering Tobgay at University of Canberra, 2016).

8.10.3 Digital Transformation and Bhutanese Value System

It is rightly argued by Dorji (2011) that Bhutan is a traditional society 

with many of its traditional values still intact. However, with rapid globalisation, 

media have become a ‘new found toy’ for Bhutan that can pose serious challenges to 

its very survival (Pek, 2013). The erosion of the value system is a serious concern
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(Chophel, 2011; Ura, 2011; Thinley, 2007). Kuenselonline (2014) quoted a 

Bhutanese heavily fined for being caught urinating near a stupa, which is considered 

to be a serious crime, as representing the erosion of Bhutanese beliefs or values. The 

National Council (Lower House) of the Parliament in Bhutan endorsed 26 

recommendations to preserve and promote culture (Kuenselonline, 2017).

ICT Director Tenzing’s Response

Director Tenzing said that while digital transformation has immense 

potential to offer, it also has the potential to erode Bhutan’s unique value system that 

would threaten the independence and souvereignty of the nation.

Bhutan Post CEO Wangdi’s Response

Bhutan Post CEO Wangdi shared a different perception. He said that 

one’s own culture (Bhutanese culture being an important aspect of Bhutanese value 

system) can be enriched through digital transformation. Good aspects of culture, he 

said could be learnt enriching one’s own culture. Technology, as per se is not 

destructive and that much depends on the user.

8.11 Environmental Impacts

According to a report by UNCTAD (2011), the relationship between 

ICT and the environment is a relatively new topic. ICTs can have both positive and 

negative impacts; one of the negative impacts could be on environment as well.

Andreopoulou (2012) assertively stated, “In recent years, the role of ICT in the 

protection of the environment and combating climate change has received significant 

attention in different types of international forums…Rise of environmental 

awareness with information diffusion, training and education helps people to 
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understand environmental issues and the current environmental policies that are 

practiced globally” (p.1 - 4).

No categorical question was asked to participants on their concerns

about the environmental impact of ICT. However, a few participants mentioned the 

environmental impact of globalisation/modernity, as did the existing literature.

Participant Rinzin’s Response

Participant (Rinzin) said that modernity in Bhutan has brought about 

economic, social, cultural and environmental impacts that are either good or bad and

that we must safeguard against the bad ones. 

The Royal Government of Bhutan adheres strongly to a policy of high 

value, low impact tourism that serves the purpose of creating an image of exclusivity 

and high-yield for Bhutan (Teoh, 2015). He also asserted that the aim of the 

Bhutanese government was to foster a vibrant industry as a positive force in the 

conservation of environment, promotion of cultural heritage, safeguarding sovereign 

status of the Nation for significantly contributing to GNH. Additionally, any new 

project/program must not pose serious negative environmental impact (GNHC, 

2013).

8.12 Conclusion

Limited sample size and the use of qualitative data analysis restricted

the generalisability of participants’ perceptions. In addition to the participants’ 

perceptions, document analyses have been extensively used to arrive at the research 

conclusion. 

In the context of Bhutan, ICT plays an increasingly greater role in its 

developmental process (Tobgay & Wangmo, 2008) and has been recognised as an 
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essential tool to achieve GNH (Thomas & Kumar, 2007). Additionally, Bhutan finds 

ICT as a driving force for the promotion of a sustainable, dynamic and vibrant 

information society, contributing to poverty alleviation and robust economic growth. 

Realising the potential of ICT, the government formulated Bhutan Information and 

Communications Policy and Strategies (BIPS) to link the country and its people with 

the global networked society aiming to bridge the digital divide (Wangmo, Violina & 

Haque, 2004). They argued that ICTs are integral to today’s information society and 

that with the proper settings and deployment information and communication 

technologies could make positive changes in the national economy.

Castles (2011) contends that we live in a confusing world and that the 

change is dramatic both in speed and style (Torero & Von Braun, 2006). Torero and

Von Braun also assert that there are clear indications that changes in coming years 

will be more dramatic, as the development and spread of information technologies to 

all economies and societies worldwide is accelerating. ICT has the enormous 

potential to facilitate the rise of human capabilities to newer heights and create a new 

society and civilisation (Castles, 2011). Davern, Ferguson & Pinnuck (2005) argued 

that the pervasiveness of ICT and its implications for the market for information 

provides both challenges and opportunities for businesses.

The Bhutanese government has recognised that the dispersion of 

information and communication technologies is the major driving force behind social 

and economic changes but also recognized that there are risks associated with it,

particularly in terms of influence over the Bhutanese people in many ways that could 

be detrimental to the nation’s independence and sovereignty (Wangmo, Violina & 

Haque, 2004; Dorji, 2012; Pek, 2003, 2013). Notwithstanding the immense 

opportunities and potential of ICTs, it is argued that disparities can erupt from the 
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digital divide as a consequence of one group having access to an abundance of

information (information-rich) and another lacking such access (information-poor)

(Tapscott, 1996).

This chapter provided a detailed discussion on how digital 

transformation impacts on Bhutanese society, culture and workforce, including how 

the challenges and opportunities were dealt with by the Bhutanese government. The 

discussion focused on the wider implications of digital transformation and how it

impacted on the efficacies of social and cultural developments in Bhutan. 
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Chapter 9: Key results, Research Contribution, Limitations and 

Recommendations

9.1 Introduction

This chapter has five main sections. Section 9.2 discusses the key 

findings/results of the research undertaken. Section 9.3 discusses the research 

contribution, Section 9.5 discusses the limitations of the study undertaken, section 

9.6 provides a future direction and section 9.7 outlines the significance of the 

research.

9.2 Key Results

Key results are essentially based on the participants’ responses on

numerous themes and are linked to established findings provided by the review of the 

literature. However, the following key results might bear a limited degree of 

generalisability as they need to be interpreted within the limitations of the study.

A: Positive Impacts

(i) In general, among the participants, digital transformation is believed

to be good for Bhutan and Bhutanese society. In a sample of 35 

participants, 30 participants (86 percent) perceived digital 

transformation to be good for Bhutan and Bhutanese society. The 

speed at which digital accessibility is increasing in this age has 

tremendous impact on our communication and information system. 

Such a trend has begun to impact Bhutan enabling it to create a GNH 

society. Bhutan is the world’s youngest democracy, yet the sweeping 
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impact of digital technologies is evident in all spheres of life, mainly 

in the economy, society and culture (Balasubramanium & Nidup, 

2007).

(ii) Digital transformation has had a profound impact on Bhutan Post’s

culture, injecting an element of dynamism. The board and 

management have amply demonstrated its dynamism in terms of 

initiatives undertaken and generation of revenue, making it a modern 

commercially–oriented organisation (Bhutan Post, 2015);

(iii) It is generally believed that digital transformation has had a positive 

impact in the lives of the Bhutanese people, mostly for rural 

communities through the establishment of CCs. In a sample of 35 

participants, 29 participants (83 percent) said that CCs have 

contributed greatly in the lives of the rural communities. The study 

also revealed that CCs with internet connectivity brought a bigger 

impact on the lives of the citizens in rural communities due to the very 

fact that they delivered both online and offline services.  33 out of 35 

participants (94 percent) said that CCs with internet connectivity 

brought bigger positive impacts to the citizens.

It is reported that the establishment of CCs has impacted 

Bhutanese society, particularly the rural communities, in a significant 

way through the delivery of G2C and B2C services, postal and

financial services to their doorsteps (BBS, 2016c) and it will continue 

to do so, thereby enhancing their livelihood, wellbeing and happiness 

(Tshering, 2007; Wildermuth & Suberi, 2017). 
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(iv) The general beliefs of the participants is that digital 

transformation has had a positive impact on the skills and 

competencies of the workforce in Bhutan Post. Two 

interrelated questions were asked to 28 participants: (i) how 

they perceived, in general, the impact of digital transformation 

on the professional competence, in which all 28 participants 

said that digital transformation enhances professional 

competence; (ii) what their perceptions are about the impact of 

digital transformation on their skills and competencies, to 

which 24 of them (96 percent) believed that ICT enhanced the 

skills and competencies of the workforce, although their 

responses on the degree of influence varied from one to

another. 

(v) In general, the participants believed that digital transformation 

has impacted Bhutan Post and its business in a significant way 

and has helped it transform from a traditional postal 

organisation to that of a modern, vibrant and profit generating 

organisation. In response to a question on how digital 

transformation impacted Bhutan Post and its business, 26 

participants (96 percent) said that digital transformation had a 

profound impact on Bhutan Post and the way it managed its 

business affairs, while only 1 participant (4 percent) believed

it to the contrary.

(vi) In general, participants believed digital transformation to be more of 

an aid than a hindrance. 31 participants (89 percent) out of 35 
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participants perceived that digital transformation creates awareness 

and helps them take prompt and independent decisions. In response to 

another question, 19 participants (68 percent) said that digital 

transformation is more of an aid than a threat, while only 8 of them 

(29 percent) believed it as a threat.

It was believed that Bhutan Post board and management accorded high 

priority on training its employees to enable them to update their skills 

and work knowledge, to enhance productivity and to contribute towards 

the growth of the corporation. In a sample of 18 participants, 15 of them 

(83 percent) said that they were provided with adequate training 

opportunities, while only 1 participant (6 percent) believed it to the 

contrary. 2 participants provided no response.

It was believed by all 35 participants that the establishment of CCs has 

brought about a change in the lives of Bhutanese people. Faris (2004) 

advocated that GNH can be enhanced if the Bhutanese government 

pursued a policy of economic growth through ICT with appropriate 

social and economic policies. Bhutan has initiated or undertaken all 

necessary initiatives to embrace ICT developments by putting in place 

the necessary infrastructure, legislation and Acts, backed by sound 

political will. All 10 participants responded that there is a strong political 

will on the part of the government to embrace digital transformation and 

that it has put in appropriate policy measures, necessary infrastructure 

development, undertaken and initiated professional capacity building 

programs (GNHC, 2013).
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B: Negative Impacts

(i) In general, digital transformation is believed to be responsible 

for emerging social issues like youth, crime, drug abuse, gang 

violence, etc. In a sample of 35 participants, 12 participants 

(34 percent) perceived digital transformation to be largely 

responsible for the social evils mentioned above, whereas 9 

participants (26 percent) believed it to the contrary.

Emergence of social issues in the early 1990s

constitutes a major focus of the news media in Bhutan and the 

younger generation in Bhutan appears to be distracted by a new set of 

values and beliefs owing to the revolution in the media industry (Pek, 

2008). 

(ii) It is believed that one of the most serious impacts of digital 

transformation is that it is eroding Bhutan’s unique and

distinct culture. In table 4.17, all 28 participants said that 

digital transformation has impacted Bhutanese culture,

although their perceptions on the degree of impact differed –

17 participants (61 percent) believed the impact to be high, 4 

participants (14 percent) believed it to be low and 7 

participants (2 percent) believed it to be moderate. Thinley 

(2007) and Pek (2013) stated that digital transformation even 

threatened sovereignty and independence, and therefore the 
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very survival of the nation. Language, culture and value 

systems are believed to be under serious threat.

(iii) A good number of participants believed that digital 

transformation has brought about redundancy in the 

workforce. 12 participants (46 percent) believed that any 

redundancy brought about by digital transformation occurs at 

lower levels due to automation processes, while 10 

participants (38 percent) thought that redundancy could occur 

at any level where a skill is lacking or there is a failure to 

adapt to changing requirements and the work environment. 5 

participants (19 percent) did not provide any response. 

(iv) Few participants believed that digital transformation resulted

in environmental impacts; and that Bhutan adopted a 

controlled Tourism Policy (Teoh, 2016).

While digital transformation has both positive and negative 

impacts, the study concluded that the former outweighed the latter.

9.3 Research Contributions

This study is significant because it is one of the few studies conducted 

on digital transformation and its impact on Bhutanese society. It is even more 

significant in the sense that no PhD studies have ever been done on this subject that 

is of critical importance for a young developing democracy like Bhutan that has 

opened up itself to modernisation. The research contribution would be most useful 

for Bhutan Post and BDBL (CCs being currently managed by it) as it is a case study 

based research. My research would be particularly useful for the following reasons:
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Bhutan embraced digital transformation only recently, which offers 

opportunities and poses challenges;

Bhutan’s unique development philosophy of GNH is challenged by some of 

the risks associated with the digital transformation process;

No previous studies on similar topics have been undertaken and thus the need 

for such a study; the outcome of which could influence the policies and 

decisions on the sustainable consumption of digital services; 

Bhutan Post as the country’s designated postal operator and CCs have 

recently embraced digital transformation, which has the potential to impact 

on Bhutanese society at various levels; and

This research opens up a further investigation into a new area of study on 

GOH.

9.4 Limitations of the Study

The researcher recognises that this study has limitations and,

therefore, its findings need to be interpreted in cognisance of such limitations. As

limitations are inherent in all research and setting them out critically and

transparently helps the reader to judge the study in terms of its scope and 

applicability as well as provide avenues for future research (Cooksey & McDonald, 

2011), it is necessary to consider the possible threats to the quality of this study.

Therefore, the interpretation of findings from this study should be made with the

following limitations in mind.
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9.4.1 Sample size of 35 participants

The research approach adopted for the study is a qualitative one, for 

which the sample size was limited to 35 and they were from MOIC, MOF, Bhutan 

Post (current as well as ex-employees), BDBL, CCs, citizens including the 

Opposition Party. The samples were largely from Bhutan Post, CCs and Citizens.

According to Guest, Bunce & Johnson (2006), the choice of sample size in 

qualitative research could be affected by a number of issues; however, the guiding 

principle in deciding upon the sample size is often justified by interviewing 

participants until reaching “data saturation” (p.65). A study with a larger sample size 

might yield better outcomes in terms of generalisability and representation. Inclusion 

of a larger sample size from more ministries and organisations would have provided 

a much wider perspective and understanding of a research topic of this kind in the 

Bhutanese context. 

9.4.2 Instrumentation of Skype interview recordings

The study was designed to collect data from all the participants 

through Skype interviews. However, 20 participants preferred to provide written 

responses. The interviews with the citizens were done through WeChat. According to 

King & Horrocks (2010), a researcher has ample choices to collect data from 

participants in qualitative researches. Traditionally, face-to-face interviews were 

most preferred; however, with technological advancements innovative 

communication technologies, new modes of communication such as WeChat have 

emerged. Although potential research populations are geographically dispersed, 

communications over large and geographically dispersed populations have been 

made easier with technological advancements and innovative software (Mann &
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Stewart, 2000). Therefore, online methods have greatly facilitated access to research 

participants globally without having to necessarily adopt traditional face-to-face 

interview method (Kozinets, 2010). Skype as an alternative method may have its 

own benefits and drawbacks; yet, it is considered that online interviewing could 

replace face-to-face interviews to a very large extent (Deakin & Wakefield, 2014). It 

is, however believed that further research may be required to understand how modern 

technological approaches such as Skype, WeChat etc could replace the traditional 

face-to-face interview in terms of the researcher adequately understanding the 

responses of the participants and the likely errors that could arise from frequent 

interruptions in the interview sessions that may adversely impact the data collection

(Schultze & Avital, 2011). In other words, since the instrument for data collection 

was online interviews, the interview data may not have captured the real situation of 

digital transformation. Onsite face-to-face interviews may have provided the 

researcher the opportunity to seek answers to questions as to the kinds of 

technologies being used or how efficiently they are being used (Denscombe, 2014).

The researcher was deprived of making observations of the physical environment and 

how people interacted and experienced digital transformation in their real lives. 

9.4.3 Methodology

The current study employed the interview as its research tool. The 

qualitative research interview seeks to describe the meanings of central themes in the 

life world of the subjects, and the main task in interviewing is to understand the 

meaning of what the interviewees say (Kvale, 1996). A qualitative research interview 

seeks to cover both a factual and a meaning level, though it is usually more difficult 

to interview on a meaning level. Interviews are particularly useful for the story 

behind a participant’s experiences where the interviewer can pursue in-depth 
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information around the topic (Kvale, 1996). Interviews may be useful as follow-ups

with certain respondents, e.g., to further investigate their responses to questions

(McNamara & Roever, 2006).

To be able to gauge the process of digital transformation and its 

impact on Bhutan and Bhutanese society in greater depth, other tools such as surveys 

and observations, as argued by De Leeuw (2008), would be considered worthwhile 

for future studies.

9.4.4 Interview Data

Rubin & Rubin (2011) asserted that one of the most essentials of 

interview design is to create effective interview questions for the interview process

and aim at gaining maximum data from the interviews. McNamara & Roever (2006) 

recommend the following for effective interviews: (a) Open-ended wording; (b) 

Designing neutral questions (avoid wording that might influence answers; (c) asking 

one question at a time; (d) clearly wording the questions; and (e) wording of 

questions. In other words, allowing the respondents to choose their own words or 

phraseology in answering the interview questions, avoiding evocative and 

judgemental wordings, asking only one question at a time, asking the questions with 

clarity and use of appropriate wording of questions are some recommendations put 

forth by them.

In this context, the researcher designed interview questions that took 

into account the above considerations; however, a few additional questions if asked 

could have provided deeper insight of the participants’ knowledge or experiences 

about the topic of research. However, it did not materially impact the outcome of the 

research (Seidman, 2006) and interview data is likely to contain respondent biases, as 

it is possible that they may not have understood the interview questions due to 
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technical glitches such as delay in conversations and overlapping of conversations 

due to physical disruptions of communication signals. Furthermore, interviewees 

might have responded in a manner that projects the image of their organisation 

positively, so even their experiences of digital transformation may not be positive 

(Bryman, 2015). Furthermore, while the transcribed data were validated through a

feedback system, it is argued by Wolcott (1994) that there could still be 

interpretation biases made by the researcher.

9.4.5 Choice of samples

As mentioned above, the sample used for the study was limited to 

only 35 participants, and also limited to Bhutan Post and CCs. Moreover, the 

sampling was purposeful and not random.  The selection of the samples was also 

from Bhutan Post, post offices and CCs that had access to digital technologies. 

Therefore, the sample may not be representative of the general population and the 

findings of the study may not necessarily reflect the shared understanding and 

experiences of digital transformation of the general population (Yin, 2013).

9.5 Suggestions/Recommendations for future

This study is the first of its kind, and hence provides ample opportunity for future 

research on related topics in Bhutan. The study proposes the following 

recommendations:
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9.5.1 Use of the Modified Version UNCTAD, 2011 Model

Figure 9.1 Proposed (Modified) Impact Analysis Framework

(Source: Adapted from UNCTAD, 2011)

The Impact Analysis Framework developed and implemented by 

UNCTAD (2011), modified to include a cultural dimension, is proposed for 

implementation in Bhutan for measuring the impact of ICT. The UNCTAD’s model 

takes cognizance of ICT impacts from economic, societal and environmental 

perspectives and has not included the cultural dimension which the researcher 

proposes for Bhutan to adopt. As mentioned earlier, culture is synonymous with 

Bhutanese identity, sovereignty and independence (Ura, 2011), and anything that 

impacts Bhutanese culture negatively needs to be handled with caution and measures 
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put in place to preserve, safeguard and promote the culture (Yangden, 2009). In the 

framework developed by UNCTAD, the impact of ICT on cultural aspects could be 

explained along with its impact on society. However, it is proposed that cultural 

dimension be included as an independent impact area so that the analysis on culture 

in the context of Bhutan is accurately measured.

9.5.2 Use of Mixed Method

Researchers have the advantage of drawing the advantages of the 

multi-method design or triangulation in mixed/ QUAN–QUAL method in order to 

arrive at more confident results (Creswell, 2013b; Creswell & Clark, 2007). Jick 

(1979) argued that triangulation can stimulate the creation of new ways of capturing 

a problem to balance conventional data-collection methods, and it may also help 

uncover deviant, or off-quadrant, dimension of a phenomenon (p.609). It is also 

argued that, “different viewpoints are likely to produce elements that do not fit a 

theory or model” and that, “old theories are re-fashioned, or new theories are 

developed” (Jick, 1979, p.609). Moreover, as was pointed out by Creswell (2013a), 

divergent results from multi-methods can lead to an enriched explanation of the 

research problem, and the use of multi-methods. According to Tashakkori & Teddlie

(2010), triangulation can also lead to a synthesis or integration of theories, and it may 

also serve as a critical test for competing theories.

Jick, 1979) asserts that a researcher is likely to derive certain degree 

of closeness in a situation that might allow greater sensitivity to the data and analysis 

function from multiple sources of data and the interpretation of results thereof. Jick 

(1979) and Caracelli & Greene (1993) arguably assert that qualitative data and

analysis function enriches and brightens the results and that the researcher would be 

in a position to better understand the participants and their responses.
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9.5.3 Use of Larger Sample Size

Future research study could consider a larger sample size to arrive at 

research outcomes that would ensure a higher degree of generalisability and greater 

representation of the population being studied, although it is not necessarily always 

true that a larger sample size is more representative of the general population 

(Marshall, 1996). However, as propounded by Creswell (2013b), it would be good to 

validate the themes identified from the study using large scale quantitative surveys.

9.5.4 Drawing Comparisons

Drori (2005) recommends drawing comparisons of digital 

transformation between rural and urban areas vis-a-vis developments in regional 

countries like Nepal, Bangladesh and Maldives. and also to study digital 

transformation in other sectors, such as health, education and business, to obtain a

holistic understanding of how these sectors are embracing digital transformation, to 

enable one to learn lessons from another.

9.6 Research Significance/Contribution

The study has both theoretical and practical contributions.

9.6.1 Theoretical Contribution

The study suggested important theoretical and methodological 

contributions to literature on digital transformation and discussed some policy 

implications. This thesis offers important insight into the understanding of the digital 

transformation process in Bhutan, despite its limitations. It also provides direction for 

future research. This research aimed to provide insight into understanding digital 

transformation and its impacts on the Bhutanese society, culture and workforce and 

how the Bhutanese government responded to the opportunities offered and 

challenges posed by it. It also aimed to study how Bhutan Post was impacted by 
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digital transformation and how it responded to it.  It aimed to study the impact of 

Community Centres on the lives of the citizens of rural communities.

The study established that digital transformation was considered as the 

cornerstone of Bhutan’s socio-economic development and that it has had a huge 

impact on Bhutanese society, culture and workforce, as well as that of Bhutan Post. 

Bhutan has considered ICT as one of the crucial tools for it to achieve its 

developmental goals. The establishment of CCs has enabled the rural communities to 

participate in the national development through provision of essential services. In 

this way, the government has also been able to curb rural-urban migration (Dorji, 

2012; Wildermuth & Suberi, 2017). According to Dorji (2012) it has also enhanced 

GNH by providing citizens better choices to the citizens about their lives. Norbu 

(2016) supports this idea of GNH being enhanced by an array of services being taken 

to the doorsteps of rural communities.

The study established that the government was able to realize that ICT 

impacts global trading patterns, culture and governance through its unprecedented 

power to move and access information and that Bhutan can no longer remain isolated

(RGOB, 2004). Theoretically, it provided an understanding that ICT has a cross-

cutting impact on all sectors and that the use of information technologies will 

continue to positively impact Bhutan’s development plans, policies and objectives 

(Faris, 2004), such as increasing the incomes of farmers through readily available 

relevant market information, new information and communication technologies 

impacting even the remotest corners of the country, improving the operations of 

government institutions, increased integrity, accountability and transparency, acting

as a means to express the country’s unique national identity and culture through local 

media and cultural preservation initiatives, accelerating its socio-economic 
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development including its political evolution and helping the private sector by 

increasing productivity and creating “high value” private sector jobs (RGOB, 2004, 

p.12;  Gurung & Seeland, 2008).

The study established that the twin concepts of globalization and 

information economy are affecting nearly everyone with tremendous challenges and 

opportunities (Castles, 2011; Tobgay & Wangmo, 2008; Thomas & Kumar, 2007). It 

established that it would not be possible to take advantage of the opportunities

presented by globalisation without the application of ICT and that it poses a real and 

growing fear of increasing the global digital divide, disconnecting from global 

markets, knowledge and ideas (Wangmo, Violina & Haque, 2004) or the possibility 

of global culture eroding Bhutan’s unique culture thereby threatening its identity and 

sovereignty (Pek, 2013; Dorji, 2010; Thinley, 2007). With a wide network of post 

offices and CCs scattered throughout the country providing postal services, financial 

and banking services, and G2C services and B2C services at their doorsteps, the 

study established that ICT has been able to overcome geographic challenges (Tobgay 

& Wangmo, 2008, Wildermuth & Suberi, 2017). According to CEO, IT Park, 

information and communication technologies have the potential not only to create 

businesses and jobs but also tap international markets, preserve & promote cultural 

heritage and support good governance. It has helped a traditional postal corporation 

take advantage of the opportunities that ICT has had to offer and position itself as a 

self-sustaining and revenue generating corporation (Bhutan Post, 2015).

The study also deepens the understanding about the potential 

contribution of ICT in preserving and promoting the cultural heritage but also 

about the necessity to safeguard against ills of globalization (Faris, 2004; Thinley, 

2007; Pek, 2013; Dorji, 2011). In 1996, Donaldson (as cited in Pettigrew & Fenton, 
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2000) and Thompson (1997) asserted that it is necessary for organizational success to

continuously keep pace with the turbulent environment and focus on their core 

business and main activities that would be beneficial in terms of cost reduction 

(Thompson, 1967). ICT has developed from a minor force into a dominant force for 

shaping these processes (Asgarkhani, 2005).

The study establishes evidence that the impact of ICT reaches well 

beyond the government and that it can be used as the most important tool to achieve 

development goals, thereby enhancing the wellbeing and happiness of the people 

(GNHC, 2013; Norbu, 2016). ICT can also assist in involving isolated communities, 

improve service delivery to remote communities and stem rural–urban migration 

which is otherwise a growing trend in Bhutan (Pek, 2013; Dorji, 2011). Participants 

expressed belief that providing information and knowledge to the citizens through 

ICT enabled individuals to make better choices about their lives and to enhance GNH 

on an individual and societal level.

9.6.2 Practical Contribution

The practical contribution of this research can be discussed from two 

perspectives – from the national perspective and from that of Bhutan Post and CCs. 

From the national perspective, the following deserve a mention:

(i) The Bhutanese government focused on policy matters on

issues such as strengthening the governance system, 

introducing a legal and regulatory framework that adequately 

responds to the needs created by ICTs and adopted cost-

effective ways of funding ICT activities;

(ii) The government focused on implementing the liberalised and 

competitive infrastructure market and increased co-ordination
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between infrastructure providers thereby ensuring that it has 

affordable, fast, secure, sustainable and appropriate ICT 

infrastructure;

(iii) The government focused on the need to build human capacity 

building activities, among which, national ICT awareness 

campaign (Chiphen Rigphel Project which was a nation –wide 

ICT Project) is another important element;

(iv) The government initiated activities that included establishing 

the framework for e-services supporting good governance; and

(v) The government accorded high private sector development

was accorded high priority on private sector development.

From the organisational perspective, this study examined the profound 

impact of digital transformation on Bhutan Post as to how it transitioned into a self-

sustaining and profit-making organisation from a heavily subsidised and loss-

incurring organisation (Bhutan Post, 2014, 2015, 2016). The study demonstrated how 

Bhutan Post embraced the digital transformation, seized opportunities, transformed

itself into a progressive entity and achieved GOH (Tobgye, 2015). Such a finding 

opens up a new concept for study in the future. 

The research established that ICTs, through the postal network and 

CCs, contributed to GNH by taking of services to the people (Dorji, 2012; Bhutan 

Post, 2015; Wildermuth & Suberi, 2017). CCs, initially managed and operated by 

Bhutan Post and subsequently by BDBL, played a significant role in narrowing the 

digital divide and enhancing the wellbeing and happiness of rural citizens, thereby 

contributing to GNH (Braun, 2009; Dorji, 2012; Tshering, 2007). In conclusion, 

Chapter 9: Key results, Research Contribution, Limitations and Recommendations 321



within the limited scope of generalizability constrained by limitations of the study 

discussed under section 9.5, it is perceived that digital transformation in Bhutan has 

brought about wellbeing and happiness for its people (Clarke, n.d; Sherab, 2013),

notwithstanding some negative implications.

The study shows that dress code and language, which are two of the 

most important elements of Bhutanese culture, can be put at huge risk if appropriate 

measures are not implemented (Dorji, 2011). A good number of participants 

perceived that the youth of Bhutan are inclined towards global culture. Bhutan is 

witnessing growing incidences of such social evils as gang violence, drug abuse, 

rape, etc, which are inevitable consequences of globalisation (Bhutan Observer, 

2011a; 2011b; 2012); however, adequate measures have been adapted to balance 

traditions with modernity (Thinley, 2007; Ura, 2011).

The research also indicates that companies can achieve their goals and 

objectives and become sustainable if they embrace technology suited to their 

conditions. Bhutan Post which otherwise was a fully government funded corporation 

achieved sustainability after the government withdrew funding/subsidies. This was 

possible because it embraced digital tools that brought in transformative ways of 

carrying on business. According to the ICT Secretary Dasho Dorji (Bhutan Post, 

2015) work culture evolved that furthered the organisation’s goals as well as 

individual goals within the corporation. 

Digital transformation helped Bhutan Post transform into a viable and 

self-sustaining organisation in the face of digital opportunities and threats (Bhutan 

Post, 2015). ICT enabled Bhutan to create a transformative vision, invest in digital

initiatives and skills, lead the change from the top, transform and enhance customer 
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experience through improved operational processes and innovative business models

(Bhutan Post, 2013, 2014, 2015). 

9.7 Conclusion

The study investigated digital transformation and its impact on 

Bhutanese society in general and the culture, workforce and training needs of Bhutan 

Post and CCs in particular. The study adequately responded to the key research 

questions, aims and objectives mentioned in Section 1.7. The study also examined

how digital transformation has enabled CCs to provide efficient and effective 

services to Bhutanese citizens, particularly in rural communities, and how this has 

led to an enhancement of wellbeing and happiness. The findings, both through 

document analysis and from participants’ responses, adequately pointed out that 

Bhutan has recognised ICT as the cornerstone of the digital era and that it cannot 

remain isolated any longer. It has gradually opened up to globalisation; however, it

has put in measures to balance modernity with traditions. Digital transformation and 

the establishment of CCs have proved to be extremely useful for the nation as a 

whole, and for rural citizens and Bhutan Post in particular.

In conclusion, notwithstanding the limitations discussed in 9.4 ,

it can be said that digital transformation has been a boon for Bhutan and the 

Bhutanese people as amply understood from the perceptions of the ICT 

minister and ICT Secretary.

ICT Secretary Dasho Dorji’s Response

ICT Secretary Dasho Dorji:

“It has been good for Bhutan and Bhutanese people. Basically, the 

difficulty with communication in Bhutan is its rugged terrain. It has 
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helped people to stay in touch. It has helped people – socially, 

economically, culturally, politically and in every sense. Initially, there 

were one or two concerns especially in the beginning and that it was 

being used for gossip etc but it’s a smaller problem. But overall, it has 

been very positive”.

The ICT Minister Dhungyel asserted that digital transformation has 

enabled Bhutan to create an ICT-enabled society and in becoming a part of the 

globalized world.

In relation to the case study undertaken, digital transformation has enabled 

Bhutan Post fulfil its vision to, “ deliver high quality postal and related services that 

will enhance the well-being of the Bhutanese people, thereby making Gross National 

Happiness (GNH) a reality” as outlined in 1.2 of Appendix A. The UPU link 

(https://scholar.google.com.au/scholar?hl=en&q=Bhutan%27s+EMS+strategy+enha

nces+Gross+National+Happiness&btnG=&as_sdt=1%2C5&as_sdtp=) provided in 

Chapter 5 (figure 5.5) is an indication that postal reforms in Bhutan through 

digitalization has enabled Bhutan Post to transit from a subsidy-reliant organization 

to a modern, commercially oriented and self-sustaining one thereby contributing to 

Gross Organizational Happiness (Tobgye, 2015).
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Appendices

Appendix A: Evolutionary History of Bhutan Post and Community Centres

This Appendix is divided in two sections. Section 1 deals with the evolutionary and 

transformative history of Bhutan Post while Section 2 deals with establishment of 

Community Centres and the perceived impacts on the well-being and happiness of 

the people.

Section 1: Evolutionary and transformative history of Bhutan Post

Section I deals with the evolutionary history, organizational structure, 

vision, mission, mandate, objectives, its functions and numerous initiatives 

undertaken by Bhutan Post. It also explains how the erstwhile Department of Post 

and Telegraph (a fully government funded organization) evolved itself into a self-

sustaining and revenue generating organisation. Bhutan Postal Corporation Act was 

passed by Bhutan’s National Assembly in 1999 after corporatisation of the erstwhile 

Department of Post & Telegraph in 1996 aimed at bringing in greater efficiency, 

among others.

One of the main challenges facing the postal industry worldwide is the 

continued decline in mail volume and the additional pressure of the global financial 

crises forcing postal companies to re-examine their priorities, explore new 

businesses, adopt new technologies to evolve today’s rapidly changing market 

(Bhutan Post, 2010b). Bhutan Post faces similar challenges and therefore is building 

a new identity shaped by innovative reform of its mandate, its structure and work 

culture was considered critical and one of the foremost priorities was the need to 

enhance the professional capacity and commitment of its employees by providing 
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them clearer responsibilities, goals and incentives (Bhutan Post, 2011b). Given its 

wide network, Bhutan Post was entrusted with the responsibility of managing the 

Community Centres on behalf of the government. 

Provided below is the re-structured organogram. Of the several 

changes introduced in the process of restructuring exercise, appointment of an 

additional deputy CEO and a CC manager merit consideration.  

Figure 1: Bhutan Post’s Restructured Organogram
(Source: Bhutan Post Annual Report, 2012)

In Bhutan, the first post office was set up on September 21, 

1961(Dorji, 2011) and it was placed under the Department of Post and Telegraph. 

Necessitated by the global evolving culture of postal industry, the erstwhile 

Department of Post and Telegraph was corporatized in 1996 with new mandates, 

vision, mission and objectives. Till such time, Bhutan Post functioned as a State-

owned department with government funding like any other department.  However, it 

& CCs
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was envisioned that corporatization of the said department would lead to greater 

efficiency and better quality of services in the postal sector. It was expected that, 

with the streamlined corporate structure and greater emphasis on customer services, 

as well as cost controls, the performance of Bhutan Post, as the country's only 

national postal operator would improve from year to year. Since then, Bhutan Post 

has undergone a transformational change. A report by ITU-UPU Bureau (2009)

stated that Bhutan Post installed and adopted the software “Meghdoot” used by the 

Indian postal services for the computerization of counter-based services in all its post 

offices which helped Bhutan Post improve its service delivery efficiency. While this 

can be hailed as a major achievement this stand-alone computerization was 

eventually upgraded or replaced with the appropriate software to provide effective 

connectivity among post offices. The tracking and tracing of international Express 

Mail Services (EMS) and parcels is now available through the use of IPS Light and 

the online tracking system of domestic express, registered and parcel mail was also 

introduced. International remittances of money are available through collaboration 

with a private player (Western Union Money Transfer).According to the said report, 

the computerization of post offices created quite a few new opportunities that 

included digital photos, required for various licences and permits, several forms of 

accessing various services and permits from different government departments, 

certificates and mark sheets for school results, etc. Post offices provide a number of 

services such as access to e-post, Internet, fax, telephone, scanning, digital 

photography and photocopying. Fax services are mostly used for money transfer. The 

availability of photo services in post offices is very important because they are not 

offered in most of the smaller towns in Bhutan. E-post services were initiated with 

adequate publicity through radio and other print media. Until 2004, Bhutan Post had 
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a very rudimentary physical and human resource-based ICT infrastructure (ITU –

UPU Bureau, 2008).  Burhan (2014) stated that the unreached were not only the 

inhabitants from rural and remote areas, but Bhutan Post itself. It can be described 

that the transformative change for Bhutan Post began when the postmasters became 

computer literate in 2004, so much so that they not only demanded more services to 

be computerized but they  even feared how helpless they would become in case of 

any breakdown ( Burhan, 2014). 

Bhutan Post has undergone gradual transformative changes since its corporatisation 

in 1996 and some of the noticeable initiatives are as follows:

1.1 Re-defining of Functions of Bhutan Post

Bhutan Postal Corporation Act was passed by Bhutan’s National 

Assembly in 1999 and its following functions were spelt out clearly aimed at 

bringing in greater efficiency, among others:

(i) To provide postal services within and between Bhutan and other 

countries;

(ii) To carry on any business or activity relating to postal services;

(iii) To carry on any business or activity this is incidental to those 

mentioned above.

1.2 Vision

The vision was revised from time to time. Its vision is to deliver high 

quality postal and related services that will enhance the well-being of the Bhutanese 

people, thereby making Gross National Happiness (GNH) a reality.

1.3 Mission
(i) Always be there for our customers -" Customer First" is our 

commitment

(ii) Provide affordable and quality services through the network of 
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postal services

(iii) Ensure the universal reach of all the services of all the services 

provided by Bhutan Post

(iv) Venture into enterprises that will enhance the sustainability of the 

corporation

1.3 Objectives

In order to achieve its vision and mission, the following objectives are 

designed:

(i) To provide prompt, reliable and affordable postal and non-postal services 

both within and outside Bhutan;

(ii) To generate profit and attain financial sustainability;

(iii) Expansion of postal and related businesses to provide wider coverage;

(iv) To venture into community based ICT development programs thereby 

bridging the digital divide.

1.5 Mandate
Since its corporatisation, Bhutan Post was mandated with twin 

obligations: Social mandate and commercial mandate.  It has it’s the mandate of 

fulfilling Universal Social Obligation (USO) as the country's designated postal 

operator as well as generates profits to sustain itself.

1.6 Corporate Strategies of Bhutan Post

In order to integrate working philosophies of the different 

Departments/Divisions and Units of the Corporation, and to work towards common 

goals, mission statements covering all major areas of Bhutan Post's businesses, 

Bhutan Post (2010b) developed the following to be implemented:
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(i) To improve/enrich customer relationship management by strengthening of 

Customer Care Unit;

(ii) Repositioning of products and services through product diversification 

and improved services;

(iii) Setting of targets and standards for all products and services;

(iv) Provision of wider reach of basic communication facilities to every 

citizen of the country;

(v) Bridging the digital divide by integrating traditional and modern 

technologies;

(vi) Provide complete logistic solution;

(vii) Improvement of delivery service through introduction of postcode and 

standard addressing system;

(viii) Promotion, marketing and sales of products and services

(ix) Issue stamps to promote culture, tradition and messages relating to social 

themes;

(x) Joint issue of stamps with local, international and other postal 

organizations;

(xi) Expansion of city bus services in other cities wherever possible;

(xii) Strengthening of human resource capabilities through 

trainings/workshops/conferences and seminars;

(xiii) Recognition of employees or group through formulation and 

implementation of Performance Management System (PMS) and 

Performance Based incentive Scheme (PBIS);
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(xiv) Improvement of staff welfare schemes;

(xv) Explore new business avenues;

(xvi) Business collaboration with other postal and non-postal organizations;

(xvii) Development of Corporate Business Plan;

(xviii) Formulation of Postal Financial and Accounting Manual;

(xix) Revision of Service Rules or formulation of a comprehensive Human 

Resource (HR) Manual;

(xx) Formulation of Credit and Recovery Policy/Rules and 

Regulations/Guidelines;

(xxi) Over Postal Development Plan;

(xxii) Revitalizing Community Information Centres (CICs) through 

implementation of Government to Citizen activities; and

(xxiii) Strengthening of ICT

The above activities are developed into specific plans of actions that can be termed 

as Corporate Strategic Plan (CSP) which provide direction in the corporation's 

decision-making.

Bhutan Post carries on the following businesses:

(i) Postal business comprising of international mails and financial services;

(ii) Non-postal business comprising of Pension Delivery, Western Union Money 

Transfer, FedEx agency and Transport;

Aimed at bringing about greater transparency, efficiency, professionalism, customer 

satisfaction, employee satisfaction and improved services, Bhutan Post developed a 
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Five Year Corporate Plan (2011 - 2015) that identified seven key projects for 

effective implementation:

(i) Position Bhutan Post to be a more effective Designated Operator with the 

active support of the government

(ii) Human Resource Master Plan

(iii) Corporate reorganization

(iv) Realigning financial accounting systems to respond to significant change 

of focus and management approach

(v) Improvements in operation processes and reporting systems and in 

particular with addressing infrastructure in Thimphu

(vi) Establish a product management approach and in particular project the 

revenue and profitability impact on the bottom line resulting from such 

initiatives

(vii) G2C and Regional Presence Optimization

1.7 Performance Based Incentive Scheme (PBIS)

In view of the challenges faced by the postal industry worldwide and 

Bhutan Post being no exception, it was critical that Bhutan Post built a new identity 

shaped by new reform of its mandate, its structure and work culture. In so doing, an 

incentive scheme was introduced that rewarded productive and loyal employees in 

terms of providing financial incentives (Bhutan Post, 2011b).

1.8 Performance Management System (PMS)

Performance Management System (PMS) was introduced aimed at 

rewarding individual employees through the Employee Appraisal 
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System/Performance Management System whereby productive, loyal and performing 

employees were granted timely promotions whereas those that did not meet their 

performance targets were either removed or their promotions were withheld (Bhutan 

Post, 2011b).

1.9 Operational Manual

In order to continue to keep abreast of the latest challenges faced by 

the postal industry consequent upon the advent of information technology/digital 

transformation, Bhutan Post considered the need to develop an Operational Manual 

that would, among other things, include re-examination of costs, exploration of new 

business opportunities and provision of customer focused services. Adopting cost 

effective options/strategies was seen crucial in enhancing the profitability of the 

corporation and therefore ensure its sustainability (Bhutan Post, 2010b; 2011a).

1.10 Customer Satisfaction Survey (CSS)

As a commercial organization, Bhutan Post has the responsibility to 

ensure that its customers are satisfied with its products and services. Bhutan Post 

directs its resources and devises new strategies towards improving its products and 

services. In the process, conducting Customer Satisfaction Survey has been made an 

annual feature purely aimed at receiving the feedbacks from customers and initiating 

required changes (Bhutan Post, 2010b).

1.11 Employee Satisfaction Survey (ESS)

Conducting Employee Satisfaction Survey (ESS) is now an annual 

feature (Bhutan Post, 2010b). It is conducted to gauge the level of employees' 

satisfaction and to know about their perceptions about employment and work 

environment (Bhutan Post, 2010b; Bitner, Booms, & Mohr, 1994). It is most often 

proven that an employee who receives the necessary training is better able to perform 

Appendices 335



his/her job (Mendenhall & Stahl, 2000). An employee becomes acquires new skills 

and enhances professional competence; additionally, an employee becomes more 

aware of safety practices and proper procedures for basic tasks. The training may 

also build the employee's confidence because he/she has a stronger understanding of 

the industry and the responsibilities of his/her job. This confidence may push him/her 

to perform even better and think of new ideas that help him/her excel (Seshadri & 

Tripathy, 2006). Continuous training also keeps employees on the cutting edge of 

industry developments (Garavan, 1991). According to Kotter (1996) employees who 

are competent and on top of changing industry standards help their company hold a 

position as a leader and strong competitor within the industry.

Section 2: Digital Transformation and Community Centres (CCs):

Beginning 2011, Bhutan Post was entrusted with the responsibility of 

managing and operating Community Centres on behalf of the government. Today it 

operates 189 CCs (Bhutan Post Annual, 2010a). However, the aim of the government 

is to have 205 CCs, one CC in every Gewog (acronym: gewog- a cluster) by the end 

of 2015. In the past, the CCs were managed by Bhutan Post under the overall 

supervision and coordination of the Department of Information Technology & 

Telecom (DIT & T). However, the ruling government has entrusted this task to 

Bhutan Development Bank Ltd (BDBL) and the new operator is expected to 

diversify banking services to the rural communities through the CCs. Through CCs, 

both offline and online services (G2C- Government to Citizens) are provided to the 

citizens. Additionally, postal services are also provided through these centres thereby 

widening the reach of postal services enabling it to fulfil its Universal Social 

Obligation USO) better. 
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2.1 Conceptualization and Understanding of CC Scheme

CCs were envisaged to perform the following roles and functions:

2.1.1 Addressing the Existing Gap

ICT is relatively recent phenomenon in Bhutan. 70 percent of the total 

population still lives in rural areas which not only have limited knowledge of ICT but 

also have limited access to ICT. Therefore, CCs are envisaged to provide rural 

communities with ICT services for economic, educational and social development 

through resolving the ‘gaps’ (figure 6.2) on Community Centre chapter. 

Establishing CCs at the village level was thought to be most 

appropriate in terms of delivering numerous G2C services to the citizens that could 

impact them in enhancing their wellbeing and happiness. One of the most important

reasons to introduce CC at block level was to create awareness and provide various 

government services, schemes and information to those people who even do not have 

the slightest connectivity with the urban or township areas. It was envisaged that 

setting up CCs in villages would not only benefit the citizens but also the 

government.CCs are equipped with numerous facilities such as telephone, fax, 

computers, internet, TV, photocopier, scanner etc designed to provide both online 

and offline services (G2C services, postal & non-postal services, banking/financial 

services) at the doorsteps of the rural citizens. In this way, it is also considered the 

most effective way to bridge the digital divide between the urban and rural 

communities whereby the people in the rural areas are able to derive the benefits of 

ICT for social and economic development. CCs are established to provide the 

following services.
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Benefits of CCs

Benefits  of  CCs  to the Government Benefits to the Citizens

Better monitoring & implementation of MIS

To cut red-tapism& reach citizens directly 

Timely delivery of services & hence 
increasing efficiency 

Reducing Workload

Drive down communication costs

Dissemination of Govt. schemes and 
information

Streamlining administrative functions & bring 
transparency 

Availing services in less time, less money, 
less efforts and less visits.

Solution under single roof through IT.

Gathering Government related information at 
single point.

Tracking status through 
Internet/Phone/Manual. 

Figure 2: Benefits of CCs

(Source: Bhutan Post Annual Report, 2012)

2.1.2 Service Categorization

The services offered by Bhutan Post are categorized as following 

depending upon the points of Service Transactions. In other words, the services are 

categorized based on the various points at which a citizen has to access for ensuring 

completion of the services requested. The various points of transaction are 

categorized below:

Category A – The citizen only transacts at the CC in a single duration. This means 

that the citizen has to reach the CC and ask the CC operator for a service, which gets 

delivered on that point of time with minimal duration of time taken. The citizen goes 

back from the CC with the service requests completed.

Category B – The citizen first submits his/her service requests at the CC, which is 

then forwarded to the concerned government department. Then the citizen needs to 

go to the concerned department for receiving the final service.
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Category C – The citizen first submits his/her service requests at the CC. The CC 

Operator then submits the requests to the concerned department. The department 

completes the requests and sends back the final service product to the CC. The 

citizen then comes back after few days to the CC for receiving the service product 

that he/she had requested for. 

Thus overall, in category A and C services, the citizens do not have to 

go to the concerned department. Only in Category B kind of services, the citizen has 

to go the concerned department, which may be situated outside his/her Gewog. The 

category of services and pricing of the same, also takes into consideration the Turn-

around time taken by the CC and value of services being provided. 

This section focussed on the rationale of establishment of Community 

Centres, operationalization and management of CCs and the lead role assumed by the 

researcher in developing a technical proposal for the operation and management of 

CCs with support from Basics Ltd, India.

The following modus operandi of CCs/technical proposal of managing 

and operating CCs is adapted from the one prepared by Bhutan Post and Basics Ltd ( 

India) in which the team of Bhutan Post was headed by the researcher.

2.1.3 Cluster Details and Understanding

Bhutan Post having its offices situated in the remote places has a 

thorough understanding of the socio-economic conditions of the citizens at the 

Gewog level (cluster/village level). It is servicing various kinds of citizens and 

institutions through its existing postal outlets, resulting in gaining considerable 

understanding of the requirements of these citizens and institutions. In line with the 

directive of the Royal Government of Bhutan, Bhutan Post took over the operation 
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and management of CCs with effect from 29th December 2011 in the delivery of 

Government to Citizens (G2C) services at the doorsteps of the citizens.  A project 

proposal was prepared and submitted to the government which was approved by the 

government.

Under this project, every Gewog (Gewog meaning a cluster of 2-3

local villages) was conceived to have a CC by the end of 2013 or early 2014, each 

CC to be manned by an operator known as CC operator. A host of services, namely, 

postal services, G2C services, B2B services and other services are to be delivered at 

the doorsteps of the citizens through CCs thereby overcoming the difficulties 

encountered by citizens in availing various essential services leading to enhancement 

of wellbeing and GNH. 

Cluster Concept of CCs

CLUSTER 1

Dzongkhag
No. of 

Gewogs

No. of 

CC
Population Major economic activities

Samtse 15 15 65,387 Ginger and orange

Chukha 11 11 81,363 Hydropower and commercial hub

Haa 6 6 12,586 Potato, dried cheese and yak meat

Paro 10 10 39,804 Rice and dried red chilli

Thimphu 8 8 104,214 Cordyceps and apples

Total 50 50 303,354

Figure 3: Cluster Concept of CCs

(Source: Bhutan Post Annual Report, 2012)

The establishment of CCs was expected that the Bhutanese citizens in 

all parts of the country would be greatly benefitted in two major ways: (i) the G2C 
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services can be taken to the doorsteps of the citizens and (ii) the produce of the 

farmers were to be sold through CCs. In the above example, the number of CCs 

established in 5 Dzongkhags (States/Districts) was 50 (15+11+6+10+8) meaning that 

there was one CC in every village. The total number of citizens that were expected to 

benefit through these CCs is 3,03,354 (65,363 + 12,586+39,804 + 1,04,214). For 

instance, Samtse largely concentrate on production of ginger and orange and these 

produce were to be bought by CC from the citizens and in turn marketed to outside 

places where there was a good market for these produce. This same concept would 

be applicable for other clusters for the remaining 15 Dzongkhags.This is how CCs 

are envisaged to play a catalytic role in the economic development of the country 

(Tshering, 2007; Dorji, 2012; Thomas & Kumar, 2008). Most of the CCs today have 

internet connectivity and deliver G2C services, postal services and financial services 

(BBS, 2016d). CCs with internet connectivity provide both online as well as off-line 

services while CCs without internet connectivity provide only off-line services.

Beginning 2015, the operation and management of CCs was 

transferred from Bhutan Post to Bhutan Development Bank Ltd. As reported by BBS 

(BBS, 2016b), CCs have also played a crucial role in supporting democratic (Tacchi, 

2005). BBS (2016c) reported that the government has made 64 B2C (Business 2

Citizens) services available through CCs in addition to G2C services, postal and 

financial services. The Prime Minister Tshering Tobgay mentioned that CCs have 

played a key role in the lives of the Bhutanese people and in enhancing their 

happiness and wellbeing and would even play a greater role in years to come and 

also that the government of the day is committed to make CCs are a great success as 

they play an extremely important role in the lives of our people’ (BBS, 2016b).
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According to the royal government of Bhutan, the rural population are the 

most affected as their remoteness from public service providers entails travelling 

long distances, incurring high expense as well as losing precious time. Thus the G2C 

initiative was launched to provide effective and efficient services to the citizen, 

especially to the rural population (Tshering, 2007; Tobgay & Wangmo, 2008). It is 

envisaged that the G2C initiative will enable the rural population to access many 

development services through a one-window system and from within close proximity 

(Tshering, 2007). The CCs are an integral element of the G2C initiative as CCs are a 

one-window system through which various services are offered to the citizens 

(GNHC, 2013). Improving Public Service Delivery (PSD) has been identified as one 

of the key objectives for strengthening Good Governance, which is one of the four 

pillars for Gross National Happiness (GNHC, 2013). Considering the importance of 

public service delivery, the G2C Office was established on 24 November 2014 under 

the direct supervision of the Prime Minister’s Office. The G2C Office was mandated 

to spearhead review of public service delivery and carry out reform process in order 

to improve public service delivery and to reduce turn-around time of government to

citizen services (Bhutan Post, 2013, 2014). Currently, 200 CC are established in 200 

gewogs, out of which 25 CC is co-located in existing government structures to save

cost of construction, and 75 with new buildings. The establishment of CC in 

remaining 5 gewogs, off grid gewogs will be done as per the rural electrification 

plan. Therefore, CCs demonstrate that technology can also help to bring people 

together through improved access to services and even the most vulnerable can be 

supported to gain access to appropriate services (Norbu, 2016).
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Appendix F: Interview Questions

Interview Questions

(i) Hon’ble Minister & Secretary of  Ministry of Information & 
Communications (MoIC) 

(ii) Hon’ble Minister and Secretary, Ministry of Finance ( MoF)
(iii) Director, Department of Information Technology & Telecom ( DIT & T)
(iv) Board Directors, Bhutan Development Bank Ltd ( BDBL)
(v) Board Directors, Bhutan Post
(vi) CEO/MD, BDBL
(vii) CEO/MD & Senior Managers of Bhutan Post
(viii) Postmasters & CC Operators

Introductory Background of the PhD Candidate: 

My name is SonamTobgye, PhD student at Queensland University of Technology, Brisbane, 
Australia. I am conducting this survey to learn about how digital transformation (e.g. television, 
access to internet, mobile phone, Facebook etc), has impacted the lives of the Bhutanese society and  
culture in general and in particular the workforce practices and training needs of Bhutan Post 
employees and CC operators. The research will be based on a Study Case involving Bhutan Post and
Community Centres (CCs).

Thank you for helping me with this study. Your name and responses will not be disclosed to anyone 
other than those in the research team and utmost confidentiality maintained, unless otherwise required 
to be disclosed as indicated in the consent forms sent to you for obtaining your consent. All 
information provided by you during the interview will be recorded.

Interviewee’s Profile

Interviewee's name:…………………………………………….
Ministry/Department/Organization…………………………….
Position Held:…………………………………………………..
Sex: Male/Female……………………………………………..
Age:……………………………………………………………
Mobile No/email:………………………………………………
Date of the Interview:…………………………………………….

1. Do you think Digital Transformation has been good or bad for Bhutan and the Bhutanese people?

2. Some people feel that digital transformation brought about by Television, Mobile phones, Internet 
and Facebook is responsible for many of the negative developments like increased substance 
abuse and divorces in the society? What do you have to say about it?

Appendices 347



3. Do you feel a change in the way you perform your duties today with internet connectivity than it
used to be before without it?

4. Do you feel threatened by the advent of digital transformation?

5. Which of the following services are more frequently availed by the citizens? Enumerate services 
and frequency below:

6. Did these facilities (mentioned in (5) change your life and culture (please circle)?

7. Have these new opportunities helped you develop your professional competence? 

8. How has Digital Transformation promoted awareness and strengthened your abilities to make 
decisions independently and create new opportunities for the citizens within the locality in which 
your post office is situated?

9. From the trends that you observe, do you feel that rural men and women in Bhutan have equal 
access to opportunities offered by Digital Transformation?

10. Has the management been able to provide necessary training opportunities for you to update your 
skills?

11. In your community are you able to resolve many problems faced by citizens due to Digital 
Transformation?

12. Do you notice changes in the culture, economic, human behavior, and lifestyle of Bhutanese due 

to digital interventions?

13. How do you perceive the influence of Digital Transformation on your culture? 

14. Do you think digital transformation is good for our culture? Why or why not?

15. What has been the degree of impact/influence on the skills and competencies of the workforce as 

a result of Digital Transformation?

16. Which level of workforce has become redundant? Is this a good thing?

17. Do you feel that you will be impacted by Digital Transformation? 

18. What is the “spin off impact” on your income as a result of Digital Transformation?
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19. What would be your final comments on the impacts of digital transformation on Bhutan Post, its 

work force, work culture and the training skills of its employees?

20. If you were to comment whether digital transformation benefitted Bhutan Post and its employees 

or not, what would you say?

21. How has digital transformation impacted Bhutan Post on the whole? ( Board Directors, 
CEO/MDs and Senior Managers of Bhutan Post)

The following questions are specifically meant to be asked to the Hon’ble Ministers and Secretaries of 

the Ministry of Information & Communications ( MoIC) & Ministry of Finance (MoF) and Director of 

Department of Information Technology & Telecom ( DIT & T) given their positions and roles.

1. What is the Govt.’s ICT vision? And what does this vision mean for the ordinary 
citizens?

2. What are some of the positive impacts of ICTs in increasing the happiness and wellbeing
of the Bhutanese people?

3. Where do you see ICT developments taking Bhutan in the next 10 years? 

4. What challenges does the Govt. face in promoting ICT in Bhutan?

5. Why has Bhutan not been able to implement e-government applications successfully so 
far though it has much to offer a landlocked country with rugged terrains?

6. What major steps have been undertaken by the Government to keep itself abreast of the 
latest technological developments?

7. Is there a political will to take full advantage of digital transformation?

8. Do you think that the government is doing all that is necessary to take full advantages of 
digital transformation?
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