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Executive Summary 
 
Introduction and background 
To prevent the spread of COVID-19 and protect the population and health services, the Royal 
Government of Cambodia (RGC) introduced a number of restrictions at different times 
throughout 2020 and 2021. These restrictions created barriers to normal processes in the 
provision of public services, and to civil society organizations such as non-government 
organizations (NGOs) and unions in conducting their usual activities. Through other studies 
conducted by VBNK, it became clear that in these new circumstances the lack of information 
and communication technology (ICT) capacity among different stakeholder groups could 
significantly hinder processes for engaging citizens, especially poor and marginalized 
community members, in local development activities at the sub-national level. This is an issue 
that affects many different agencies and has implications from ground-level practice to high-
level policy.  
 
In particular, sub-national authorities (SNAs) and NGOs were struggling to conduct important 
consultations and activities with local communities. Their work was hampered by multiple 
challenges related to their own and the communities’ ability to utilize online platforms 
instead of traditional methods, like community meetings. However, some actors found ways 
to mitigate the challenges, so it appeared to be important to explore what other solutions 
SNAs and NGOs had considered or practiced to ensure their important work continued. The 
third round call for proposals for studies to be conducted under the Ponlok Chomnes: Data 
and Dialogue for Development in Cambodia initiative provided the opportunity and support 
to explore the issues further. (See Annex 1 for VBNK’s submission for funding.) 
 
Research purpose and objectives  
The main purpose of the research was twofold. First, to explore the ICT challenges that SNAs 
and civil society stakeholders encountered during COVID-19 restrictions in terms of delivering 
their services, especially in relation to engaging citizens and communities in local 
development processes; and second, to identify the range of responses and solutions that 
have been utilized to overcome those challenges. The specific objectives of the study were: 

1. Identification of the main challenges for SNAs and NGOs created by COVID-19 
conditions in engaging their constituents and communities in decentralization and 
deconcentration processes.  

2. Analysis of the urban vs rural digital gap and the impact of the ICT challenges on 
vulnerable and marginalized citizens’ and communities’ ability to engage in 
democratic decision-making processes.  

3. Identification of the range of creative responses and solutions developed to overcome 
the challenges and determine practical and policy implications for the future.  

Methodology 
The planned methodology for the study was: development of data collection tools to gather 
qualitative data from stakeholders, adapted to their different roles and perspectives; creation 
of a Word document data base to hold information gathered and support analysis; document 
search for relevant studies, especially anything Cambodia-specific; a target of 80 respondents 
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(community members, commune councillors, NGO and union staff) to participate in 16 focus 
group discussions (FGDs)); semi-structured interviews with approximately 25 key informants, 
including commune chiefs and councillors, district and provincial officials, and relevant 
ministry-level officials and policy professionals; and data entry, analysis and reporting.  
 
This process was followed and achieved with the exception of some variations in the numbers 
interviewed. Five respondents had a national mandate, 26 were classified as urban, being 
based in Phnom Penh or the provincial capitals of Kampong Cham, Kampong Thom, or 
Kampot, and the remaining 54 were classified as rural.  
 
The guide questions used as the basis for all meetings were: 

a) What ICT challenges have NGOs and SNAs experienced when trying to conduct their 
work through virtual channels? In particular, what are their experiences of trying to 
work with poor, vulnerable and remote communities with low levels of literacy and 
limited or no internet connection? 

b) What are the consequences of these challenges? What do the NGOs and SNAs expect 
will be the long-term impact of these challenges? 

c) What are the ICT related differences when working with urban and rural 
communities?  

d) How can the challenges for rural communities be overcome, and prevented from 
increasing? 

e) What successful solutions have been identified and implemented? How can they be 
replicated? 

f) What capacity development do stakeholders need to enhance both their own and 
their target communities’ ability to better utilize ICT so they can actively engage and 
be included in decision-making on social protection and development issues in 
Cambodia? 

Limitations of the study 
VBNK was unable to identify any relevant literature dealing with this subject beyond its own 
recent studies. An internet search did not produce any helpful resources.  
 
Given the limited time and budget available for the study, the number of respondents was 
also limited. The sample can, therefore, only be considered as a small representation of the 
population and the findings need to be considered with that in mind. The government 
protocols for interviewing personnel at any level of SNA require permission to be given at 
provincial level, and it is not possible to arrange any activities until that permission has been 
granted. In some cases it required repeated follow up before permission was granted. This 
created delays and caused challenges for completing the schedule on time and fully. While it 
was possible to conduct the majority of inquiries in person, some respondents preferred to 
have virtual meetings, so three FGDs and three key informant interviews (KIIs) were 
conducted online. For FGDs it can be difficult to ensure that all participants are able to express 
their views when in a group using a virtual platform.  
 
Finally, the time and resources available to conduct the study did not allow for exploration of 
any gender perspectives on the issues, nor those of any other groups who are known to 
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experience discrimination or exclusion. The study does, however, include a focus on poor 
community members, especially in rural communities. 
 
Findings 
As noted above, the research was conducted by semi-structured interviews using six guide 
questions. The main narrative section of the report gives detailed information about the 
answers given by each respondent group. The responses of the Ministry of Post and 
Telecommunications (MPTC) are provided separately, as this ministry has a very different 
perspective on the issues. The detailed findings were analysed against the research objectives 
as follows: 
 

1. Identification by SNAs and NGOs of the main challenges created by COVID-19 
conditions in engaging their constituents and communities in decentralization 
and deconcentration processes.  

All respondent groups have experienced multiple communication challenges resulting from 
the precautionary restrictions put in place to prevent the spread of COVID-19. The main 
challenges experienced by most respondents were about conducting meetings or training 
activities, sharing information, and communicating virtually when in-person meetings were 
not possible. Within the government administration, the challenges showed up most in 
communication between the levels, as higher-level officials encountered increasingly bigger 
problems with capacity to work with ICT platforms in the lower administration levels. Those 
directly engaging with communities, mostly at commune level and civil society groups, 
experienced challenges both with their own capacity and with that of community members. 

The challenges were described as having three key causes: 
i. In some places, particularly rural areas, the internet coverage is weak, unstable or 

non-existent; 
ii. Many individuals do not have the financial resources to own smartphones or any 

other device that can be used for online communications, using apps or other 
platforms, and for paying for regular access to the internet; and 

iii. Many people, even those who do own smartphones, do not have the necessary 
ICT skills to use them for work or consultations if the method involves apps or 
other platforms. Sometimes this is because those resources are all in English and 
people cannot understand them. Sometimes it is due to the fact that older people 
have no interest in learning about new things like ICT.  

Many respondents noted that even when and where the use of online communications 
methods is possible, they are not as satisfactory as in-person meetings, either with individuals 
or groups. Online methods are noted as being prone to distractions, and to needing more 
time and resources to conduct. 

The main consequences of the challenges were noted as being:  
- delays or cancellations to planned activities;  
- reduction in levels of routine service provision;  
- reduction in reporting information going to higher-level authorities; and 



 

The ICT challenges of including the voices of marginalized citizens in democratic decision-making processes in 
        Cambodia arising from COVID-19 conditions in the country. March 2022 
 

6 

- local officials being unable to know and understand clearly issues arising within their 
constituencies, and consequently not being able to respond appropriately. 
 

2. Analysis of the urban vs rural digital gap and the impact of the ICT challenges 
on vulnerable and marginalized citizens’ and communities’ ability to engage in 
democratic decision-making processes.  

While all respondents faced similar problems to some degree, the general consensus is that 
the problems were significantly greater in some rural areas. No responses highlighted any 
significant differences between rural and urban areas in terms of the nature of challenges 
experienced by officials when trying to conduct their work through virtual means. The 
differences were more in the scale, rather than in the nature of the problems. 
 
The greater problems appear to result from two main factors. The first is that in rural areas 
internet coverage is not fully in place, and even where it does exist it is sometimes of poor 
quality, which impacts on communications. As noted by MPTC, there are some rural and 
remote areas of the country where basic electricity supply is not yet fully in place, so it is not 
possible to establish ICT infrastructure. The costs of extending service provision to 
geographically difficult areas are high, which almost inevitably means that the costs are 
passed on to users, making the service less affordable for poor communities and a less viable 
business proposition for service providers. 
 
The second factor is the capacity in rural areas of individuals to access ICT provision, even 
where it is in place. Again, this has two perspectives – first that many rural people, including 
low-level officials, are too poor to own a device such as a smartphone and pay the regular 
costs of accessing internet services. Second, even people who do have suitable devices do not 
have the skills to use them for purposes such as hosting or joining meetings to discuss local 
development issues. As one group summarized, compared to rural individuals, people in 
urban areas have: better access to internet services; more capacity to own smartphones and 
pay for internet access; higher knowledge of ICT; and more capacity to use online social media 
to communicate. 
 
All of these factors have created a situation where, in normal times, the ability of community 
members, especially those in rural areas, to engage in democratic decision-making processes 
is highly dependent on them being able to come together in person with local officials 
responsible for seeking their input. Again in normal times, a key difference between urban 
and rural areas may often be a matter of geographical distance, in that urban communities 
tend to live much closer together, and can therefore come together more easily than those 
in rural settings. The necessary restrictions on numbers of people who can meet, and 
sometimes travel, put in place to protect the population from the spread of COVID-19 
inevitably reduced opportunities for officials to organize meetings and for community 
members to attend them. While the focus of many interviewees was on the negative impact 
circumstances had had on service delivery, many were also concerned that planned 
consultations had not taken place, and that they could not properly know and understand the 
issues of concern to their communities during this period. Officials at district, provincial and 
national levels all expressed concerns, to varying degrees, that at commune level it had not 
been possible to implement plans fully. 
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The long-term impact of the reductions and delays of relevant activities and community 
participation in democratic decision-making is beyond the scope of this study. 
 

3. Identification of the range of creative responses and solutions developed to 
overcome the challenges and determine the practical and policy implications for 
the future.  

Many respondents overcame the challenges through a range of practical solutions, developed 
and refined through trial and error until they found what worked best for their needs to 
communicate and work with their constituents, superiors or subordinates. Few of the 
solutions can be classified as being at policy level, but are all relevant at practice level, and 
therefore worth sharing to help others who have perhaps not yet thought of these ideas. 
Some are also worthy of consideration for standardization.  
 
The practical solutions shared by respondents were: 

- Improvement and extension of the One Window Service;  
- Choose online apps with which most participants are most familiar;  
- Provide a short ICT training course for the target group, including how to join meetings 

on Zoom and how to seek a reliable internet supply;  
- Take time ahead of meetings or events to ensure those who will participate are able 

to use the relevant app or platform;  
- Split people into smaller groups to reduce complications during online sessions; 
- Utilize those who have good ICT skills to help their colleagues who do not, i.e. set up 

peer learning sessions; 
- Invite community participants to gather at a good internet coverage site where they 

can share the use of a smartphone in case some of them do not have one; 
- Involve community youth who are familiar and skilful with online apps to support the 

target group with ICT issues; 
- Appoint a focal person from the target group to learn and receive coaching on the 

planned work, and return to facilitate activity implementation in their community; and 
- Produce a video clip on the process of activity implementation and share the clip with 

the target group. 
 
Recommendations 
The respondents did not offer many suggestions or recommendations for how to go forward 
and solve the challenges at scale. However, their responses to questions about what they had 
experienced and how they were or were not able to overcome problems clearly point to the 
need for significant ICT capacity development. This would be for the majority of groups 
responsibile for the consultative aspects of the RGC reform programme for decentralization 
and deconcentration, and for delivering services to local communities. The recommendations 
resulting from the findings are: 
 
At policy level: 

1. For the MPTC to continue and strengthen its encouragement and incentives for 
service providers to create nationwide coverage of service provision so that all have 
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consistent, reliable and affordable access. This also requires ongoing monitoring of the 
services provided to ensure equity and quality for users. 

2. For the RGC to consider standardizing the tools and platforms to be used, e.g. 
Facebook pages as SNA-commune-sangkat information centres, Telegram for 
information sharing, communications between individuals and small groups, and 
Zoom for larger meetings and training events. Where relevant, purchase official 
licences for the platforms to be used at scale. 

3. For the MPTC to find ways to make the selected and standardized tools and platforms 
available in Khmer. 

4. For the RGC to consider strengthening and extending One Window Service provision 
and the digitalization of local public service accessibility. 

5. For the RGC to formulate guidelines for SNAs to establish and manage Facebook pages 
in ways that make them attractive and easily accessible to local community members, 
even those who do not have strong ICT skills. 

6. For the RGC to institutionalize basic ICT capacity development processes for all elected 
officials and staff in SNAs. This will require plans and budget allocation for the 
provision of relevant equipment, on-the-job training and other capacity development 
activities, and possibly the employment of dedicated ICT staff in some offices.  

At practice level: 
7. For all stakeholders to review the list of practical solutions at 5.3, and identify and 

implement any new ideas that would be relevant for their work. 
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1. Introduction and background 
The COVID-19 pandemic resulted in multiple impacts on Cambodia, as with every other 
country in the world. To prevent the spread of the disease and protect the population and 
health services, the RGC introduced a number of restrictions at different times throughout 
2020 and 2021. These restrictions variously included the prohibition of meetings or any 
gatherings where numbers of people would come together, and a reduction in the number of 
people allowed to be in an office together at any given time. For lengthy periods, schools were 
closed and education switched to online methods. These restrictions created barriers to 
normal processes for the provision of public services, and for civil society organizations, like 
NGOs and unions to conduct their usual activities.  
 
Through two small research studies that VBNK conducted during 2020 and 2021 (see 3.2 
below), it became clear that the lack of ICT capacity among different stakeholder groups could 
significantly hinder the processes for engaging citizens, especially poor and marginalized 
community members, in local development activities at the sub-national level. This is an issue 
that affects many different agencies and has implications from ground level practice to high-
level policy.  
 
In particular, when they could not meet face-to-face due to COVID-19 restrictions, SNAs and 
NGOs were struggling to conduct important consultations and activities with local 
communities. Their work was hampered by multiple challenges related to their own and their 
communities’ ability to utilize online platforms instead of traditional methods, like community 
meetings. However, it emerged in VBNK’s studies that some actors had found ways to 
mitigate the challenges, so it appeared to be important to explore what other solutions SNAs 
and NGOs had considered or practiced to ensure their important work continued. The third 
round call for proposals for studies to be conducted under the Ponlok Chomnes Emerging 
Research Fund: Data and Dialogue for Development in Cambodia provided the opportunity 
and support to explore the issues further. (See Annex 1 for VBNK’s submission to the fund.) 
 

2. Scope of the report  
2.1 Research purpose and objectives  
The main purpose of the research was twofold. First, to explore the ICT challenges that SNAs 
and civil society stakeholders encountered during COVID-19 restrictions in terms of delivering 
their services, especially in relation to engaging citizens and communities in local 
development processes; and second, to identify the range of responses and solutions that 
have been utilized to overcome those challenges.  
 
Specific objectives: 

1. Identification of the main challenges for SNAs and NGOs created by COVID-19 
conditions in engaging their constituents and communities in decentralization and 
deconcentration processes.  

2. Analysis of the urban vs rural digital gap and the impact of the ICT challenges on 
vulnerable and marginalized citizens’ and communities’ ability to engage in 
democratic decision-making processes.  
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3. Identification of the range of creative responses and solutions developed to overcome 
the challenges and determine the practical and policy implications for the future.  

2.2 Guiding research questions 
a) What ICT challenges did NGOs and SNAs experience when trying to conduct their work 

through virtual channels? In particular, what are the experiences of trying to work with 
poor, vulnerable and remote communities with low levels of literacy and limited or no 
internet connection? 

b) What are the consequences of these challenges? What do NGOs and SNAs expect will 
be the long-term impact of these challenges? 

c) What are the ICT-related differences when working with urban and rural 
communities?  

d) How can the challenges for rural communities be overcome, and prevented from 
increasing? 

e) What successful solutions have been identified and implemented? How can they be 
replicated? 

f) What capacity development do stakeholders need in order to enhance their own, and 
their target communities’ ability to better utilize ICT so they can actively engage and 
be included in decision-making on social protection and development issues in 
Cambodia? 

3. Methodology  
3.1 Planned steps for the study  

The planned methodology for the study was:  
- Develop data collection tools to gather qualitative data from stakeholders; adapt them 

to the different participants according to their roles as, for example, not all are 
responsible for tasks that involve direct contact with community members; adapt 
them to their expected levels of knowledge, skills, and experience. (The guide 
questions are given at 2.2 above, see Annex 2 for how they were adapted for different 
respondent groups and translated into Khmer); 

- Create a Word document data base to hold information gathered and support 
analysis; 

- Document search for relevant studies, especially anything Cambodia-specific; 
- A primary respondent group of approximately 80, including community members, 

commune councillors, and NGO staff to be consulted in 16 FGDs (maximum of five 
people per group); 

- Semi-structured interviews with approximately 25 key informants, including 
commune chiefs and councillors, district and provincial officials, and relevant ministry 
level officials and policy professionals; and 

- Data entry, analysis and reporting. 

This process was followed and, for the most part, achieved. However, for reasons discussed 
in ‘Limitations of the study’ there were fewer informants in both groups (see table below). 
The document search did not yield anything relevant. 
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3.2 Document review 

As noted above, VBNK became aware of issues about ICT capacity after conducting two short 
research studies in 2021 (both available on the VBNK website): 

- Annual Impact Assessment Report 2020: Capacity Development and the Pandemic - 
The Challenges for Organizations and VBNK Responsiveness, July 2021 

- Empowering Accountability Project: End of Project Stocktaking Exercise Report, 
October 2021. 

 
Internet searches did not identify any other relevant studies, either specific to Cambodia or 
more generally. It was, therefore, only possible to draw on these findings for reference and 
comparison. 
 

3.3 Respondents 
In total, 85 people contributed their views in 30 different inquiry meetings (17 KIIs and 13 
FGDs, see Annex 3 for the full list). For the purposes of this study, the capital, Phnom Penh, 
and provincial capitals of Kampong Cham, Kampong Thom and Kampot were classified as 
urban, while all other respondents and groups were classified as rural. The distribution across 
different respondent types is shown in the table below: 
 
Table: Respondent groups 

Type of 
meeting 

No. Type of 
respondent 

No. of 
respondents 

Rural Urban Female Male 

KII 1 MPTC * 2 ** - - - 2 
KII 3 NCDDS *** 3 ** - - 2 1 
KII 6 SNA 8 4 4 3 5 
KII 7 Commune 

chiefs 
9 5 4 2 7 

KII totals 17  22 9 8 7 15 
FGD 4 Commune 

councillors 
17 14 3 2 15 

FGD 5 Community 
members 

30 25 5 22 8 

FGD 2 NGO staff 9 6 3 6 3 
FGD 2 Union staff 7 - 7 3 4 
FGD totals 13  63 45 18 33 30 
Totals 30  85 54 26 40 45 

* Ministry of Post and Telecommunications 
** Not included in the rural/urban figures due to their national mandate 
*** National Committee for Sub-National Democratic Development Secretariat   
 

3.4  Limitations of the study 
As noted above one limitation of the study was that VBNK was unable to identify any relevant 
literature dealing with this subject beyond its own recent studies. An internet search did not 
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produce any helpful resources. VBNK has, therefore, only been able to draw on its own recent 
work for reference and comparison. 
 
Given the limited time and budget available for the study, the number of respondents was 
also limited. VBNK sought to work with a representative sample of respondents at multiple 
levels of government administration, as well as from communities and civil society 
organizations in both urban and rural locations. With the exception of senior, central level 
respondents at the MPTC and NCDDS and the two unions, VBNK sought to split the 
representative sample as equally as possible between rural and urban respondents. The 
sample can, therefore, only be considered as a small representation of the population and 
the findings need to be considered in that light. However, given that the findings are 
consistent with those from the VBNK studies mentioned above, this does provide a degree of 
corroboration about the extent of the issues.  
 
The government protocols for interviewing personnel at any level of SNA require permission 
from provincial level. It is not possible to arrange any meetings until that permission has been 
granted, as lower-level officials will not respond, either to be interviewed themselves, or to 
give permission for activities such as FGDs in their areas, until authorized to do so. VBNK 
submitted letters of request for the KII and FGD well in advance of the planned 
implementation schedule, but in some cases these required repeated follow up before 
permission was granted. This created delays and caused some challenges for completing the 
schedule on time and having the planned number of meetings.  
 
While it was possible to conduct the majority of inquiries in person, some respondents 
preferred to have virtual meetings, so three FGDs and three KIIs were conducted online. For 
FGDs it can be difficult to ensure that all participants are able to express their views when in 
a group using a virtual platform.  
 
A final point in terms of limitations is that the time and resources available to conduct the 
study did not allow for exploration of any gender perspectives on the issues, nor those of any 
other groups who are known to experience discrimination or exclusion. The study does, 
however, include a focus on poor community members, especially in rural communities. 

4. Findings by question 
As noted above, the research was conducted using semi-structured interviews, following six 
guide questions. The responses to each question are presented below, and arranged into five 
sub-sections representing the different groups and levels of respondents. They are: policy 
maker level at NCDDS; sub-national administration level, i.e. provincial and district officials; 
commune level, both commune chiefs and commune councillors; civil society, both NGOs and 
unions; and community level. The entry under each group sub-heading summarizes all the 
information and views given by those respondents. The MPTC responses are provided 
separately, as this ministry has a very different perspective on the issues and is not directly 
involved in the day-to-day practices that the study explored. 
 
The responses to question 1 are given in some detail, as this was answered most fully. 
Respondents set out clearly what they had experienced during the last two years, and this 
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was foundational to all their other responses. Other answers tended to prompt a repetition 
of information already given, so these responses are summarized more briefly, except where 
something new was offered.  
 
4.1 What ICT challenges have NGOs and SNAs experienced when trying to conduct their 
work through virtual channels?  
 
4.1.1 Summary of responses by respondent type 
Policy Makers (NCDDS)  
The policy makers all noted similar problems of a practical nature including no, weak, or 
unreliable internet connections, and dealing with processes like breakout groups in meetings. 
Additionally, the knowledge, skills, and attitudes of those they needed to communicate with 
created significant challenges. One respondent provided a list of challenges encountered, 
including: 

“The participants from sub-national level do not pay attention enough, and they say it 
is very difficult to learn online, especially in a meeting session that has to divide for 
group discussion. When they leave the group, they are not able to get back online to 
the group. It is more difficult for town/district and communes/sangkat for such old 
generation.” 

These concerns were repeated by the other respondents who all commented on the low 
capacity of people to participate in meetings using ICT, the need for English translation into 
Khmer language to use some apps, and that this seemed to be more difficult for the older 
generation.  
 
The respondents noted that they needed to plan and prepare before the meeting, but faced 
challenges with engaging participants in detailed discussions, for reasons such as noisy 
distractions in the background, and that some people seemed to be online but did not appear 
in front of their computers. As noted in the quote above, another challenge is managing group 
processes online, for example, “It’s out of our control while discussing in the breakout room, 
some participants cannot access again to their room”. One respondent noted that some 
people could not afford to have high capacity smartphones and had poor battery energy. 

 
Sub-national Administrations 
Rural district administration officials interviewed noted that the limited capacity of their 
lower-level officials, for example, village chiefs, commune councils and the commune chiefs, 
hampered their ability to work online to ensure effective services. For example: 

“The lower authorities, village chiefs, do not have smartphones to use for 
communication and taking pictures of the activities. Therefore, we do not have broad 
information and lack pictures of activities for evidence and reporting.”  

One official noted that most commune chiefs and councillors usually held positions based on 
popularity and respect, rather than their knowledge and skills, but they were relatively old 
and not eager to learn how to use modern technologies such as ICT, smartphones, and social 
media. 
 
A district official with a One Window Service that uses ICT as the major method noted their 
work could still go relatively well, but it was not as effective as face-to-face services. They 
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mostly use Telegram as the social media platform to communicate and share information to 
individuals, groups and institutions.  

 
Similar to those in rural areas, officials at three urban offices noted issues about older officials 
in provincial and district administrations having limited capacity to use online platforms such 
as Zoom and Microsoft Teams. They added that key officials in provincial and commune 
offices own smartphones that do not work well technically with the available online 
platforms. Other ICT issues were related to rapid technical updates and limited access to 
internet services, which made it more difficult for them to work effectively online. 
 
Officials in urban areas also said that their older constituents still use television and radio to 
receive key information, and get their children to support access to Facebook. However, with 
many fake news items and sensitivities of news and information in social media, especially 
those related to any political party and its affiliates, it makes people confused and unable to 
separate fake news from important official information shared through Facebook and other 
social media. One who had established a Facebook page found that it was not well used by 
the community. 
 
The provincial and municipal offices tried many ways to continue their service provision to 
people by using Zoom and other online platforms, but the quality was not as good as face-to-
face contact. Therefore, some key services, for example permission for transportation of 
goods, were delayed and affected the economic activities of the people. 

 
Communes  
Commune chiefs in rural areas noted issues related to the limited capacity of officials to use 
virtual platforms to fulfil their work in constituencies. They tried their best to communicate 
and share information with the community through phone calls, walkie-talkies, and some 
social media platforms such as Messenger and Telegram. However, they assessed these 
means of communication and information sharing as less friendly and effective in rural areas 
compared to face-to-face meetings. They said there were many challenges in communicating 
and receiving information due to limited internet services, and the fact that few people can 
afford to own or have the capacity to use smartphones, especially older and poorer people. 
The chiefs also reported that with their limited capacity, commune councillors become more 
dependent on the commune clerks to help in communicating and sharing information to and 
from constituents. 

 
These respondents all talked about their own low capacity in using ICT and smartphones and 
one noted that it seemed to be more difficult to use smartphone apps. A typical comment 
was: “It is very challenging, as our knowledge on other ways of meeting is limited.” They 
commented that during the lockdowns no in-person meetings were conducted with people 
and some village chiefs, commune councillors and communities did not have smartphones to 
join online meetings. Even if they had a smartphone, the internet services were not good 
enough for communication, so sometimes people would come to the commune office to join 
the online meeting together. 
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As with rural areas, chiefs in urban areas raised ICT challenges as significant in their work. 
They said they were only able to provide limited public services to people while also having 
difficulty in communicating with upper-level authorities. They reported that most of the 
commune councillors had limited capacity to use smartphones and the relevant social media 
platforms needed to work virtually, reasoning this was because they were older. They also 
noted that the community knowledge of ICT and use of smartphones was limited and the 
internet service in their area was not so good. Sangkats tried their best to disseminate 
information to their constituencies, especially messages related to COIVD-19, such as the 
three Do’s and three Don’ts, through loudspeakers. A final point from this group was that 
while the lockdown regulations did not allow meetings, normal services for individuals were 
possible. 
 
In summary, there was no significant difference at commune level between rural and urban 
experiences. All respondents noted their ICT experience in terms of limited ICT capacity of 
commune officials, unreliable internet access, and the affordability of online devices and 
services, including smartphones and other online material. They continued to fulfil their work 
with their constituencies through alternative means such as phone calls, walkie-talkies, and 
some social media platforms like Messenger and Telegram. However, respondents all agreed 
that these were not a friendly and effective way of working, and that communities, especially 
the older population, lacked interest in learning and communicating online. Commune 
councillors also noted their growing dependence on the commune clerk to communicate with 
their constituencies due to their own limited capacity to use modern platforms. 
 
Civil Society  
NGO staff in a rural area listed challenges as poor internet connection, language barriers due 
to the main communication apps being only in English, a lack of capacity among most target 
groups to use smartphones, and a lack of knowledge on how to upload online apps. They also 
noted that online discussions were difficult for people to engage in and understand. An urban 
NGO also listed the challenges of poor internet connection, as well as their target groups not 
understanding the internet systems. It noted the complication of using new online platforms 
such as Zoom, and difficulties explaining and understanding topics in meetings conducted 
through virtual platforms. 

 
Unions listed the problems of online work as being related to weak or unreliable internet 
connection, difficulty using the Zoom platform, and their members not having smartphones 
or having out of date smartphones. They all commented on their own low capacity to 
communicate with the Zoom company for the purchase of a license and the expense of 
internet services for online communications. 

 
Community  
The rural community group said there were many challenges when they tried to engage in 
the social and economic development processes in their area during the COVID-19 pandemic. 
These included the limit on numbers attending any meeting. They would tend to ignore 
meetings with an NGO or local authority because of the small numbers. However, when 
community members had a personal issue to deal with, they could visit the commune chief. 
This group noted that during the COVID-19 pandemic they did not receive any information 



 

The ICT challenges of including the voices of marginalized citizens in democratic decision-making processes in 
        Cambodia arising from COVID-19 conditions in the country. March 2022 
 

16 

from each other or NGOs about development activities. They lost income and did not know 
about the market. They also said their children could attend school online, because the 
internet was weak. The urban community group similarly noted that information was very 
limited. They ignored or only went to see the local authority when it was urgent, only met 
one or two people, and did not attend community meetings arranged by the local authority. 

 
Overall, the community responses were not directly related to ICT issues. Instead, 
respondents described the issues they faced during the COVID-19 restrictions as not being 
able to attend any meeting involving more than two or three people. A response that 
summarizes what many said is: 

“All meetings have been prohibited. The people in the community can access the key 
information by directly asking the village chief or through the community group 
representative.” 

They added that during COVID-19 restrictions there was less information shared, fewer 
development activities carried out, they experienced loss of income, and their children could 
not go to school. Respondents did say they could still contact and meet with local authorities 
to deal with key urgent issues at the individual level. In both rural and urban areas, 
communities said poor internet connection hindered their children’s access to online 
learning.  

  
4.1.2 Question 1 summary and conclusions   
The challenges experienced by most respondents were about conducting meetings, sharing 
information and communicating virtually during the COVID-19 restrictions. Provincial officials 
noted challenges in conducting meetings with their officials at district and commune levels, 
while district officials noted challenges in communicating and working online with their 
commune and village level officials. This was due to the low ICT capacity of these officials, the 
commune councillors and chiefs, and the village chiefs, especially those who were older and 
less interested in learning new technology. Other reasons for the challenges included limited 
access to stable internet services and limited capacity of people to buy, own and use 
smartphones and key apps for online activities. This was reportedly more of a problem for 
people in rural areas. 
 
Respondents experienced additional challenges, such as those at the commune and sangkat 
level having difficulty engaging with their constituencies and continuing to provide services.  
Provincial, district and municipal authorities, and civil society groups noted challenges in 
terms of fulfilling their work with lower-level officials or staff via online platforms. This was 
due the lack of capacity for online working, limited access and unreliable internet services, 
and the difficulty ensuring constant participation throughout the process. 

 
It is worth noting that none of the responses to this question highlighted any significant 
differences between the rural and urban areas in terms of challenges experienced by officials 
when trying to conduct their work through virtual means. The respondents mainly focused 
their answers on the challenges of working virtually with staff at lowers levels in the 
administration hierarchy, for example, as noted above, district level officials discussed the 
difficulties of working with staff at commune and village levels. The differences were more in 
the scale, rather than the nature of the problems. 
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While describing their challenges, the respondents frequently mentioned various alternatives 
they had taken to overcome them. These are presented in section 4.5 below. 
 
4.2 What are the consequences of these challenges? What do the NGOs and SNAs 
expect will be the long-term impact of these challenges? 
 
4.2.1 Summary of responses by respondent type 
Policy Makers (NCDDS)  
Policy makers all noted that working through online meetings or training was not effective for 
achieving expectations. Online meetings take longer as participants do not understand the 
topics being discussed as quickly as in face-to-face meetings. It is not easy to communicate, 
sometimes due to noisy distractions from others during the meeting. They felt it was more 
stressful for a long meeting or training, so there was less interest from participants. They also 
noted that online connections cost NCDDS more money. Additionally, when working online 
they were unable to conduct direct supervision, observation, or monitoring of the actual 
outputs of national programme implementation, including capacity development activities 
such as training courses, meetings, and orientations. They repeated that it takes time for the 
same work and costs more money to work online. 

 
Sub-national Administrations 
Officials in rural areas described the consequences of these ICT challenges as creating 
obstacles to good service provision. For example, communication is not reliable and timely, 
as most commune chiefs and councillors have limited online communication capacity, so they 
rely on the support of commune clerks, leading to delays in activities. They also noted the lack 
of broad and timely discussions with the community for finding development solutions. They 
felt there would be longer-term consequences for future development activities, for example, 
a reduction of community meetings and consultations, capacity development, and the ability 
to have broad and participatory involvement of the community in the procurement of certain 
projects. The opportunity for the community, especially the elderly, to participate and 
contribute to the local development initiatives will be limited. 

 
Urban officials focused particularly on the difficulty of working with the commune councils 
through online means, with the result that their community’s engagement in key 
development activities was limited and some problems have not been addressed. They felt 
that in the long term there would be less participation and engagement, resulting in people 
having less knowledge of their roles in local development, which will have an impact on the 
effectiveness of development work. 
 
Communes 
Commune chiefs in rural areas noted the consequences as being their lack of understanding 
of people’s situations, the problems they faced, and their concerns. They noted the lack of 
people’s physical participation in community development initiatives, with the risk that the 
long-term development impacts might not be relevant to their needs. Commune chiefs in 
urban areas said the consequence was the creation of significant obstacles for people to 
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participate in key sangkat development activities, and therefore local plans had not been 
achieved. Thus, in the medium term they could not achieve local development objectives. 

 
All commune councillors noted the consequences as being the limited participation of 
community people in most relevant local and public services, and in some activities. They 
commented that some work was postponed or not implemented, and so they had not 
achieved the results set out in their plans. One commented: “It effects significantly the quality 
of commune services while people have not been engaged.” There was a suggestion that 
community people could join the activities through a community representative. All felt that 
for small villages it was sufficient to share information through speakers and outreach. 
 
Civil Society  
NGOs in both urban and rural areas describe the consequences of ICT challenges as the same, 
in that they have difficulty communicating with each other, are not able to receive full and 
clear information, are taking longer and spending more money. NGOs often work on sensitive 
issues and have concerns about the safety of using ICT for communication; some will only 
discuss particularly sensitive matters in person. When forced by circumstances to conduct all 
of their work virtually, they were fearful that they could not keep information confidential to 
the specific target group for whom it was intended. They also reported that the challenges 
impacted project implementation, particularly in terms of activities being delayed or 
cancelled. As a result, one donor withdrew funds and ended the contract with the NGO.  

 
Unions reported the same as NGOs, with the consequences being that they could not 
communicate well and meet each other, they could not conduct meetings as planned, and 
they lost information and opportunities to involve members. One commented: “Unions are 
not strong because of not meeting regularly.” They felt the long-term consequences would be 
loss of membership. 

 
Community  
As with the answers to the first question, community groups focused more on the general 
challenges resulting from COVID-19 restrictions than anything specific to ICT challenges, with 
the exception of issues about online schooling for children. One specific answer perhaps 
explained the reason for this: “The communication by online is good to engage with social 
development and access to the information but most people cannot use ICT.”   
 
Rural community groups all believed that the long-term impacts related to community people 
not being able to meet or help each other when they got sick, meetings were not conducted, 
they could not access information and therefore knew less about what was happening in the 
commune. They said that students’ learning was unstable. The urban community group said 
the long-term impact on their community was that their children could not access school. 
However, they also said they had no knowledge of what was going on in terms of community 
development, that development did not meet their needs, and that they could not know the 
best way to meet the needs of their community. They felt the challenges had resulted in a 
decrease in living conditions. 
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4.2.2 Question 2 summary and conclusions   
There was a lot of similarity in the responses about consequences of the challenges. For both 
government and civil society there was less community participation and fewer opportunities 
for people, especially the elderly, to participate or engage in initiatives related to local 
development plans and public service quality. For many it was not possible to fully achieve 
their plans during this period of time, as activities needed to be cancelled or delayed. This 
created obstacles for good quality and effective service provision, particularly the delivery of 
clear information to communities. For one NGO, the result was the withdrawal of donor 
support. Provincial and district officials experienced delays in dealing with lower-level 
officials. 
 
Community respondents also noted that students had very limited access to education, for 
all the reasons noted above regarding access to online teaching methods. 
 
4.3 What are the ICT-related differences when working with urban and rural 
communities?  
4.3.1 Summary of responses by respondent type 
Policy Makers (NCDDS)  
This group all noted that internet connections provide more cover in urban areas and less in 
rural areas. There were even some comments about how the weather could affect internet 
coverage in rural areas, for example: “Once the weather is not good the internet is cut off.” 
They believe that people in urban areas have more capacity about ICT, noting that English is 
one barrier for using online apps. This results in people being discouraged from accessing new 
technology, especially for the older generation. It was noted that people in urban areas spend 
more money on internet connection than people in rural areas, where they have low 
commitment to work through online platforms. 

 
Sub-national Administrations 
Officials from rural areas all focused on seeing rural people as having limited knowledge of 
using ICT. This is especially the case for those over 50 years of age, who are not interested in 
social media in general, and in particular do not use ICT to communicate. They still prefer 
phone calls to any social media platform. However, they seem to encourage their children to 
learn or use ICT in their communications for social development or work. Similarly, urban 
officials made a comprehensive comparison between people living in urban and rural areas, 
believing that people in urban areas have higher knowledge of ICT; better access to internet 
services; more capacity to buy and own smartphones; and more capacity to use social media 
to communicate. 
 
Communes 
Commune chiefs in urban and rural areas all recognized the lower capacity in rural areas in 
terms of owning and using smartphones for online communication, while also noting that the 
urban internet services and accessibility were far better than rural. One made a very clear 
distinction about capacity and methods by commenting “Most urban people can use online, 
rural people use direct communication.” The chiefs also noted that people in both rural and 
urban areas did not follow good habits in reading social development and other useful 
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messages shared on social media. They felt it was very difficult to change the habits and 
mindsets of people to make good use of social media in their life, family, and the community. 
 
The responses of commune councillors indicated that they did not have any clear ideas about 
directly answering the question. In all areas, their responses were about affordability and 
using alternative ways to engage people through various social media platforms, such as the 
Messenger and Telegram group. Others raised the issue of people over 50 having limited 
knowledge of using smartphones, as opposed to younger people who are active in using 
smartphones for communication.  

 
Civil Society  
Similar to other groups, NGOs noted that in rural areas people have less capacity and 
knowledge of ICT, less capacity to use and own smartphones to communicate online, and also 
less access to fast and reliable internet services. Conversely, as one respondent in the urban 
NGO FGD noted, “In the urban areas they are more familiar with smartphone use and have 
better knowledge than the rural people.”  
 
For online work with their members in rural areas, unions noted similar problems related to 
no or weak internet for connection and use of old phones. Others noted low capacity for the 
use of online apps and the lengthy time needed to connect to the internet for communication. 
In unions’ experience, online working with people in urban areas is more convenient and 
faster, as they have better access to good internet services and use modern smartphones that 
are suitable for online apps.  

 
Community  
Neither people in the rural or urban areas had a direct answer to the question about ICT-
related differences when working with urban and rural communities. Instead, they suggested 
alternative solutions to the challenges of organizing face-to-face meetings, with strict health 
measures and less than 10 people. They said that those with important issues could deal with 
them through phone calls or sharing information through a Telegram group. They suggested 
the government consider diversifying local communication methods to ensure the 
continuation of information sharing and service provision. 

 
4.3.2 Question 3 summary and conclusions 
In summary, the respondents mostly noted the difference between the rural and urban areas 
in terms of working online, the capacity of people to use and own smartphones, the 
knowledge of people to use online apps, and the access to reliable internet services. Most 
asserted that in rural and urban areas people faced similar ICT challenges in terms of capacity 
to own and use smartphones to communicate and work, however this was a greater challenge 
in rural areas. Likewise, access to internet services is better in urban than rural areas.  
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4.4 How can the challenges for rural communities be overcome, and prevented from 
increasing? 
4.4.1 Summary of responses by respondent type 
Policy Makers (NCDDS)  
All respondents in this group believe community people should receive training on ICT, 
especially Zoom, prior to the meetings or training, and should keep using the online apps 
regularly to get familiar with them. Two respondents requested increased internet coverage 
in rural areas, as well as ICT devices, such as smartphones and computers, be made available 
for video conferences in locations where people can gather to join online activities. One 
respondent noted that wider electrical supply in rural areas would help. Another suggested 
having an ICT technical person available to provide support for online events. 

 
Sub-national Administrations 
Officials in both province and district administrations suggested solutions to overcome the 
challenges for rural communities around smartphone availability and using social media and 
ICT platforms. Most respondents stated that they mainly provided capacity development on 
ICT by training on basic online platforms such as Telegram, Messenger and Zoom, as they felt 
that these were the most effective way of communicating with people in their coverage 
districts, communes, and villages, as well as women’s groups. Peer learning is another 
solution where people who can use ICT apps and online platforms coach others who cannot. 
They continue to conduct awareness raising face-to-face with community members for 
locations with lower rates of COVID-19, and at locations where the local lower-level 
authorities cannot use ICT for effective communication. One rural respondent noted the 
importance of commune clerks having the ability to utilize ICT effectively for work: 

“The work or communication was not late or effected because the commune clerks can 
use ICT. Only 2 of 15 communes were late in communications because their clerks are 
not active and strong.” 

 
The urban officials additionally discussed establishing Facebook pages as a good solution but 
noted that those already established had not been accessed a lot by community members. 
Another suggestion was to improve and expand One Window Services to help support 
economic activity, but it was noted that getting this established could take a lot of time. A 
final suggestion was to expand internet coverage and electricity supply in rural areas, and 
equip people with ICT devices such as smartphones or computers for online working. 
 
Communes 
Commune councillors and chiefs noted the use of apps with which they and village chiefs were 
more familiar, such as Messenger groups. However, they mainly use Telegram, which they 
find the most useful platform for meeting and sharing information in their constituencies. In 
rural areas they inform the community well in advance about activities with specific objectives 
and tell them to seek locations with strong internet services. In addition, commune 
councillors and other relevant authorities take the initiative to engage people online by 
creating a commune social media platform, like a Facebook page or Telegram group, so 
people can share or engage in development activities. 
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They mentioned that creating groups and smaller sub-groups reduced communication 
complications, while introducing people to the apps in advance meant participants were 
ready ahead of the meeting. They suggested engaging youth with ICT skills to assist and 
support online communication work in the commune. Commune councillors said they worked 
flexibly depending on locations and people, for example making direct phone calls with 
community members who did not have smartphones, cooperating with village chiefs to work 
directly with community representatives for activities such as surveys and data collection. 
However, some felt that direct communications were still the only viable option for their 
communities, for example one answer to the question was: “Not really, we just communicate 
with people through community outreach for all the essential sharing of information and 
service provision.” They share essential information through community outreach activities 
by using loudspeakers, especially related to COVID-19 vaccination and other key issues. They 
thought that creating a social media page for dissemination and live transmission of meetings 
could be one way to engage people if this method could be rolled out and replicated. 
 
Urban respondents discussed using a Facebook page to engage people and disseminate 
information more than rural respondents. They recommended rolling out and replicating this 
approach. Rural communes spoke more about the difficulties of using online apps and the 
lack of access to the internet and ICT devices. They chose to make phone calls instead to 
communicate work and outreach activities. 
 
Civil Society  
NGOs in both rural and urban areas identified various practical solutions based on their 
situations. In order to overcome the challenges they: 

- Chose online apps with which most participants or target groups were most familiar;  
- Split people into smaller groups to reduce communication complications during online 

sessions; 
- Invited community participants to gather at a good internet coverage site where they 

could share the use of smartphones in case some of them did not have one; 
- Appointed a focal person from the target group to learn and get coaching on the work 

with the NGO and return to facilitate activity implementation in their community;  
- Produced a video clip on the process of activity implementation and shared the clip 

with the target group to follow; 
- Provided a short ICT training course for the target group, including how to join 

meetings on Zoom and how to seek a reliable internet supply; and 
- Engaged the help of a local community youth who is familiar with online apps to 

support the target group with ICT issues. 
 

Union respondents did not have any suggestions in response to this question. 
 

Community  
There were no significant differences between the responses of rural and urban groups. The 
community groups thought that information sharing through online means could not reach 
them, as they did not have knowledge of ICT. They said they could only receive information 
through FM radio and telephone communication. They suggested that each commune or 



 

The ICT challenges of including the voices of marginalized citizens in democratic decision-making processes in 
        Cambodia arising from COVID-19 conditions in the country. March 2022 
 

23 

sangkat should have a community social network platform to engage people and ensure 
people’s access to information and services.  
 
The groups also discussed successful solutions to prevent COVID-19, including meeting each 
other online instead of face-to-face, and only meeting physically with the same villagers, often 
as few as five to eight people. The community prevented themselves from meeting with 
newcomers, and if they did meet, they required newcomers to keep their distance and 
quarantine for 14 days. One suggested solution was that people in rural areas could join 
meetings or community development activities through community representatives.  
 
4.4.2 Question 4 summary and conclusions 
The responses from all groups were primarily of a practical, problem-solving nature. None 
offered any potential solutions at the strategic or policy level. Some expressed the wish for 
internet coverage to be expanded in rural areas, but that is something outside their sphere of 
control or influence.  
 
However, it is clear that the respondents chose ways based on their particular situations and 
challenges, thus demonstrating flexibility and responsiveness. In summary, the range of 
solutions suggested for helping overcome the challenges in rural areas can be grouped as: 

- To address the need for higher-level ICT skills to be available, provide either training, 
peer learning support, or engage local youth with ICT knowledge to support the online 
work. This includes taking time to help people use the relevant app ahead of an event; 

- Ensure the use of apps and platforms with which people are already familiar, the most 
popular being Facebook pages for information sharing and Telegram for information 
sharing, discussions and meetings; 

- Work in smaller groups and sub-groups to reduce communication complications 
during online sessions; 

- Improve and extend the One Window Service; and 
- Encourage people to come together in places where there is good internet access or 

someone has a good smartphone. 
 
At commune level, some officials found that direct phone calls or loudspeakers were the only 
practical solution to overcome communication challenges. 
 
4.5 What successful solutions have been identified and implemented? How can they be 
replicated? 
The answers to this question were often a repeat of what the respondents had already said 
in previous answers, particularly to question 4, where they were drawing on their practical 
experience of what they had done to overcome the challenges.  
 
4.5.1 Summary of responses by respondent type 
Policy Makers (NCDDS)  
Policy makers all shared positive experiences of ensuring preparedness ahead of online 
activities by having participants introduced to how to use apps, such as Zoom, and testing this 
before the event started. Training for government officials on ICT use and having an ICT 
technical support person to help facilitate during events also helped. They learned that good 
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internet connection and electrical supply are also necessary to support successful solutions. 
One respondent suggested that having a licensed version of Zoom would be a good solution. 

 
Sub-national Administrations 
In both rural and urban areas, officials noted that effective solutions were the use of 
smartphone apps such as Telegram, Messenger and Zoom for work communication, including 
meetings. This includes creating chat groups within their coverage districts, communes, and 
villages. They found that peer learning, where people who could use ICT or online platforms 
instructed people who could not was helpful. Urban officials discussed approaches such as 
Facebook pages and One Window Services more than rural. Some people had already 
established Facebook pages for their areas, but none reported significant success with this 
approach. In rural areas, officials are still sometimes using face-to-face methods as the only 
means to conduct their work. 
 
Communes 
Almost all commune chiefs and councillors said they had the best results using Telegram as 
the preferred app for online work with their officials, using it for meetings, chats and to 
disseminate information. However, they also still need to make phone calls with people who 
do not have smartphones and find this can still be the most efficient approach. One commune 
chief learned that engaging youth with ICT skill to assist in SNAs, especially in commune 
administration, was helpful. Urban chiefs talked more about using Facebook as a platform to 
engage people. 
 
Civil Society  
Organizations found some successful strategies for overcoming the problems, as listed in 
4.4.1 Civil Society, above. These are all practical points that help ensure people are well 
prepared and physically able to join in activities conducted virtually. 
 
Community  
The community respondents focused on what they saw as successful solutions to prevent the 
spread of COVID-19, such as only meeting by phone or in very small groups. The rural groups 
again stressed that online information sharing could not reach them, as they did not have 
knowledge of ICT. However, they could receive information through FM radio and telephone. 
The sangkat respondents said the authorities needed to have a community social network 
platform to engage people and ensure access to information and services. 
 
4.5.2 Question 5 summary and conclusions 
The respondents identified different successful solutions to the challenges. By far the 
preferred option for most groups, especially in government, appears to be Telegram, with 
Messenger and Zoom also used frequently. Respondents said they were more successful 
when they provided training to introduce and familiarize participants with ICT and the online 
apps and platforms, before they started activities. Other successful ways to support online 
activities were: having an ICT skilled person (youth or commune clerk) available to help 
facilitate the event; splitting people into smaller groups to reduce communication 
complications during the sessions; and inviting community participants to meet at one place 
to share the use of a smartphone when some of them did not have one. The respondents 
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flexibly chose the above solutions according to circumstance and the actual challenges of each 
group and activity. In some cases officials needed to use simple phone calls or microphone 
communications to complete their work satisfactorily. 
 
At provincial and district levels, and for the sangkat, there was a focus on simplifying the One 
Window Service and creating Facebook pages for information sharing. However, it must be 
noted that community respondents raised their limited capacity to access such online 
resources.  
 
4.6 What capacity development do stakeholders need to enhance both their own and 
their target communities’ ability to better utilize ICT so they can actively engage and be 
included in decision-making on social protection and development issues in Cambodia? 
 
4.6.1 Summary of responses by respondent type 
Policy Makers (NCDDS)  
This group all suggested the need for budget to provide capacity development on ICT focusing 
on online application use. They noted the need to strengthen capacity on Zoom management, 
including how to make it more attractive, and link creation. One respondent mentioned the 
need for training, including coaching, to stakeholders in Khmer so that they can learn to use 
and download the ICT apps by themselves. 
 
Sub-national Administrations 
All SNA respondents in rural areas discussed the need for ICT and online platform capacity 
development, including Telegram, Zoom, Dropbox, WhatsApp, and Facebook. One 
respondent estimated that only 20-30 percent of district-level officials can use ICT for 
communications, and they also need capacity development on district development planning 
and good governance.  
 
All urban respondents discussed the need for capacity development for ICT through training 
sessions, self-learning, and sharing knowledge within the team/department so that people 
who have more capacity on ICT can train those who have less capacity on tools such as 
Telegram, Zoom, Messenger, and WhatsApp. To enhance ability to use ICT better and actively 
engage in decisions on social protection and development, urban SNAs see a trend of future 
online engagement improvement. They commented on capacity development of technical 
skills relating to the administration of sangkat or commune Facebook pages, and more 
resource allocation to manage the Facebook pages as a way to engage citizens in decision-
making processes. They noted that all krong officials own smartphones and can access social 
media platforms. They also thought that the MPTC should develop apps or online platforms 
in Khmer for Cambodian citizens to use. 
 
Communes 
Several commune chiefs and councillors suggested having capacity development on basic ICT 
and social media, online platforms, how to use Telegram, and how to integrate ICT into 
administrative procedures. These respondents noted that ICT and social media usage is key 
to development and communication, so people need to know ICT very well and use it 
effectively and ethically. One commune councillor suggested facilitation and communication 
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and the development of plans with accountability for active engagement for inclusion in 
decision-making on social protection and development issues.  
 
Among rural respondents, one commune chief noted the need to expand internet coverage, 
as currently it is only 70 percent effective. Two commune chiefs did not provide any 
comments or suggestions. 
 
There was a suggestion from one urban respondent that a hot line or live chat should be 
created to allow citizens to ask questions about public services provided. Again, two chiefs 
did not offer any comments or suggestions. 
 
Civil Society  
NGOs suggested that NGO staff or youth and relevant community people needed capacity 
development on ICT and social media to introduce them to the benefits of using online apps, 
Zoom, Telegram, and video calls, and how to store and use documents. NGOs noted that 
creating short instructional videos for communities for online use would be good. There were 
no different suggestions between the NGOs in rural and urban areas. 
 
Unions noted the need for greater capacity and knowledge on ICT and English language in 
order to use some apps, and on how to prepare online systems. 
 
Community  
The community responded to the above question by suggesting the local authority introduce 
Telegram use and create an app for engaging people in all major development and services. 
They suggested that there was a need for training so that people could use social media 
communications like Messenger, and the basic ethics of Facebook pages. However, in general 
their responses were focused on how the authorities and NGOs could help communities deal 
with the impact of COVID-19, such as training on how to create a business or agricultural 
techniques. They also said information needed to be shared by microphone in villages. 
 
4.6.2 Question 6 summary and conclusions 
The suggestions made by the respondents are primarily about the need for capacity 
development on ICT, social media, and online apps and platforms for effective use in 
development and communication. The commune chiefs and councillors, SNA officials and civil 
society discussed capacity development on basic ICT and social media, online platforms, how 
to use Telegram, and bringing ICT into administration procedures. They saw the need for 
training on online platforms, including Telegram, Zoom, Messenger, WhatsApp and Facebook 
to address the low capacity of officials at the province and district levels.  
 
However, community respondents had different ideas and suggested the local authority 
introduce Telegram use and create and app for engaging people in all major development and 
services. They also requested the use of microphones to share information in each village. 
Their other requests were not about ICT issues. 
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4.7 Do you have any additional comments or suggestions? 
Only a few respondents had anything to add when asked this question, and the majority of 
those comments were to stress points already made in previous answers. 
 
4.7.1 Summary of responses by respondent type 
Policy Makers (NCDDS)  
One respondent stressed the need for their officials to have training on ICT. Another 
requested sharing the research findings with relevant stakeholders to gain more inputs. 
 
Sub-national Administrations 
Two SNA officials in rural areas repeated their requests for ICT training, Dropbox use, and 
digital materials for online working. One in an urban area repeated the suggestion that the 
MPTC should develop apps or online platforms in Khmer for Cambodian citizens to use. A final 
additional point from one official was that, to enable use of virtual ways to work effectively, 
there should be more formalized effort from the top.  
 
Communes 
In general, the commune-level respondents did not present any new ideas, but stressed 
points made in response to previous questions. This included the need for resources 
(documents) to support capacity development on ICT. They noted that when various 
stakeholders invest in the ICT knowledge of people in their commune it is easy to access key 
information. They noted that low capacity on ICT and social media communication is often 
because English language is a barrier to using the online platform. 
 
Civil Society 
One NGO suggested that VBNK should introduce ICT or online platforms to the NGO partners 
they work with.  
 
Community 
There was a suggestion about training people to be involved in local development through 
the use of social media communications like Messenger, and the basic ethics of Facebook use. 
 
4.7.2 Question 7 summary and conclusions 
This question did not prompt any significant new ideas beyond those already given in answer 
to the previous questions. Those respondents who did answer mostly stressed points already 
made, such as the need for capacity development on ICT for all stakeholders, and the need 
for apps to be in Khmer. New points were for research to be shared with all stakeholders, for 
formalized efforts from the top to support ICT use, and for VBNK to include ICT skills in its 
service provision to partner NGOs. 
 
4.8 Ministry of Post and Telecommunications 
The mandate of MPTC includes ensuring, managing, and monitoring all types of ICT service 
provision in Cambodia. This gives them a substantively different perspective on the issues 
than those who are using the services to conduct their work or engage in social development 
activities. It was, therefore, important to gain MPTC views, but this required both asking 
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slightly modified questions that were more appropriate to their unique perspective and 
ensuring that their views were presented clearly and separately from those of the other 
respondent groups. 
 
4.8.1 What are the key services your ministry provides to Cambodian people related to ICT? 
The MPTC explained the five key ICT services they provide as being:  

i. Provision of digital internet connection such as mobile phone and fixed line phone, 
wire and wireless internet. The MPTC has the Telecom Regulator Cambodia to monitor 
private telecom operators, especially on regulations, infrastructure development, and 
strengthening the quality of telecommunication services;  

ii. Set up of Stop-COVID-19 QR Code Scanner system which is a COVID-19 location and 
contact-tracing app; 

iii. Set up of Call-In Short Code (4 digits) for all networks; call in for reporting and asking 
questions about information relating to the COVID-19 situation; 

iv. Creation of a digital library (branded D-Library) which is a mobile application to allow 
easy access to its digital library to contribute to studies and research by educators, 
students and the public; and 

v. Set up of a national e-registration system for business operations in the postal and 
telecommunications sectors. This is to make it easier and faster for operators and 
business owners to apply for permits, certificates, or licenses to conduct business 
operations in relevant fields. 

 
4.8.2 We hear that people living in some rural areas have less/poor access to ICT services? 
What are the key reasons? 
The ministry gave the following key reasons. Geography and limitation of service coverage 
that has not yet had quality expansion to all remote areas. Affordability for users: they do not 
have smartphones, tablets or computers. The quality of signals can be limited, and especially 
weak in some rural areas. There are limits to the resources and budget available to invest in 
expansion of internet coverage to those remote areas, including transportation and electricity 
supply. Another limitation is digital literacy among people living in rural areas who are not 
aware of the advantages of accessing ICT. 
 
4.8.3 What do you think the ministry and government could do more of to ensure people in 
rural and urban areas have equal access to internet services? 
The ministry said it is focusing on three main points to ensure equal access to internet 
services. First, in order to ensure that reliable and usable telecommunications infrastructure 
expands nationwide, it is encouraging operators to invest in internet coverage expansion for 
both mobile phone networks and high-speed internet to areas that have weak service signals 
and to remote areas. Second, it is following the mechanisms of the Universal Service 
Obligation1 that will make mobile phone and internet services available in remote areas. This 
will facilitate better digital connection between the central, national, and sub-national 
administrations to improve the effectiveness of public services. Third, making awareness 

 
1 The Universal Service Obligation (USO) is a long-standing consumer protection protocol that ensures everyone has access 
to landline telephones and payphones regardless of where they live or work. Source: World Bank 
https://ppp.worldbank.org/public-private-partnership/library/universal-service-obligation-uso accessed 10 February 2022.  
 

https://ppp.worldbank.org/public-private-partnership/library/universal-service-obligation-uso


 

The ICT challenges of including the voices of marginalized citizens in democratic decision-making processes in 
        Cambodia arising from COVID-19 conditions in the country. March 2022 
 

29 

training available on the advantages of using ICT, including establishing a Digital ICT Centre in 
communities to motivate and promote free access to and use of information. 
 
4.8.4 What capacity development do stakeholders need to enhance their own and their target 
communities’ ability to better utilize ICT so they can actively engage and be included in 
decision-making on social protection and development issues in Cambodia? 
To address capacity development and human resource needs in digital information, MPTC has 
promoted the National Institute of Posts, Telecommunications and ICT (NIPTICT) to be the 
Cambodia Academy of Digital Technology (CADT). CADT’s purpose is to provide capacity 
development, research, and implementation of digital information initiatives.  
 
The MPTC suggested promoting ICT literacy, through skills development of people who have 
sufficient ICT talent to gain qualifications at national level and in the region. This will also 
include supporting women to participate in ICT development. MPTC also wants to see the 
creation of an easy and simple app, translated into Khmer for Cambodian people to explore 
self-learning on smartphone use and how to protect themselves from hacking and fake 
information.  
 
4.8.5 What other comments/information you want to add? 
The MPTC has been continuously pushing and encouraging all telecommunications operators 
to expand their service coverage areas to serve people at all levels with reliable and usable 
provision, and especially quality assurance in cities and other geographic areas nationwide. 
To respond to the Cambodia Digital Economy and Society Policy Framework 2021-2035, 
issued in May 2021, it has made efforts to implement the mechanisms and activities needed 
to develop a vibrant digital economy and society. They are laying the foundations for 
promoting digital adoption and transformation in all sectors of society, states, citizens, and 
businesses to accelerate new economic growth and improve social welfare, based on the ‘new 
normal’ trajectory. The MPTC is, therefore, accelerating the preparation of multiple policies 
and procedures, including sub-decrees on radio frequency management, and on the shared 
use of telecommunications infrastructure. 
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5. Conclusions by research objectives 
 
5.1 Identification of the main challenges for SNAs and NGOs created by COVID-19 
conditions in engaging their constituents and communities in decentralization and 
deconcentration processes.  
All respondent groups experienced multiple communication challenges resulting from the 
precautionary restrictions put in place to prevent the spread of COVID-19. The main 
challenges experienced by most respondents were around conducting meetings or training 
activities, sharing information, and communicating virtually when in-person meetings were 
not possible. Within government administrations, the challenges were mostly around 
communications between the levels, as higher-level officials encountered increasingly bigger 
problems of capacity to work with ICT platforms at the lower levels. Those concerned with 
direct engagement with communities, mostly at commune level and civil society groups, 
experienced challenges both with their own capacity and with that of community members. 

The challenges were described as having three key causes: 

i. In some places, particularly rural areas, the internet coverage is weak, unstable or 
non-existent; 

ii. Many individuals do not have the financial resources to own smartphones or any 
other device that can be used for online communications using apps or other 
platforms, and for paying for regular access to the internet; and 

iii. Many people, even those who do own smartphones, do not have the necessary 
ICT skills to use them for the purposes of work or consultations if the method 
involves apps or other platforms. Sometimes this is because those resources are 
all in English and people cannot understand them. Sometimes it is due to the fact 
that older people have no interest in learning about new things like ICT.  

Many respondents noted that even when and where the use of online communications 
methods was possible, they were not as satisfactory as in-person meetings, either with 
individuals or groups. Online methods are noted as being prone to distractions, and to 
needing more time and resources to conduct. 

The main consequences of the challenges were noted as being:  

- delays or cancellations to planned activities;  
- reduction in levels of routine service provision;  
- reduction in reporting information going to higher level authorities; and 
- local officials being unable to know and understand clearly the issues arising within 

their constituencies, and consequently not being able to respond appropriately. 

5.2 Analysis of the urban vs rural digital gap and the impact of the ICT challenges on 
vulnerable and marginalized citizens’ and communities’ ability to engage in democratic 
decision-making processes.  
While all respondents faced similar problems to some degree, the general consensus is that 
the problems were significantly greater in some rural areas. None of the responses 
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highlighted any significant differences between the rural and urban areas in terms of the 
nature of challenges experienced by officials when trying to conduct their work through 
virtual means. The differences were more in the scale, rather than the nature of the problems. 
 
The greater extent of the problems appears to result from two main reasons. The first being 
that in rural areas internet coverage is not fully in place, and even where it does exist it is 
sometimes poor quality, which impacts on communications. As noted by MPTC, there are 
some rural and remote areas of the country where basic electricity supply is not yet fully in 
place, which of course means that it is not possible to establish ICT infrastructure. The costs 
of extending service provision to geographically difficult areas are high, which almost 
inevitably means that the costs are passed on to users. This makes service less affordable for 
poor communities and a less viable business proposition for the service providers. 
 
The second reason is the capacity in rural areas of individuals to access ICT provision, even 
where it is in place. Again, this has two perspectives – first, that many rural people, including 
low level officials, are too poor to own a device such as a smartphone and pay the regular 
costs of accessing internet services. Second, even people who do have suitable devices do not 
have the skills to use them for purposes such as hosting or joining meetings to discuss local 
development issues. As one group summarized, compared to rural individuals, people in 
urban areas have: better access to internet services; more capacity to own smartphones and 
pay for internet access; higher knowledge of ICT; and more capacity to use social media to 
communicate. 
 
All of these factors have created a situation where in normal times the ability of community 
members, especially those in rural areas, to engage in democratic decision-making processes 
is highly dependent on them being able to come together in person with local officials 
responsible for seeking their input. Again in normal times, a key difference between urban 
and rural areas may often be a matter of geographical distance, in that urban communities 
tend to live much closer together, and can therefore come together more easily than those 
in rural settings. The necessary restrictions on how many people could meet together, and 
sometimes on travel, put in place to protect the population from the spread of COVID-19 
inevitably reduced the opportunities for officials to organize meetings and for community 
members to attend them. While the focus of many interviewees was on the negative impact 
circumstances had on service delivery, many were also concerned that planned consultation 
activities had not taken place and that they could not properly know and understand the 
issues of concern to their communities during this period. Officials at district, provincial and 
national levels all expressed concerns that, to varying degrees, it had not been possible to 
fully implement plans at commune level. 
 
The long-term impact of the reductions and delays of relevant activities on community 
participation in democratic decision-making is beyond the scope of this study. 
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5.3 Identification of the range of creative responses and solutions that have been 
developed to overcome challenges and determine practical and policy implications for 
the future.  
Many respondents overcame challenges through a range of practical solutions, some 
developed and refined through trial and error until they found what worked best for their 
needs to communicate and work with their constituents, superiors or subordinates. Few of 
the solutions can be classified as being at policy level, but are all relevant at practical level, 
and therefore worth sharing to help others who have perhaps not yet thought of these ideas. 
Some are also worthy of consideration for standardization.  
 
The practical solutions shared by respondents, in no particular order of priority or 
importance, were: 

- Improvement and extension of the One Window Service;  
- Choose the online apps with which most participants are most familiar;  
- Provide a short ICT training course for the target group, including how to join meetings 

on Zoom and how to seek a reliable internet supply;  
- Take time ahead of meetings or events to ensure those who will participate are able 

to use the relevant app or platform;  
- Split people into smaller groups to reduce complications during online sessions; 
- Utilize those who have good ICT skills to help their colleagues who do not, i.e. set up 

peer learning sessions; 
- Invite community participants to gather at a good internet coverage site where they 

can share the use of a smartphone in case some of them do not have one; 
- Involve community youth who are familiar and skilful with online apps to support the 

target group with ICT issues; 
- Appoint a focal person from the target group to learn and get coaching on the planned 

work and return to facilitate activity implementation in their community; and 
- Produce an instructional video clip on the process of activity implementation and 

share the clip with the target group. 
 

6. Recommendations 
While respondents did not offer many suggestions or recommendations for how to go 
forward and solve the challenges at scale, their responses to questions about what they had 
experienced and how they were or were not able to overcome problems clearly point to the 
need for significant ICT capacity development for the majority of groups responsible for taking 
forward the consultative aspects of the RGC reform programme for decentralization and 
deconcentration, and for delivering services to local communities. The recommendations 
resulting from the findings above are: 
 
At policy level: 

1. For the MPTC to continue and strengthen its encouragement and incentives for 
service providers to create nationwide coverage of service provision so that all have 
consistent, reliable and affordable access. This also requires the ongoing monitoring 
of the services provided to ensure equity and quality for users. 
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2. For the RGC to consider standardizing the tools and platforms to be used e.g. Facebook 
pages as SNA-commune-sangkat information centres, Telegram for information 
sharing, communications between individuals and small groups, and Zoom for larger 
meetings and training events. Where relevant, purchase official licences for the 
platforms to be used at scale. 

3. For the MPTC to find ways to make the selected and standardized tools and platforms 
available in Khmer. 

4. For the RGC to consider strengthening and extending One Window Service provisions 
and the digitalization of local public service accessibility. 

5. For the RGC to formulate guidelines for SNAs to establish and manage Facebook pages 
in ways that make them attractive and easily accessible to local community members, 
even those who do not have strong ICT skills. 

6. For the RGC to institutionalize basic ICT capacity development processes for all elected 
officials and staff in SNAs. This will require plans and budget allocation for the 
provision of relevant equipment, on-the-job training, and other capacity development 
activities, and possibly the employment of dedicated ICT staff in some offices.  

At practice level: 
7. For all stakeholders to review the list of practical solutions given at 5.3, above, identify 

and implement any new ideas that would be relevant for their work. 
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Annexe 
1. Questionnaire adapted and translated for different respondent groups 
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Annex 1: Questionnaire adapted and translated for different respondent groups 
 

# Question NGO 
U 

NGO 
R 

SNA 
U 

SNA 
R 

CM 
U 

CM 
R 

Un CC U CC R D/P 
U 

D/P 
R 

PM Oth 

1 What ICT challenges have NGOs and SNAs experienced 
when trying to conduct their work through virtual 
channels?  
េតប�� ្របឈម ICT អ�ីខ�ះែដលអង�ករេ្រករដ� ភិបាល និងរដ�

បាលថា� ក់េ្រកមជាតិបានជួប្របទះេនេពលព្យោយាមេធ�

ករងររបស់ពួកគាត់តមរយៈបណា� ញអនឡាញ? 

x x x x x x x x x x x x  

2 What are the consequences of these challenges? What do 
NGOs and SNAs expect will be the long-term impact of 
these challenges? 
េតអ�ីខ�ះជាផលវបិាកៃនប�� ្របឈមទំងេនះ? េតអ�ីខ�ះែដល

អ�ករពឹំងថា នឹងមានផលប៉ះពល់រយៈេពលែវងេចញពីប��

្របឈមទំងេនះ? 

x X x x x x x x x x x x  

3 What are the ICT related differences when working with 
urban and rural communities?  
េតមានភាពខុសគា� អ�ីខ�ះទក់ទងនឹង បេច�កវទិ្យោទំនាក់ទំនង 

ពត៌មាន េនេពលេធ�ករជាមួយសហគមន៍េនទី្រក�ង និង

ជនបទ? 

x x x x      x x x  

4 How can the challenges for rural communities be 
overcome, and prevented from increasing? 
េតសហគមន៍េនជនបទអច្រត�វេដះ�សយ និងទប់ស� ត់កំុ

ឱ្យេកនេឡងប�� ្របឈមេដយរេបៀបណា ? 

    x x x x x   x  
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5 What successful solutions have been identified and 
implemented? How can they be replicated? 
េតមានដំេណាះ�សយេជាគជ័យអ�ីខ�ះ្រត�វបានកំណត់ និងអនុ

វត�? េតេគអចេធ�េឡងវញិម�ងេទៀតេដយរេបៀបណា? 

x x x x x x x x x x x x  

6 What capacity development do stakeholders need to 
enhance both their own, and their target communities’, 
ability to better utilize ICT so they can actively engage and 
be included in decision-making on social protection and 
development issues in Cambodia? 
េតករអភិវឌ្ឍសមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បី

បេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដ

របស់ពួកគាត់ សមត�ភាពក�ុងករេ្រប្របាស់ បេច�កវទិ្យោទំនាក់

ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បីឱ្យពួកេគ

អចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករសេ្រមចចិត�េល

ប�� គំាពរសង�ម និងករអភិវឌ្ឍន៍េនកម�ុជា។ 

x x x x x x x x x x x x  

 
 
District, NGO, and Province. 

1- What ICT challenges have NGOs and SNAs experienced when trying to conduct their work through virtual channels? 
េតប�� ្របឈម ICT អ�ីខ�ះែដលអង�ករេ្រករដ� ភិបាល និងរដ�បាលថា� ក់េ្រកមជាតិបានជួប្របទះេនេពលព្យោយាមេធ�ករងររបស់ពួកគាត់តមរ

យៈបណា� ញអនឡាញ? 

2- What are the consequences of these challenges? What do NGOs and SNAs expect will be the long-term impacts of these challenges? 
េតអ�ីខ�ះជាផលវបិាកៃនប�� ្របឈមទំងេនះ? េតអ�ីខ�ះែដលអង�ករេ្រករដ� ភិបាល និងរដ�បាលថា� ក់េ្រកមជាតិរពឹំងថាប�� ្របឈមទំងេនះនឹង

មានផលប៉ះពល់រយៈេពលែវង? 
3- What are the ICT related differences when working with urban and rural communities? 
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េតមានភាពខុសគា� អ�ីខ�ះទក់ទងនឹង បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន េនេពលេធ�ករជាមួយសហគមន៍េនទី្រក�ង និងជនបទ? 

4- What successful solutions have been identified and implemented? How can they be replicated? 
េតមានដំេណាះ�សយេជាគជ័យអ�ីខ�ះ្រត�វបានកំណត់ និងអនុវត�? េតេគអចេធ�េឡងវញិម�ងេទៀតេដយរេបៀបណា? 

5- What capacity development do stakeholders need to enhance both their own, and their target communities’, ability to better utilize ICT 
so they can actively engage and be included in decision-making on social protection and development issues in their area?   
េតករអភិវឌ្ឍសមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បបីេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដរបស់ពួកគាត់ សមត�

ភាពក�ុងករេ្រប្របាស់ បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បីឱ្យពួកេគអចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករ

សេ្រមចចិត�េលប�� គំាពរសង�ម និងករអភិវឌ្ឍន៍េនកម�ុជា។ 

 
FGD for trade union 

1- What ICT challenges have trade unions experienced when trying to conduct their work through virtual channels? 
េតប�� ្របឈម ែផ�កបេច�កវទិ្យោទំនាក់ទមនងពត៌មាន(ICT) អ�ីខ�ះែដលសហជីពបានជួប្របទះេនេពលព្យោយាមេធ�ករងរ 

តមរយៈបណា� ញអនឡាញ? 
2- What are the consequences of these challenges? What does the trade union expect will be the long-term impact of these challenges? 

េតអ�ីខ�ះជាផលវបិាកៃនប�� ្របឈមទំងេនះ? េតអ�ីខ�ះែដលសហជីពរពឹំងថា នឹងមានផលប៉ះពល់រយៈេពលែវងេចញពីប�� ្របឈមទំងេនះ? 

3- What are the differences for working virtually with your members in rural and urban locations?  
េតអ�ីជាភាពខុសគា� ស្រមាប់ករេធ�ករជាមួយសមាជិករបស់អ�កេនក�ុងទីជនបទ និងទី្រក�ង? 

4- What are the particular challenges when your members are in rural locations? 
េតអ�ីខ�ះជាប�� ្របឈមពិេសសេនេពលសមាជិករបស់អ�កេនតមទីជនបទ? 

5- What successful solutions have been identified and implemented? How can they be replicated? 
េតដំេណាះ�សយេជាគជ័យអ�ីខ�ះ ្រត�វបានកំណត់ និងអនុវត�? េតេគអចេធ�េឡងវញិម�ងេទៀតេដយរេបៀបណា? 

6- What capacity development do stakeholders need to enhance both their own, and their target communities’, ability to better utilize ICT 
so that they can actively engage and be included in decision-making on social protection and development issues in Cambodia?   
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េតករអភិវឌ្ឍន៍សមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បបីេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដរបស់ពួកគាត់ ក�ុងករ

េ្រប្របាស់ បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បពួីកគាត់អចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករសេ្រមចចិត�

េលប�� គំាពរសង�ម និងករអភិវឌ្ឍន៍េនកម�ុជា។ 

FGD for commune councillor 

1- What ICT challenges have you as the CC experienced when trying to conduct your work through virtual channels? 
េតប�� ្របឈម ែផ�កបេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) អ�ីខ�ះែដល្រក�ម្របឹក្សោឃំុបានជួប្របទះេនេពលព្យោយាមេធ�ករងរ 

របស់ពួកគាត់តមរយៈបណា� ញអនឡាញ? 

2- What are the consequences of these challenges? What do you expect will be the long-term impact of these challenges? 
េតអ�ីខ�ះជាផលវបិាកៃនប�� ្របឈមទំងេនះ? េតអ�ីខ�ះែដលអ�ករពឹំងថា នឹងមានផលប៉ះពល់រយៈេពលែវងេចញពីប�� ្របឈមទំងេនះ? 

3- How can the challenges for rural communities be overcome, and prevented from increasing? 
េតសហគមន៍េនជនបទអច្រត�វេដះ�សយ និងទប់ស� ត់កំុឱ្យេកនេឡងប�� ្របឈមេដយរេបៀបណា? 

4- What successful solutions have been identified and implemented? How can they be replicated? 
េតដំេណាះ�សយេជាគជ័យអ�ីខ�ះ ្រត�វបានកំណត់ និងអនុវត�? េតេគអចេធ�េឡងវញិម�ងេទៀតេដយរេបៀបណា? 

5- What capacity development do stakeholders need to enhance both your own, and your target communities’, ability to better utilize ICT  

            so they can actively engage and be included in decision-making on social protection and development issues in your area?   

េតករអភិវឌ្ឍន៍សមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បបីេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដរបស់ពួកគាត់ ក�ុងករ

េ្រប្របាស់ បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បពួីកគាត់អចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករសេ្រមចចិត�

េលប�� គំាពរសង�ម និងប�� អភិវឌ្ឍន៍េនតំបន់របស់អ�ក។ 

FGD with community 
1- What were the challenges for you when trying to engage in social and economic development processes in your area during the COVID-

19 pandemic? 
េតប�� ្របឈមអ�ីខ�ះស្រមាប់អ�កេនេពលព្យោយាមចូលរមួក�ុងដំេណ រករអភិវឌ្ឍសង�ម និងេសដ�កិច�ក�ុងតំបន់របស់អ�កអំឡុងេពលជំងឺរតត្បោត 
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កូវដី១៩? 

2- What are the consequences of these challenges for the medium- and long-term impacts on your community? 
េតអ�ីខ�ះជាផលវបិាកៃនប�� ្របឈមទំងេនះស្រមាប់ផលប៉ះពល់រយៈេពលមធ្យម និងែវងមកេលសហគមន៍របស់អ�ក? 

3- How can the challenges for rural communities be overcome, and prevented from increasing? 
េតប�� ្របឈមស្រមាប់សហគមន៍ជនបទ្រត�វេដះ�សយ និងទប់ស� ត់កំុឱ្យេកនេឡងេដយរេបៀបណា? 

4- What successful solutions have you identified and implemented? How can they be replicated? 
េតដំេណាះ�សយេជាគជ័យអ�ីខ�ះ ្រត�វបានកំណត់ និងអនុវត�? េតេគអចេធ�េឡងវញិម�ងេទៀតេដយរេបៀបណា? 

5- What capacity development do you need to enhance your ability to better utilize ICT so you can actively engage and be included in 
decision-making on social protection and development issues in your area? 
េតករអភិវឌ្ឍន៍សមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បបីេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដរបស់ពួកគាត់ ក�ុងករ

េ្រប្របាស់ បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បពួីកគាត់អចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករសេ្រមចចិត�

េលប�� គំាពរសង�ម និងប�� អភិវឌ្ឍន៍េនតំបន់របស់អ�ក។ 

 
KII 2 district officials, 1 provincial official and 3 commune chiefs 

1- What ICT problems/challenges have you observed at the lower levels when trying to conduct work through virtual channels? 
េតប��  បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) / ប�� ្របឈមអ�ីខ�ះែដលអ�កបានសេង�តេឃញេផ្សងេទៀតេនថា� ក់េ្រកម េនេពលព្យោយាមេធ�

ករងរតមរយៈបណា� ញអនឡាញ? 
2- What are the consequences of these challenges? What do you expect will be the long-term impact of these challenges? 

េតអ�ីខ�ះជាផលវបិាកៃនប�� ្របឈមទំងេនះ? េតអ�ីខ�ះែដលអ�ករពឹំងថា នឹងមានផលប៉ះពល់រយៈេពលែវងេចញពីប�� ្របឈមទំងេនះ? 

3- What ICT related difference have you observed in lower-level urban and rural communities? 
េតភាពខុសែប�កគា� ទក់ទងនឹង បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) អ�ីខ�ះែដលអ�កបានសេង�តេឃញេផ្សងេទៀតេនថា� ក់េ្រកមៃនសហគមន៍ទី

្រក�ង និងជនបទ? 
4- How can the challenges for rural communities be overcome, and prevented from increasing? 

េតប�� ្របឈមស្រមាប់សហគមន៍ជនបទ្រត�វេដះ�សយ និងទប់ស� ត់កំុឱ្យេកនេឡងេដយរេបៀបណា? 
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5- What successful solutions have been identified and implemented? How can they be replicated? 
េតដំេណាះ�សយេជាគជ័យអ�ីខ�ះ ្រត�វបានកំណត់ និងអនុវត�? េតេគអចេធ�េឡងវញិម�ងេទៀតេដយរេបៀបណា? 

6- What capacity development do stakeholders need to enhance both your own and your target communities’ ability to better utilize ICT 
so they can actively engage and be included in decision-making on social protection and development issues in your area?   
េតករអភិវឌ្ឍន៍សមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បបីេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដរបស់ពួកគាត់ ក�ុងករ

េ្រប្របាស់ បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បពួីកគាត់អចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករសេ្រមចចិត�

េលប�� គំាពរសង�ម និងប�� អភិវឌ្ឍន៍េនតំបន់របស់អ�ក។ 

 
KII for SNDD leadership and officials (policy makers) 

1- What ICT challenges did you observe among others, and your own organization, when trying to conduct work through virtual channels? 
េតប�� ្របឈម ែផ�កបេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) អ�ីខ�ះែដលអ�កបានសេង�តេឃញ និងករ្របឈមរបស់អ�កផា� ល់ េនេពលព្យោយាមេធ�

ករងរតមរយៈបណា� ញអនឡាញ? 

2- What are the consequences of these challenges? What do you expect will be the long-term impact of these challenges? 
េតអ�ីខ�ះជាផលវបិាកៃនប�� ្របឈមទំងេនះ? េតអ�ីខ�ះែដលអ�ករពឹំងថា នឹងមានផលប៉ះពល់រយៈេពលែវងេចញពីប�� ្របឈមទំងេនះ? 

3- Did you observe or have reported to you any different challenges between urban and rural communities? 
េតអ�កបានឮ រយករណ៍អ�ីខ�ះដល់អ�ក ឬអ�កសេង�តេមលេឃញភាពខុសែប�កគា� ទក់ទងនឹង បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) េនេពលេធ�

ករជាមួយសហគមន៍ទី្រក�ង និងជនបទ? 

4- How can the challenges for rural communities be overcome, and prevented from increasing? 
េតប�� ្របឈមស្រមាប់សហគមន៍ជនបទ្រត�វេដះ�សយ និងទប់ស� ត់កំុឱ្យេកនេឡងេដយរេបៀបណា? 

5- What successful solutions have been identified and implemented? How can they be replicated? 
េតដំេណាះ�សយេជាគជ័យអ�ីខ�ះ ្រត�វបានកំណត់ និងអនុវត�? េតេគអចេធ�េឡងវញិម�ងេទៀតេដយរេបៀបណា? 

6- What capacity development do stakeholders need to enhance both their own and their target communities’ ability to better utilize ICT 
so they can actively engage and be included in decision-making on social protection and development issues in Cambodia? 
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េតករអភិវឌ្ឍសមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បបីេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដរបស់ពួកគាត់ សមត�

ភាពក�ុងករេ្រប្របាស់ បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បីឱ្យពួកេគអចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករ

សេ្រមចចិត�េលប�� គំាពរសង�ម និងករអភិវឌ្ឍន៍េនកម�ុជា។ 
 
KII for Telecommunication and Post  

1- What are the key services you and the ministry provide to the Cambodian people related to ICT? 
េតេសវកម�សំខន់ៗអ�ីខ�ះែដលអ�ក និង្រកសួងផ�ល់ជូនដល់្របជាជនកម�ុជាទក់ទងនឹង បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT)? 

2- We hear that the people living in some rural areas get less/poor access to ICT services? What are the key reasons? 
េយងឮថា ្របជាជនរស់េនជនបទខ�ះទទួលបានេសវ បេច�កវទិ្យោទំនាក់ទំnងពត៌មាន(ICT) តិច ឬពិបាក? េតអ�ីខ�ះជាមូលេហតុសំខន់? 

3- What do you think the ministry and government could do more of to ensure people in rural and urban areas have equal access to 
internet services? 
េតអ�កគិតថា្រកសួង និងរដ� ភិបាលអចេធ�អ�ីខ�ះបានេ្រចនជាងេនះ េដម្បីធានាឱ្យ្របជាពលរដ�ទំងេនជនបទ និងទី្រក�ង ទទួលបានេសវអីុនធឺ

ណិតេស�គា� ? 
4- What capacity development do stakeholders need to enhance both their own and their target communities’ ability to better utilize ICT 

so they can actively engage and be included in decision-making on social protection and development issues in Cambodia? 
េតករអភិវឌ្ឍសមត�ភាពអ�ីខ�ះែដលអ�កពក់ព័ន�្រត�វករេដម្បបីេង�នសមត�ភាពរបស់ពួកគាត់ផា� ល់ និងសហគមន៍េគាលេដរបស់ពួកគាត់ សមត�

ភាពក�ុងករេ្រប្របាស់ បេច�កវទិ្យោទំនាក់ទំនងពត៌មាន(ICT) ឱ្យកន់ែត្របេសរេឡង េដម្បីឱ្យពួកេគអចចូលរមួយ៉ាងសកម� និងរមួប��ូ លក�ុងករ

សេ្រមចចិត�េលប�� គំាពរសង�ម និងករអភិវឌ្ឍន៍េនកម�ុជា។ 



Ponlok Chomnes is a four-year initiative (2019-2023) to strengthen
the capacity of the knowledge sector and inform public policy

analysis and dialogue in Cambodia. In partnership with Australia’s
Department of Foreign Affairs and Trade, The Asia Foundation is

strengthening organizational and technical capacity among
Cambodian research institutions and creating an enabling

environment for policy dialogue.
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