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ABSTRACT

51 AAO OETechhology®&iObr N&v Ideololyd OEA +EUAAO aildeke@dl EEx A
Pakistan Tehreeke Insaaf (PTI) provincial government is undertaking a number of key
governance reforms focused on digitizing public service delivery in various provincial
government departments. This research atempts to investigate how digitization is affecting
bureaucratic efficiency, transparency and inclusivity in public service delivery in education and

health and what impacts are resultantly generated on organizational culture. Furthewhether
AECEOAI EUAOQEIT T EA nthé gigBAdaybdvarnnieii. @t BiterAptsGoQlo <o @O O

the perspective of public service providers, i.e., the bureaucracy and end users, i.e., the public

(school and college students and hospital paties). The study employs both qualitative and
guantitative methods to reach its findings. The findings of the study suggest that significant digital
interventions were made by the provincial government in both education and health sectors and

the Covid emergacy provided a big push to digitalization of government services. These
interventions are driven by the desire to generate policies based on evidentmsed data and to

optimize efficiency, transparency and accessibility of services. However, the ICT indddmpacts

on service delivery varied depending on the nature and the context of digitization interventions,

which resultantly had differing results. In the context of most notably the education sector, for

example, access to online tekearning servicesWA OA 1T Ei EOAA AU OOOAAT 660 A,
and paucity of funding, inhibiting IT infrastructure in public schools. Most of thehealth and

education einitiatives focus on registering online complaints, applying for d@ransfers, online

admissions, or prirting online forms, which makes it a managerial type of government, as

Chadwick and May suggest, measures that steered towards greater government control and less

public participation in policy making. Additionally, the propensity of significant groups beig left

out, either due to the nonavailability of resources, such as computers, internet, feedback booths

or accessibility being limited to ICT literate population only, leaves the aspect of biased data a

greater possibility. Since there is very litte pdf OE AAT AAT EAAOAOQEIT T AT A AEOA
AEOEI OiI AEAOUS6 cOi 6bh OEAOAAE OAh OEA DPOT OPAAO 1
visible. The findings also suggest that ICT induced transformations in bureaudkal 8 O
organizational cuture in terms of its values, expectations and practices also gives rise to
bureaucratic resistance and skepticism of ICT introduced reformsSuch limitations may prove a

AEC OOOi AT A ET OEA +EUAAO OAEEOOT EExA atf OAOTIT A
accountable, and inclusive services to the public.



PREFACE

The primary object of this research project was toexplore how the use of Information and
Communication Tools (ICT) is affecting efficiency, transparency and inclusiveness in service

delivery by the provincial bureaucracy in Khyber Pakhtunkhwa and making it undergo
organizational and cultural changes.Further, ET x AECEOAI EUAOET T AAZAEAAQC
Ci OAOT i AT 660 OAOOGEAA AAI EOAOU ET OEA bpeinédEl AA8 4
departments of Education and Health. The Khyber Pakhtunkhwa Education and Health
Departments spearheaded a number of policy initiatives focused on promotinggovernment in

schools/ colleges and hospitals with the aim to provide quality education red improved

healthcare to the residents of Khyber Pakhtunkhwa. The research team of the project collected

data through quantitative surveys, interviews, focus group discussions and analysis of
government documents, reports and other secondary sources of @a
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INTRODUCTION

1.1 Introduction

Governance in modern times has undergone significant changes in terms of policies and practices,
especially those designed to increase citizen participation in broader political processes. The
evolution of governance practices in the 20 Century and that of the 2% are made possible
primarily through growth in modern means of communications and techology. The state today

is heavily reliant on the Information and Communication Technology (ICT) tools to undertake its
responsibilities. This form of governance which relies on electronic communication devices, the
computers and internet to provide servi@s to the people and engage them in the sphere of politics
EO OAOI £A OAGI RAIAGCYTSrévolution is supposedly reshaping the concept of
governance throughout the world, but more so in developing societies, such as Pakistan, where
the government bodies, political parties, pressure groups and other institutions are increasingly
using electronic communication devices, the computers and internet to provide services to the
people and engage them in the sphere of politics and governan@&e subnational governments

in Pakistan, including the government of Khyber Pakhtunkhwa are undertaking a number of e
governance reforms in its various departments, including health, education and district
management offices for attaining the objectives of efficient, ansparent and inclusive service
provision in the province.

Pakistan was introduced into the egovernance system comparatively late than its regional

AT T PAOOETI 608 )O xAO E1 OEA UAAO c¢mnm j!O6CcOOOq OE
ITPolicU AT A ' AOETT 01 AT 6 A O EI AOCAOEI ¢ )4 OiT10 EI
Al 11T OOAA ET cripdA@il ADART IEOA OER AT O1 OOUSE ' EAUD
followed by the establishment of the Electronic Government Directorate (EGDhside the

Ministry of Science and Technology for initiating projects and providing guidelines and standards

El O Ol £OxAOA AT A ET £AOAOCOOQGANGOA AETO GEYO ABRKIUA & E'C
approved by the National EGovernment Council (NEGJprovided for introducing e-applications

in all government agencies, delivering efficient, cosffective, eservices to citizens and ensuring
transparency and accountability in government decision making (llyas, 2016: pp. 58). Very

O1 11T OEA-diAAGDIAMAN AGRA £ O CiT A Cci OAOT AT AA8 AO OEA
efficient cost effective and participatory service provision to the citizens was getting attention by

policy makers in the field (Ghayur, 2006).

The Pakistan Tehreeke-Insaaf (PT) two-time elected government in Khyber Pakhtunkhwa

O1T AAO EOO 110061 OOAAETTITCU EO 10600 TAx EAATITIT CI
broader view of egovernment to mean not just automation of government departments, but also

using technology0i B OT OEAA OEA DPOAI EA OA AAT O60OAI PDPIETO 1T
Pl AAET ¢ AT i1 O EOGEAO AT A ET AEOEAOGAI O ET OOAODPITO
AAAT O1 OAAET EOQUS j' T &£ +0 $71)4 xAAOEQKhDITEAQ8 4E
which was established in March 2004 and mandated with promoting and facilitating -e

governance initiatives in all government departments (G of KP, Science and Technology and
Information Technology website, n.d) lays out as its vision the prosion of efficient, diligent,

honest and transparent delivery of public services, which OO OT1 poi i 1T 6AO0 OA
Al T xAOIT AT 068 j' T &£ +0 S$EOAAOT OAOA | ABajoy &I O AOE



governance initiatives of Khyber Pakhtunkhwa government odined in its website include, e

Right to Information Act eRTI, eshowcasing (emarket for free online buying and selling of KP

industrial product), e-Complaint (registering of grievances online) and 4Recruitment (digitally

created repository for unemployA A U1 OOEQ -2j4') 71 R E«€CEOONT )1 &£ Oi AGE
OEI xAAOGET gmi I DIl AET+OT OCAOEAOAT AA 2RAADOENDI AB OOOGAI 8
these, EComplaint is a part of the Khyber Pakhtunkhwa Grievance Redressal System (KPGRS);

launched as an interactive platform, this mechanism allows ordinary citizens to register their

complaints and grievances online, get digital notification on the progress of complaints and
OAAOAOOAT ET A OOEDOICADAIA Ghdvdnde R&WAOBAR BUODAI 68 T
a phase wise implementation of this step, it was first introduced in health, education, police, local
government and revenue departments in Khyber Pakhtunkhwa and later on, is expected to be

extended to all provincial level departmé OO | ' -#1l ED+ AEOLHT ' OEAOAT AA 2AA
n.d).

The nature of the completed and ongoing-government projects reveals that some are focused

on creating IT infrastructure and others on provision of IT training. Some projects, including,

Online Hospital Management System for Lady Reading Hospital focuses eseevice delivery in

health areas. Others, such as Virtual Teachers for Schools in Khyber Pakhtunkhwa, establishment

of Science and Computer Labs in schools, System Analysis aneeRgineering programmes for
OAAOOGEOI AT O AT A POTITTOETT ET OAEiIT1 O OAOCAO OER
001 EAAOOBh 18A8Qq8 4EA Al AoGOoiiTi AAOAAOEIT EO
computers for learning of science subjects (Naveed, Novemb29, 2016). In higher education,

Online College Admission System for public sector colleges is hailed as a very convenient system

for students, which also enhances transparency in the admissions process (Mustafa, June 23,

2017). Other technologyoriented ADBOT AAEAO ET Ai OAA OEA O&6+0 [/ PAI
providing round the clock free WiFi facility to students at Khyber Pakhtunkhwa universities,

thereby enhancing prospects for youth empowerment and employment generation (lbrahim,

May 5, 2016). While th& A AECEOEUAOET 1T AT CACAI AT OO AOA AT EAT #
there is a need to understand how these are improving the efficiency, transparency and

inclusivity of service delivery in the province.

1.2 Literature Review

Use of technology is todageen as an off shoot of direct democracy in politics. Internet is now
supposedly providing a timeless and placeless paradigm of politics. Many developed and
developing countries have embarked upon the journey of-governance believing that ICT has the

power of reshaping governance. As such, technology has been credited with renewal of

AAT T AOAAU AT A OAOI AA AO Al OET OOOCOI AT O T &£ AAITA
272). The use of the internet as an active agent for participation in the politicakocess has been

defended on several counts. Internet provides a medium for participation in the political process,

whilst maintaining the secrecy of their private identities; the subjects could otherwise be
discriminated against by the state as being ingeble of participating in mainstream politics

j 3l EOEh ¢mpuqgs O)1 OAOT AO OOAEAAOOE AAT AOAT AEAI
subject to the limitations of size and place and scale. The internet can give more freedom in terms

of participation in political debates and decision making. The democratic governments have

access to a wide range of public views enhancing plurality which in turn allows the diffusion of

power among the political actors. This culminates in cultural, political, and rajious pluralism.



Such a plurality can otherwise be challenged in open spaces of political participation, where
divergent opinions could generate conflicts. Traditionally politics was considered as something
that would attract the older respondents. Data rom the Pew Internet Survey of online
communities (2001) shows interesting results as regards youth, traditionally a nopolitical
group. Youngsters are indeed slightly more likely to be in contact with political groups or
organizations online than other age groups (Gibson, Rémmele & Ward, 2004: p-5.

The ability of the internet and the ICT to meaningfully affect democratic governance, however,

depends on the ability of the governments to devise and implement appropriate policies for
OAECEOAIT <Cci OAOT T AT O AAT AT EATAA 1T 0 AOT AA AAI T AOA
iTTTuUu 11 OEA OOGA T &£ 1 AGAGO OAAET T 11 qatdyiesm@d Al Of
AOlI OOOAT OAODPI T OAOGGE j$0001TTh pwwwqs ! EOOOEAO A
cost of communication between the government and citizens and revitalized the representative

system by opening up channels to those who tradihally were not allowed to participate or had

constraints of leaving their homes. Among the many other advantages ofgevernment are

enhanced efficiency and competence, saving of time resources, improved communication and
coordination between governmentsand businesses and citizens, public facilitation through

online access to services, greater transparency and more accountability (Joseph, September

2015).

Some scholars consider information and communication technology as an essential requisite for
freedom. As such connectivity is indispensable for democracy and democratization of IT is
AAOI AGAA ET OEA DPOAOO8 4EA AT AO &£ O xEEAE )4 EO
influence of technologies in democracy and politics in the real sense (Welm. 2000. P. 149).
While the use of ICT in governance has certainly altered governments and governance, however,
the question about how far such an alteration has promoted democracy remains open to debate.
The reasons why the expectation of democracy pmotion through e-policies is not bearing fruit

is that these reforms may be burdened by prexisting biases and constraints of history and
ideologies and the technology procurement from private firms on limited budgets by states
compromises the use and prpose of such hardware (Chadwick and May, 2003: 274). The
establishment of direct communication between the executive and the citizens, internet voting
and consultations, it is argued may lead to partial erosion of the state; Bimber calls it a direct
action-politics dominating the society (Bimber, 1998).

There are several other limitations highlighted in the use of ICT tools in governance. For example,
it is argued that digital governance techniques may be more suited to an audience, who are
literate and have access to modern gadgets, which not only excludes the disadvantaged and
marginalized groups in the society, but also senior citizens, who often are obliged to get help from
customer service officers to access essential government services. Internet ams, electronic
hard wares, routers, connectivity devices, and the need for regular training, as well as costs
incurred on dissemination of IT tools of governance among the public are other prohibitions.
Cyber security issues and the resultant trust defit on applying for online services through
divulging essential customer financial information is also significant. The issue of hyper
surveillance of the public by the governments in the guise ofgovernance tools is also debatable.
And lastly, the govern AT 08 O | AT EDPOI ACETT 1T &£ AOGOAT OEAIT AAOA
transparency are important (Joseph, September 2015).



Despite the introduction of ICT measures, the participatory uses of the system are very rare as it
has become a oneaided flow of public information to the citizens. Econsultation is also not very
common; the Westminster Parliament undertook ten econsultations between 1998 and 2002
(Gibson, Lusoli, Rommele, & Ward, 2004:8). Another limitation comes from the indifference or
lack of response from the members of the parliament to the grievances or concerns of the citizens.
Neo-futurists believe that democracy can be made transparent by providing-mail to all. Politics

is made up of clashing values and ideas, desires and preferenaes visions of good life. It cannot
be made transparent through technology because it involves humans and human ideals tend to
change with time (Wilhelm. 2000. P. 153). A significant issue is cyber security of data and
information. There is a consensus tat the government information primarily leaks on networks,

xEEAE | AEAO OET &£ OI AGEIT 1 AAEACA AT 10011 AOEOEA
+EAT EAZAR *OT A ¢mpoeqs '1TOETTU "8 7EIEAIT ET EEO /
to Political 1 EAA ET #UAAOODPAAAG | ¢-govemapceli@itbisOE OAT U AE

The literature on egovernment extols its different dimensions for effecting accountability,

efficiency and inclusivity in the case of developing countries. In Bangladesh fexample, studies

report increased transparency, more information provision and smooth access to citizens as a

result of the introduction of electronic procurement and monitoring systems in four of its
departments. The pace of such initiatives inelectroA A1 1 U ET OEOAA OOAT AAOOS EI
o b ET ¢mpg O ¢cub ET ¢mpo8 3EIEIAOIURh )T AEAB80
Information or the RTI Act allowed citizens to request information from any government

authority, thereby helping to reduce corruption and improve transparency in public service

delivery (International IDEA, 2016). Further evidence from Sri Lanka also suggests that the UNDP
AEAAA ET OO1 AGAOGEIT 1 &£ O#EOEUAT 80 #EAOOAEsSal POT OEA
mechanisms and news monitoring to enable public officials to listen to citizens views
(International IDEA, 2016).

Other compatible evidence is more challenging. In a survey conducted on 1200 government
officials across 70 countries on the issue ofdw digital technology was transforming the public
sector operations and service delivery, an overwhelming majority argued about digital
interventions having a major impact on the governments, but a clear majority or around three
fourths of the respondentsargued that such digital technologies were disrupting the public
sector. It is interesting to note that most of these governments where surveys were conducted
were in their early stages of this journey. Not to mention the fact that around 70% of the
government officials accepted that they lagged behind the private sector ingervice delivery. The
study also indicated two drivers for this transformation: cost and budgetary pressures; and

Some of the published literature suggest that ICTs can be effectively utilized to enhance the
dissemination of information, ameliorate public service delivery, msure governmental

AAAT O1 OAAEI EOUh AT A AOET C ET AI OOEOAT AGO ET O0OAOI «
AT EAT AET ¢ OEA AEOEUAT 686 00000 AT A AT T EEAAT AA EI
information and communication technologies(ICT) in the public sector will enhance efficiency,

policy effectiveness and democratic values (OCDE 2003}.dgbvernance is regarded as a form of

good management and a step towards the New Public Management process in this information

and knowledge sociey (Tsankova, 2010). For example, Bhatnagar (2014) argues that since

governments are the largest providers of information and services to the people, therefore, their
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outdated methods of service delivery results in corruption and inefficiency. He suggestsat well-
designed egovernance projects with process reforms that target enhanced transparency and
accountability reduces the discretion vested with civil servants and in turn help enhance
efficiency and lower corruption (Bhatnagar, 2014, p 23). As conteredl by Rana et al., public
organizations in democracies are programmed to deliver services to the citizens and the more
the level of accountability, the more efficient the public service delivery will be (Rana et al., 2019).
ICTs are argued to ensure transgrency, particularly, by granting citizens access to crucial policy
related information and in this way allowing citizens to keep a check on the government. The
)y #40 AT AT OOACA AEOEUAT 06 DPAOOEAEDPAOEIT EIT ¢Cci OAOI
experiences between citizens and government. In this capacity;gevernance is an enabler for

citizens (UNDESA, 2018, p. 5).

Shim and Eom (2009), identify three traditional approaches to end corruption: administrative

reforms such as meritbased hiring ard promotions for the department; law enforcement

approach of punishing corruption through strict rules; and social change approach by capacity

building of citizens to participate in reform movements. In all these approaches, the two things,

against corruption are ensured by the ICTs. However, cultural influence can be a challenge to
openness and anticorruption drives (Carlo Bertot et al., 2010). That is why its argued that®) # 4 O

can be used to promote transparency in cultures that have a tradition of government openness and

OET OA OE Adwevérieffedtsi od ICH intervention on transparency is more evident in

Al 61 OOEAO xEOE A OOAAEOQEIT 1 £ 1 bAdarisph@r@y in & AOT T
democratic system enables people to participate more easily in the decisiaking processThe

institutions can only enjoy greater legitimacy and effectiveness as long as they remain fully
accountable to citizen8 j %001 PAAT O0AOI EAI AT Oh 1T8AQ8 )OO xAO |
Barnebeck Anderson (2009) talked about the introduction of IT system in the entire tax

department, to reduce contact between the tax collectors and taxpayers. This restructuring aimed

AO OAAOAET ¢ OEA 1 pPi OO0 EOEAO A1 O AOEAAO8 3EIE
(Bhatnagar, 2003), eprocurement systemsin Philippines and Chile, US government websites

giving access to data of government expenditure, file tracking system are all examples of how e
government has been used to reduce corruption and promote transparency (Anderson, 2009). To

Subhash Bhatnagar 2003) ICT initiatives can reduce corruption and ensure transparency by:

DOl OEAET ¢ ET & Oi AGETT 11 ci OAOT i1 AT O 001 AGh AEOE!
by monitoring government actions, spending; and evaluating government performance.

1.3 Problem Statement

While revolutionary steps in egovernance are being undertaken by the provincial government in

Khyber Pakhtunkhwa, there is a need to understand more specifically how suchgevernance

practices in public management is changing bureaucraticulture and ensuring a more efficient,

transparent and inclusive service delivery. There is a further need to analyze in what manner the
AEOEUAT 60 O0O0OOO 11 <ci OAOT i AT O EO AAET ¢ Ei DAAOGAA
bureaucratic culture is undergoing change. There is hardly any wlepth academic research

focused on how digitalization is impacting public sector performance. For Khyber Pakhtunkhwa,

there is a need to do a thorough study on how-governance reforms are impacting the delivery

of public services and which problems are limiting the effectiveness of such ICT tools of

governance. Unless bureaucratic adjustments to technology influences are not researched, it will
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be difficult to realize the goals of efficient service delivery and ggvance redressal, which are the
essence of a rational bureaucratic system.

1.4  Research Objectives

1 To investigate the use of ICT tools by the Khyber Pakhtunkhwa government in education
and health.

1 To explore the effects of ICT interventions on bureaucrat service delivery in terms of
efficiency, transparency and inclusiveness.

1 To understand the perceptions of the general public in Khyber Pakhtunkhwa about
bureaucratic conduct and service delivery through ICT tools.

1.5 Research Questions

1. How areeducation and health services delivered through ICTs in Khyber Pakhtunkhwa?

2. Are public sector technological interventions making service delivery efficient,
transparent, and inclusive?

3. (T x EO AOOAAOAOAAU Ei PAAOGAA xEOHoudib@ICAT EUAOE
usage in the public sector?
4. What are the different issues that hinder éGovernment efforts/ initiatives in service
delivery?
AEEOOT EExA C1T OAOT T .
T Oe

5. (I x EFAO AT AO OEA +EUAAO o0
PDAT PI AG8 OOOOO ET cCi1 OAOTT A
1.6  Justification

Digitization is perceived to ensure efficiency, accountability, transparency, better public service

provision and above all a corruptionfree Pakistan. The ICT interventions in Khyber Pakhtunkhwa

need to be understood for impacts on responsibkl accountable, speedy and inclusive service

delivery. Already, International Financial Institutions are emphasizing @overnance tools for

Ei DOT OAA OAOOGEAA AAI EOGAOUN & O AgGAi I Ah 7101 A "A
recommends essentiaC T OAOT AT AA OA&E O0i 6 O1 AT OOOA AEOQOEUAT &
through ICT tools and eprocurement for transparency and reduced corruption (World Bank,
March 18, 2019). For this, technology holds the key. Health and education are the moseasisi
services, whose transparent provision can improve public perception of the government. Modern
economists consider Education and Health as the key to improving human capital and ultimately
increasing the economic output of the nation (Almendarez, 2a1q8 4ET OCE OAEEOOAI
health spending of under 2 % of budget is very meager, however, the introduction ofhealth

initiatives at the tertiary level and basic levels will produce positive outcomes for ensuring a

healthy population (Naseem et al., 204). Similarly, investment in formal education is seen as an

investment in human capital, more worthwhile than physical capital (Psacharopoulos &

Woodhall, 1985). The main factors that keep children out of school in Pakistan are poverty

AT 1 AET AA qudit)h & edddations traditional style of teaching and corporal punishment,

long distances to schools and high studesd AAAEAO OAOQOET & j! i1 Uh &AA ¢mmyfr
addressed through ICT interventions. Furthermore, ICT interventions are crudiao check
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malpractices and ensure that public services are provided efficiently, transparently, and
inclusively to all people.

1.7 Theoretical Framework

The literature on digital governance outlines two broad approaches for identifying the

relationship between technology and society; namely, Technological Determinism and the Social
Constructivism/ Social determinism (Winner, 1980; Chadwick, 2006; Johnson & Wetmore, 2009).

The technological determinists argue that technology is an autonomous and powerful rée,

which determines society by producing direct and inalterable social changes. In this argument,
technology follows a linear path of progression, uninfluenced and unrestrained by the social and

political forces. Secondly, technology compels people anastitutions to behave in certain ways
(Johnson & Wetmore, 2009, pp.9®v 8 )1 OEA T PETEIT 1T & , AT CAIT 7E
is determined by carefully examining its design, history, and use. To him, artifacts have political

gualities perceived intheir specific design and arrangement, which in turn establishes patterns

of power and authority in a society (Winner, 1980). This argument can be extended to understand

El x )#40 OEADPA AT A OOAT O&l Oi CI1 OAOT i Afie6dati@ly OA1 AOE
with the government.

Conversely, the social constructivists contend that technology does not follow a natural or logical

order of progression, rather it is controlled by man. They maintain that society through interest

groups, laws, the economypolitical decisions etc. shapes and controls the design, production, and
dissemination of technology. Even the users of technology interpret and reinterpret technologies

using them for purposes for which they were not designed (Johnson & Wetmore, 2003)hdson

and Wetmore, argue that technology and society are intertwined and simultaneously influence

and even constitute each other. Although Winner, Johnson & Wetmore call Technologocic
technicalsystemd j 7ET 1 AOh pwynh Dpcon 98 Hawkver while@indeA O T OAh
believes that modern societies respond to technological imperatives, adapting human ends to

OAAET EAAT 1T AATON *TETOIT O 7AO0IT OA notsimplad T OEAC
assemblage of mechanical and electrical procesather it is complex systems of people,
relationships and artifacté | * T ET OT 1T ©Q 7AOiI 1T OARh c¢mnwh P wt g8 4

in which technology and society are interwoven. For example: technology can be used by
employers to subvert the autonany of employees; it can reinforce or break down racial
classification; and can be associated with lofty goals like equity, security and progress. Therefore,

OEAU OOOAOO OEAO Oi AOAx A TETA AAOGxAAT OEEICO
everytt ET ¢ 11T OEA 1T OEAO OEAA 1T &£ OEA TETA AO OO1 AEA
Wetmore, 2009).

In a similar line of argument, Andrew Chadwick contends that to stick to any of the two
assumptions or approaches would be difficult. He asserts thdtis too convenient to assume that

the effects of technology on society can be understood just by examining its innate properties.
Similarly, it is equally problematic to assume that features of technology have no bearing on how
it may be used politically A more balanced position would be to recognize that technologies have
political properties, simultaneously placing their use in political context (Chadwick, 2006).

Chadwick examines in detail the influence of communication technologies on power, citizen
participation, political parties, pressure groups, democracy, public bureaucracies, social
movements, internetenabled citizen activism, community empowerment and global governance.



He also discusses the issues of governance, political apathy, surveillanpgvacy and security.
Internet technologies are being used by the civil society and the governments simultaneously to
posit their point of view. The flow of information is quick and cheap but again is restricted by
government surveillances and public aptny (Chadwick, 2006). Like Winner, who believed that
some artifacts are inherently political in nature shaping the patterns of power and authority in

OEA Oi AEAOUh #EAAxEAE O1 AAOOOGAT AO 1T Ax Aiii Ol EAAC
existinpl | EOEAAT AT 1 OAgb8 (A AOOOI AO OEAO OEA ODBi i EC
OEA OAAETTITCU EOOAI £ ATA EOh ET DPAOOh OOOOAOOOA

p 122; Chadwick, 2006, p 20).

In the realm of egovernance Andrew Chadwick and Cristopher May (2003) identify three models

of e-interaction between states and citizens. The three heuristic models of interaction include the

Managerial mode] the Consultative mode&nd the Participative model TheManagerial modelis

characterized by the provision of information to the public more efficiently through the use of

ICTs. TheConsultative modelfocuses on communication between citizens and government.
particularly, communicating the opinion of citizens to the governmentirectly without involving
intermediaries. In the Participative mode| the citizens are truly active and participate in
government affairs. However, this interaction and participation takes place through multiple
associations, actors and platforms. Therefe, this is a multidirectional interactive model

(Chadwick & May, 2003). The -governance initiatives by the Khyber Pakhtunkhwa can be

01 AROOOT T A OOET ¢ #EAMXAEGEOEAT A #ADD@®I OAOEOA 10
Interaction8 & ) O Erddndhow férartidipath/d the practice of egovernance in Khyber
Pakhtunkhwa is and to what extent it follows the general path of information dissemination alone

and discourages an active engagement of citizens in consultation and participation. For ewde,

OEA EAAEI EOU 1T £ AEOEUAT 08 T1T1ETA ATibDlIAET OO0 AAIl
communicate their grievances to department concerned and give feedback on government
OAOPT 1T OA O COEAOGAT AA OAAOA O Gdnbuliatiok In makibd &nd OEA A
OOTTEI ¢ OEA AEEEAOAT O APDPI EAAOEIT O OAI AET 1TEIEO
argument that democratic interaction is being sidelined by managerialism.

The theory of Critical Realism that emerged in 1970s in UK, thiRoy Bhaskar, Margaret Archer

and Andrew Sayer and others can also be used as for theoretical understanding of the ICTs in
governance. The complexity of how and why things work or do not work in the public sector can

fall under the ambit of critical reaism. Public service delivery happens in the social reality where

OEET CO AOA ET OAOCATTT AAOAA8 *0OOO AO OEA AOOAAOGAOA
where they work, similarly the manner citizens act affects the social setting where thewaé.

Neither the bureaucracy nor the ordinary citizen lives in isolation; they are part of the

I OCAT EUAGEITAT 10 O1 AEAl OUOOAI xEAOA OEAU xI OE
the decisions of people which create a social reality (a consgus of attitudes, opinions and beliefs

held by the society). Whether they decide to accept and use the technological interventions will

create an organizational and social reality. It is not an individual decision but an organizational

or social decisionx EEAE AAT AOAAOA A OAAIT EOU8 )1 EEO AOOAU
as in 1872, confirmed automatic machinery to be more despotic than the capitalist class (Winner,

1980).

&1 OAAQOI 0860 OAEODI OEOEAS 1 O O AcepReliiis®diveandAO OOA
institutional mechanisms and knowledge structures in the society which either augment or
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ICTs have tended to preserve the use of powdsy the bureaucracy by not overturning the

processes, such as the hierarchical movement of communications between authorities, of
permission, of compliance and of refusal or denial. It only renforced the system by providing a

ubiquitous access to the usef power. The mechanisms or apparatuses of ICTs possess the power

to generate movements by giving an impetus to the values and moralities that are upheld by the

political system or the society at large.

The values of efficiency, transparency and inclusaness perceived in Khyber Pakhtunkhwa

T OAOT I AT 660 OAOOEAA DPOI OEOETT AOA OAEA O AA 1/
delivery in terms of better management of resources, the quick delivery of services and the

provision of quality services ae said to be enhanced by the apparatuses of ICTs. Similarly, ICTs

are also claimed to enhance transparency in terms of openness of government actions, activities

and information to the general public. Justice as the value ethic of government agencies isvah

in its principle of inclusivity: the ability to provide services to all regardless of their language,

religion, culture, ethnicity, area of habitat, their political affiliations and above all their social

condition. An in-depth search for reality as towhose interest these ICT technologies serve and

who is excluded or included are critical. Just as Kihn (2019) is worried about the dominant

narrative in education technology of finding out and implementing universal technological

solutions supported by the inventions of Silicon Valley. He calls these narratives as deterministic

in their approach. This deterministic approach encourages forces other than our free will to

Ci OAOT 1060 AAEAOEI On OEA +EUAAO OAEEOOI HExA CI1 0O
AADAAEOU T £ OOAT O&I Oi ET ¢ OEA cCci OAOT I AT 6O OAPPAOA
AT A OOPAOOEOETI ¢ 1T OO0 AAOETT Or AARAEAOET OO0 1T OAO xEE
OEA 1T CEAAI DOEI AAU 1T £ OEA A R&d159);@dogtimg his eA®, o@EA 11 O
AAT OAU OEAO OEA 1 AT OAl AEODPI OEOQEIT 1T &£ x1 OE AU
the 21stcentury reinventing government narrative of David Osborne and Ted Gaebler. So, to bring

OEEO OAAT T Oi Aditd intéentiéh$ dreOneckdsdiyh Dightifation hence becomes the

new normal; any defiance will be regarded as abnormal. This brings us to what the technological
determinists would say that technology compels people and institutions to behave in certain wsa

(Johnson & Wetmore, 2009).

1.8 Methodology

Since the research questions were exploratory and analytical, therefore, the research made use

of Mixed Methods of Data collection from qualitative as well as quantitative sources. Mixed
Method designs are useA AAAOOA OOEA AEAIT 1 Al CA-Busetl 40d &teb1 AT AT (
ETTT OAOEOA DPOAAOEAAOh OOAAOQI AT OOh ET OAOOGAT OETT O
for a single methodological approach to be adequate (Palinkas et al. 2015, pp. £8%4). The

research is evidence based and exploratory because it explores the use of various ICT tools by the

Khyber Pakhtunkhwa government for service delivery. It is analytical because such ICT
interventions are analyzed to understand in what manner and to what extd service delivery is

becoming more efficient, transparent and inclusive and whether if any organizational and cultural

changes are taking place in the provincial bureaucracy. And by way of extension how far the

POAI EABGO 00000 ET @ tuith ICT isph. Theibasit Bemis©beting dsingNM

research design is that combining more than one type of data source provides a fuller
understanding of the research problem than a single or monmethod approach (Guest, Greg &

9



Fleming, Paul, 2015, pp 58%10). This involves multiple research phases and helps enhance the
study with a second method (Creswell and Plano Clark, 2011, pl117). Since research methods
are like a kaleidoscope revealing different colors and configuration of objects to the reseassh
(Denzin, 2017, p. 298342); therefore, a mixed methods approach had been identified for this
research as seen ifrigure 1.

Figure 1: Triangulation Mixed Method of Data Collection

METHODS SOURCES

. e 1- Government Docs
1- Document Review (KP ICT policies)

(Content Analysis)

.. - . 3- Citizens who use IT
3- Survey Questionnaire 2- Qualitative Semi- tools to get Govt. 2- Government Officials
(Quantitative SPSS structured interviews services
Analysis) (Thematic coding)

(Purposive sampling)

(Mall-Intercept Survey)

Since the research employed TriangulatioDesign: Multi-level model, the following line of action
was adopted:

LEVEI-1

In Levell, secondary data was explored. Besides the published literature, books, journals, reports
and newspaper articles, official documents were decoded, including tikyber Pakhtunkhwa ICT
Policies and other related policy outlines. Secondary literature review helped in understanding
the key variables and concepts,-government, efficiency, transparency, inclusivity, bureaucratic
culture and the like. Besides informatn on and knowledge about the working of ICT tools as
reported in print and social media and on government websites was also collected. Content
analysis of KP Government policies was carried out, such as the Khyber Pakhtunkhwa ICT Policy
2015-16; Khyber P&htunkhwa Digital Policy 2018-23; PMRU Good Governance Strategy 2019
and other related policy outlines. Interview Questions were drawn, and survey questionnaires
were developed under relevant themes. Sample size and sites were also finalized in education
and health. Research assistants were utilized to submit letters and arrange for official
permissions to conduct interviews and survey gquestionnaires. The researcher and her team
conducted all the interviews. The survey team consisted of 10 enumerators inding the
researcher herself.

LEVEL-2
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In Level2, primary data was collected through qualitative semstructured in-depth interviews
from official respondents (BPS 17 and above executive officers who were involved in policy
making and execution) selected Hrough purposive sampling from two sets of government
departments: firstly, from provincial government IT focused departments, including Science and
Technology & Information Technology department (ST&IT), Performance Management and
Reforms Unit (PMRU), andKhyber Pakhtunkhwa Information Technology Board (KPITB); and
secondly from provincial government service providing departments, including education and
health. The IT departments generate, facilitate, promote and regulategovernment activities in
the different government departments at the provincial level. In education, Elementary and
Secondary Education Department (KPESED), Education Monitoring Authority (KPEMA), and
Higher Education Department (HED) and in health, Directorate General Health Servicegalth
Department, Lady Reading Hospital (MTI), Peshawar (Deputy Director IT) and Ayub Teaching
Hospital, Abbottabad (Director Hospital & Deputy Director IT) were targeted for interviews. The
reason for choosing education and health departments was that rabof the key ICT interventions
are taking place in these and are highly publicized by the provincial government. These
AAPDAOOI AT 6O AOA OEA DPOEIi AOU OAOOEAA DPOI OEAAOO
on government is most significantly impated by how these departments perform their functions.
The goal of qualitative research is the attainment of saturation. Researchers have suggested
different sample sizes. For example, for grounded theory, Morse (1994) suggested-30
interviews, and Creswdl recommends 20630 interviews. In phenomenological research, Creswell
(1998) suggests 525. Under this research, 25 interviews/ FGDs were conducted. All the
interviews were audio-recorded with the permission of the respondents except 3; where
permission was not provided, the information was recorded through descriptive field notes
Analysis and syntheses of the interviews helped find further themes/ patterns that emerged in
participants' experiences and connection between the experiences. Ségpendix A for
Education Interview Questions and Appendix B for Health interview Questions arranged
thematically. The respondents were also given a consent form. S&ppendix Cfor the Consent
Form). The results of the research will be shared with the participating ingutions.

Table1: Details of Research Data Collection

Data Collection Education Health IT focused Total
Department Department Departments:
ST&IT; PMRU;
KPITB

Interview 4 7 3 14
FGDs 6 1 4 11
Survey sites 8 2 - 10
Survey 201 (Approx. 100 104 - 305
respondents each from

KPESED & KPHEL

11
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LEVEL-3

In Level3, Survey Questionnaire was used to collect data from a sample size comprising of 305
respondents. The rationale for choosing a 300 sized sample was to representeiqual numbers
the end users from secondary level education (schools), higher level education (colleges) and
major tertiary hospitals. The aim was not only to understand the penetration of ICT tools among
end users, i.e., students and patients, but to knokow far service generation through ICTs had
ET ACAAOAA AEOEUAT 860 00000 ET OEA bpOi OET AEAIT i 0,
perception and thinking is survey research (Morgan, 1997)The Survey contained questions on
OAODPT 1T AAT OB 6s, akalldbilityCabd\ddeds to digital devices, internet, electricity, etc.,
and a likert scale section to understand impacts of ICT tools. This survey was uploaded Kobo
Toolbox, data generated was processed through SPSS software and generalizations weraed.
See Appendix D for Education Survey Questionnaire andAppendix E for Health Survey

Questionnaire.

Since the research focused on performance and service delivery through ICTs in 2 critical
government departments, therefore the site selections wermade keeping in view these service
providing departments. Two major districts of Khyber Pakhtunkhwa, including Peshawar district
and Abbottabad district were chosen for data collection. In education, total 8 institutions
representing secondary and higher econdary (4) and college education (4) were selected from
Peshawar and Abbottabad that had the highest enrolments of students. Out of these, 2 were boys
and 2 were girls institutes. Around 25 respondents were chosen from each of the 8 survey sites,
bringin g the number of total respondents to around 200. Systematic random sampling techniques
were adopted to select respondents in schools and colleges. 2¢xpendix Ffor education survey
sites.

In health, one tertiary hospital in Peshawar Lady Reading HospitaMedical Teaching Institute
(MTI) and one in Abbottabad Ayub Teaching Hospital (ATH) were targeted. Both these hospitals
were chosen because of the fact that these provide health care to thousands of patients daily. A
total of 100 surveys were conductedrom these two hospitals: 50 from each hospital site. The
survey respondents in the hospital were primarily either patients or their relatives who
accompanied them to hospitals for seeking medical attention. Sé@pendix F for health survey
sites. The nonprobability convenience sampling was adopted for hospitals because it was more
appropriate for mall-intercept survey methods (Malhothra, 2010, p 377) and it has also been used
by researchers working on the public perception of service delivery by governmeal
departments (Moletsane, 2012).

Permission request letters for data collection were issued by the Department of Political Science,

University of Peshawar to the concerned departments/ organizations to facilitate the researcher/

research assistants withthe scheduled interviews and survey questionnaire. Several visits were

made to the concerned departments to dispatch letters, get receiving letters, undertake follow up
OEOEOO OiF OAAE DPAOI EOCOEITO AT A AT 1T AOAQespid OAOOEA
several visits to their offices. Separate letters were sent to the departments asking for permission

to conduct surveys which was also a timeonsuming process. All the related protocols were

followed while conducting interviews and surveys.

12



1.9 Pre-Empirical Conceptual Framework

4EA OOOOGAU AEI AA OI OOOAU OEA OAI AOGETTO
AT A OEI POT OAA OAOOEAA AAI EOGAOUS 11 1
variables under this study included:
Independent Variable:
ICT interventions in service delivery
Dependent Variables:
Improved performance of the public sector (efficiency, transparency,
inclusiveness)
Citizen perception and trust
The type of causal relationship indicated in the research is that of causal chaip®ne cause
triggers an effect, which triggers another effect. Sddagure 2 below.

Figure 2: Pre-Empirical Conceptual Framework of Causal Chain

Independent Variable Dependent Variable Dependent Variable

! ! !

Efficient,
ICT Transparent &

Public
Satisfaction &
Trust in
Government

Intervention in Inclusive

Public Sector Service
Delivery

1.10 Operationalization of Terms

Transforming/Transformation

4EA OAOI O OOOAT OFI OIT ET C86 1T O OOOAT O OI AGET T8 #A& O
OOAT O&I OIf AGETT Ohd xEEAE ET AT OAAOG 110 11 ey, OEA OA
but also the changes that result from such initiatives in the organizational practices, processes,

skills, approaches, capacities and culture (work environment) of the bureaucracy in Khyber
OAEEOOT EExA8 (AOO AO Al jcEPdaQq DBAAT OEEOI ACEBET AD «
I £ OAAETTITcu OF ATEATAA A AT T PATUBO AAPAAEI EOF
structural changes in organization in terms of skills needed to exploit new technology, improved

processes, new approaches irterms of collaboration with new actors, competitors and

customers; and changes in the financial capability of the organization. Hence, the paper uses the

OAOi OOOAT O&I Oi ET ¢c6 ET OEA AT 1 OA@O 1T £ OAECEOAT (
3)h OAOI OAECEOAI EUAOET 1856
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Efficiency

7A A 1117 x (AOAAROO 3EITT680 jpwwxgqh O AROOOAT AET ¢
achieving the desired objective for the lowest costs; he argues that such efficiency come primarily

from correct administrative decisions. In economics and organizational analysis, efficiency is a

measure of the input a system requires to achieve a specified output; a system that uses few
resources to achieve its goals is efficient, in contrast to one that wastes much of itguit

j' 01 001 AT h ¢mpwQ8 41 2EAT AU AT A BEITT | pwoyQh

i AGETI EUA OEA AOQOOGAETIT AT O 1T &£ OGEA ci OAOT 1 AT OA1 1T AE
1 EIl EOAA OAOI OOAAO OEAO AOA AOAFHMbrAhA pubpdse pfhiS AT AU A
OAOAAOAER A AUT Ai EA AECEOAI OOAT O&I Oi AGETI T EIT OE

in terms of first, better coordination, connectivity and teamwork in processes and practices;
second, optimized decision makingdlear objectives); third, citizencentric services (serving the
people); fourth, value addition, (by introducing new services or improving the old ones); and last,
resource efficiency (minimum input versus maximum output ratio).

Inclusiveness/ Inclusivity

AEEO OAOAAOAE O1 AAOOOAT AO OET Al OOEOAvArGNGRAt AO OE
initiatives. Basic public services, such as security, health, education, water and sanitation, sound
infrastructure and utilities important for improving the quality of life (UN DESA, 2018) should be

available to all, leaving no one behind. However, there may exist a negative correlation between
AECEOAT OOA AT A O1 AEAT ABAIAOODIEN M hidT IABDIOA OERDARAO &
digital divide, when sections of population face social exclusion because of lack of devices or
insufficient net access (UN DESA, 2018). UNGmvernment knowledge database considers-e
participation of citizens as a cornerstone of socially inclusive governance. Inclusive- e
participation initiatives have 3 goals: to improve citizens access to information and public

services (Einformation sharing); to promote citizens participation in public decision making,

enabling citizens to cedesign policy options and ceproduce service omponents and delivery

modalities (E-decision making); and to interact with stakeholders and engage citizens in
deliberations on public services and policies (EEonsultation) (UN eparticipation Index, n.d.).

Transparency/ Accountability

ICTs can improve tansparency by providing access to information, which also increases
accountability and makes it possible to c@reate public services and collaborate on evidenee
based decision and policymaking, both across the silos of national government as well as asro
borders (UN DESA, 2018, P 5). According to K. M. Lord (2006), transparent governments produce
more information and share much of the information. For the purpose of this research,
transparency means three things: the public servants should follow ruleand regulations while
making and enforcing decisionspeople who are affected by government decisions and actions
should have access to information, especially for grievance redressal; information should be
available in an easy and comprehensible manner ithugh accessible medifUNESCAP, n.djSee
Figure 3 for Mind Map on Efficiency, Transparency & Inclusivene}s
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Figure 3: Mind Map on Efficiency, Transparency & Inclusiveness in Service Delivery
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CHANGING THE FACE OF PUBLBERVICE DELIVERY IN KHYBER
PAKHTUNKHWA: DIGITIZATION OF EDUCATION

2.1 Introduction

0" OET ¢ AEAT CA OEOI OCE AAOAAOQEIT JemsafRTI) goehmdni OOT 1 4
in Khyber Pakhtunkhwa. In the general elections of 2013, the Pakistarehreeki-) T OAAAS O | 04
Al AAGET T AAI PAECT xAO AOEOAT AU O1I T CATO 1T £ OET AI
AT OAAOGAAOGEITT Ai AOCAT AUd xAO AAAI AOGAA ET OEA Ex

power. This led to emphasis on fresh ediational reforms, digital education being one of them.
The set of educational reforms that the PTI government focused included: teacher recruitment
through the National Testing Service (NTS) system; change in textbooks of schools;
transformation of theexd ET AOET T OUOOAI N OAAAEAOS8O DHOIT I T OEIIT
reconstruction of schools (Fazal et al., 2014). In 2018, the PTI formed a second government in the

DOl OET AA AT A OAO 100 EOO AAOAAOQCEIT AT e@B8cmboi O ET
document, which presents a comprehensive -§ear blueprint for education in the Khyber
Pakhtunkhwa. This blueprint envisages an education system which is fair and provides equal
opportunity to enable every child to achieve their full potential regardles of their economic

status, gender, location or disability; thereby creating a fairer society (Education Blueprint 2018

2023, KPESED).

The Education Department of the Khyber Pakhtunkhwa government was divided in July 2021
into two separate departments: the Elementary and Secondary Education Department
(KPE&SED) and the Higher Education Department (KPHED) that deal with school and college
level education respectively (GoKP Higher Education Department, n.d.).

2.2 The Khyber Pakhtunkhwa Elementary and Secondary Education
Department (KPESED)and the Higher Education Department (KPHED)

The KPESED (ese.kp.gov.pk) Logh,A 6 AJ sAbAkiey leay (Education for all) represents the
+EUAAO OAEEOOTI EExA Ci1 OAOT I A1 660 DPOET OEGnsini £ AGO/
the province. Within the KPESED, there are additional connected institutions tasked with

different responsibilities in the field of school education in the province. For example, the

Education Monitoring Authority (KPEMA), the Education Sector Refors Unit (ESRU) and the

Private Schools Regulatory Authority (KPPSRA$eeAppendix U for information on Additional

Institutions Connected with the KPE&SED. ThEPESED is responsible for Primary (15539),

Middle (2089), High (1693) and Higher Secondary (513%chools.SeeAppendix W for KPESED

School System.

KPHED also called the Higher Education, Archives and Libraries Department is composed of three

attached departments: Directorate of Higher Education (dhe.gov.pk; website not furnished with

any detail); Directorate of Archives and Libraries (kpdal.gov.pk); and Higher Education Teachers

Training Academy (HETTA) (no separate website). Othallied institutions, besides DoHE and

HETTA, include Project Management Unit, Higher Education Regulatory Authority (HERA
Educational Testing and Evaluation Agency (ETEA), Frontier Education Foundation (FEF), and
Employee Education Foundation (EEF) (HED GoKP, c, n.d). The HED welfbitd.gov.kp.pk)

i AT OETT O DPOI OEOCETT 1T &£ OAEE OAAADBENIOAS EOBORAOR AC
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I OEAT OAA Al OOOAOGE -AGNOADA ARGATTTI B USI TAO KOEQRA pOODT OA
(HED GoKP. a, n.d.). SAppendix V for Additional Institutions Connected with KPHEDAround

189 colleges, employing more than 5531teaching staff with around 164,886 students are

managed and controlled by the HED (HED GoKP. a, n.dee Appendix X for KPHED College

figures.

23 |'s Technology the Silver Bul |l et for Educ
from the Field

The following analysis draws on findings generated from the service providers end, i.e., the
AAGAAOGEIT AAPAOOI AT O 1T £ZZEAEAT Oh AO xAll AO OEA [
initiatives are improving efficiency, transparency and inclustity/ accessibility in service delivery.

4EA OARAOOEAA DPOT OEAAO3O PAOOPAAOEOA EO AOAxIT £EOII
officials from both the abovementioned Education Departments and their affiliated institutions.

The end user, i.e publi perception about ICTs and impacts on services is based on data from
guantitative survey questionnaires collected from students at leading public schools and colleges

in Peshawar and Abbottabad districts. Secondary data sources are utilized to complement

contest the claims generated from primary data sources.
Y #40 AT A 0071 OET AEAT "1 OAOT 1 AT 080 $SECEOAI G6EOEII

All the respondents from the two Education Departments of KPE&SED and the KPHED
underscored the importance of ICTs in education in thight of the necessities of current times

(A. Khan, personal interview, July 5, 2021; S. M. Khan, personal interview, July 14, 2021; A. A.

Khan, personal interview, July 14, 2021). Generally speaking, the officials expressed confidence

in the current provincial government possessing enough enthusiasm and innovation to bring ICT

related changes in service delivery, including education (S. I. Hussain, M. Nasir & M. Ghufran, FGD,

July 15, 2021; A. A. Khan, personal interview, July 14, 2021; S. Hussain & NanKFGD, July 14,

2021; S. M. Khan, personal interview, July 14, 2021). To quote the Director Education

-AT ACAT AT O )1 & Of AGETT 3UOOAT j %-)3Qq ET +0%03%$F
[PTI] government, especially our Minister [E&SE] and awsecretary [E&SE] are highly committed

Oi EO6 38 -8 +EATh 0AOOITAI ET OAOOEAxh *OI U pr1
provided by the Corona pandemic for giving a push to government efforts for digitizing the

education sector in KhyberPakhtunkhwa (S. M. Khan, Personal interview, July 14, 2021; A. A.

Khan, personal interview, July 14, 2021Sohail, personal interview, July 30, 2021 A former

secretary of E&SE as well as HED, citing Chitral and Kohistan emphasized that IT in educatios wa

highly needed in their province where geographical terrain and sparse population in the
mountainous regions made it difficult for the government to establish schools in far flung areas

(A. Khan, personal interview, July 5, 2021). The Minister for Higheétducation, Mr. Kamran

"AT CAOE Al 01 AAAI AOAO I-dodetdrheht te€hBofody isGstdp tdvardsT D OET 1
CiTA Ccl OAOT AT AA AAPAAEI ECEAO | /feebBidirk b BAKPESEG AT EUAC
& KPHED Digital Initiatives.(see Appendix Glor The KP Government ICT policy 20136; KP

Digital Policy 20182023; and Good Governance Strategy (PMRU 2019)).
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Figure4: Digital Initiatives introduced by KPESED & KPHED
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Efficiency, ICT Tools and Service Deliveryin Education

Figure5: Figure 5 Show Survey Outcomes of Likert scale statements on ICTs and Efficiency in Service
Delivery
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ICTs, itis claimed by education officials, have improved the standard of education in government

schools (K. A. Afridi, personal interview, July 30, 2021; S. M. Khan, personal interview, July 14,

2021); the Secretary HED termin the digitization programmeA O DOEI AOEI U Al OF
DOl COAiI i A6 j$8 +EATh DAOOITAI ET OAOOEAxh *0OI U o
reduce human interventions and avoids human discretion in official working, ensuring quick

disposal of work (D. Khan, personal interviev, July 30, 2021).To officials, improvement in
organizational efficiency through ICTs is seen as sharing of official data on WhatsApp, which

helped the officials connect and share timely information with each other. Such official
correspondence and coordiation were even taking place in off timings too, as the Secretaries

message beforehand to subordinates to prepare presentations and share information even on a

AAUGB O (Jd 14b&l Enll A Khan, FGD, August 8, 2021); arguingitto @A OU C1T Teht | AT AC/
O1T {Jlldbal and T. Khan, FGD, August 8, 2021). Besides WhatsApp, the emails are also seen as a

swift ICT communication medium for sharing official dispatches (A. A. Khan, personal interview,

July 14, 2021).

The Smart Board Challenge

On inquiry about important digitization projects in government schools, the KPE&SE department
officials spoke enthusiastically aboutthé On e Sc r e gan’Interpative jvhete Hoard also
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termed the Smart Board TechnologytSBT], under which as reported most of the siect contents

in higher secondary schools were placed on a digital platform accessible to teachers and students

alike (S. Hussain, & W. Khan, FGD, July 14, 2021; S. M. Khan, Personal interview, July 14, 2021; A.

A. Khan, personal interview, July 14, 2021Yhe EMIS officials reported on providing at least a
three-time training to teachers in the schools where smart boards were installed (S. Hussain, &

W. Khan, FGD, July 14, 2024 EEO i1 A OAOAAT EO A AECEOAI OAOA
materials, for example [previously] a compass was used on the [black] board while teaching the
students which was difficult to teach on the board, but now with digital tools and software it is easier

to teach children. The contents of all the subjects such as eteyrand physics are being kept there

[smart board]. The department has also developed some content which is kept in the laptop and
OET x1T 11 A AEC OAOAAT 8 31 h EO EO A O(sOHssamAOAAI
& W. Khan, FGD, Jull4, 2021)! Though, the total number of schools which were provided smart

board facilities is difficult to ascertain, however, more importantly and on a downside, the 2016

DAWN report (Ashfaq, September 5, 2016) cited around 70 % of such white boards not being

used by the teachers. The reasons cited were that the technology being new did not arouse the

interest of the teachers and a limited tweday training could not give them enough expertise or
enthusiasm to handle such boards for undertaking successful teaching.W®ver, those who were

able to use it successfully cited much convenience in teaching in comparison with the traditional
methods (Ashfaq, September 5, 2016).

In the surveys, when students were asked if thef smart boards were regularly used to teach
them, a staggering 79.6% of the students held that they were not taught regularly on smart
boards, whereas around only 8 % answered in positive (See figu®. When students were
probed if smart boards were used to provide them online lectures from outside thechool/
college, 66.17% were negative and only 10% of the students answered in affirmative.

11n the Abbottabad girlsschool, a big Smart TV wired to a desk top computer hung on the computer lab
wall, which was referred to as smart board. During the few hours the survey team spent in the school, it
was observed that there was no electricity. The teacher casually statitftat it was a routine thing that
school was without electricity for many hours on daily basis.
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Figure 6: Students response on regular use of Smart Boards in Class

11. We have been taught on smart board regularly in our educational institutions.
TYPE: "SELECT_ONE". 201 out of 201 respondents answered this question. (0 were without data.)

Strongly Disagree
Disagree
Undecided
Agree

Strongly Agree

[} 5 10 15 20 25 30 35 40 45 50
Value Frequency Percentage
Strongly Disagree 87 43.28
Disagree 73 36.32
Undecided 26 12.94
Agree 10 4.98
Strongly Agree 5 2.49

It is perhaps because of the less usage of smart board thatrajority of students (55. 23%)
believed that conventional white boards were better and that they understood the lecture better
when the teachers used white boards; only a small number of students (7%) presumed that they
would learn more through smart boards. 37% of the students remained undecided as they said
they were never taught on smart boards, so they were unaware of the benefits of smart boards.
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Figure 7: Students response on Smart Boards being better than conventional Witited3

12. | have learned more through smart board than the conventional white board.
TYPE: "SELECT_ONE". 201 out of 201 respondents answered this question. (0 were without data.)
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Value Frequency Percentage
Undecided 74 36.82
Strongly Disagree 65 32.34
Disagree 46 22.89
Agree 10 4.98
Strongly Agree 6 2.99

Computer/ IT labs

Another important development towards eeducation as reported in interviews was the
introduction of computer/ IT labs in up to 60 to 70 % of the higher secondary schools in Khyber
Pakhtunkhwa, where computer literacy was imparted to the students (S. Hussain, & W. Khan,
FGD, July 14, 2021; A. A. Khan, personal interview, July 14, 2021). Establishment of 1700 plus IT
labs with a total cost of PKR 5 billion was the biggest ICT project for the Khyber Pakhtunkhwa

schools (A. Khan, personal interview, July 5, 2021). In the words of director EM&9 | O

T AAA Oi

know that there are 1400 + IT Labs (working) and this year there ipraject to provide 1400 more

Ol j OAETT1 0Qq Bl M. Kb esdnal intErdedyJEyX1d 0021). The IT labs are also
connected to the internet, but children are not allowed to use them outside of teacher

OOPAOCOBOERT HOOAATT ®DOA®O GHA AT OAOT A0 O1 AAO

EA CEOAO OEAI

OEA
A Ol & Ausgain, & W. KhanOAGD, Jiyah PORIQAOET 1 6

All schools with IT Labs were also provided wittqualified IT teachers called computer teacher
(SSGradel17) and computer lab incharge. The establishment of IT labs and recruitment of IT
teachers is regarded as a major achievement with some divulging that the current IT teaching

staff in schools was mostly composed of MS, Mphil and Ph.d., level teachershé8ppersonal
interview, July 30, 2021). TheDirector HEMIS also mentioned launchingComputer labs and

English Language Labs (492 labs) in 303 colleges for which the HED received $60,0G6om the

CSR (Corporate Social Responsibility) (A. Q. Safi and Bugsain, FGD, July 29, 2021). Thed i gi t al
I i bria colfeges connected with the HEC digital library provided college students access to

soft copies of books, journals and other reading material (A. Q. Safi and S. I. Hussain, FGD, July 29,

2021).



Acoording to the survey results, a little above half of the students (51%) thought their school/

college Computer laboratory to be fully equipped. While 5% of them were not aware of the
existence of any IT lab, 39% of the students reported their school/collegcomputer lab was not

fully equipped. When asked about the deficiencies in the computer lab, majority (21.41%)
complained of not having sufficient number of computers. Other deficiencies pointed out by the

students included: no internet connection (15.42%; weak internet connection (13.44%); lack of

tables and chairs (9.96%); and shortage of instructors (5.97%) with only 2% complaining about

O1 OOAET AA OAAAEAOO8 3AOAOAI OOOAAT OO EAA AEOEAO
or seen the comp@AO 1 AA AO j £ 0O 01T Aq EO xAO 110 OEAEO «
it, such as the humanities/ science / premedical students. In Khyber Pakhtunkhwa schools,
Computer was not a compulsory but optional subject left to the choice of students thoose from

among Arabic, Pushto and other languages.

Figure 8: Deficiencies in the IT LaBointed Qut by Students

Shortage of
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Computer Programming and IT Essentials Initiative

In the area ofcomputer programming courses for public school children, an IT based computer
programming initiative,” Ear |l y age Programmi ng awadlaunchedlBys sent i ¢
the Khyber Pakhtunkhwa Information and Technology Board (KPITB), in partnership with the

KPESED. The program aingkat training the young generation in new trends of technology. Under

this programme, grade 7 and 9 students at government schools are taught coding in the already
established IT labs by their respective IT teachers also trained in coding. This project oived 20

trainers and was launched across 60 public sector schools in 14 Districts in Khyber Pakhtunkhwa,;

over 3,000 students learned programming and coding skills across the province in Phase | (Syed,
December 29, 2017).(see Appendix Y for Early Age Programming and IT Essentials

I ni ti at i v e ChildfeR wh&iSdxinded to computer programming/coding and software

developing at young age, they learn quickly and are able to even compete internationally such as

a 13year-old boy of GovernmentHigh School, Labar Kot, Mansehra, who won the first merit

award for his computer game duck at the Asia Pacific ICT Alliance (APICTA) competition in Ha

Long, Vietham (TNN, November 25, 2019T he *‘ Early age Programming a
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I nitifalsul A\d’O OEA $ECEOAI OEEI 1 O PEITAO T £ OEA O+1
DOAEOGAA AU OEA +0)4" xAAOEOA O EAOGA ODPOI ABGAAA
and digital skill level of the marginalized students at government schools begnimproved

OECT EEXZEAAT 61 U8d (1 xAOGAOh A AT EAE 11 OEA OI EOO 1.
(GoKP, KPITB Early Age Programming, n.d.).

The survey result shows that around more than half of the students (58%) spoke of receiving
some sot of computer classes at public schools/ colleges. Around 36% said to have received
computer classes once a week. For those who learnt the computer skills, these included: MS Word
(44%), Excel (22%), computer programming (16%) etc. However, an alarming nuper of
students (41.29%) stated that they learned no skills, which supports the earlier figures of less
meaningful exposure to computer literacy in schools and colleges. (Ségure 9 below)

Figure 9: StudentsResponsto SkillsGainedin Computer Classes

Skills Gained from Computer Classes

No Computer Skills _ 41.29%
Computer Programming _ 16%
ms Excel [ 2%
Ms word - | 44%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Digital / E- Learning Programs

For the KPESED run public schools, its website contains a digital learning plattormK P Lear ni ng
P o r twhith,enables students to use digital materials to enhance their knowledge; teachers and

parents can also access this portal. The around 287 animated videos dubbed in Urdu and 217 in

Pashto for students of Grade -1L0 mostly cover topics related to Math, €neral Knowledge and

Sciences (KPE&SE Department GoKP, n.d). The KPE&SED website further provides Grade 1

students an access to digital lessons through access to digital contentsalfle TV' Tal eem Ghar ,
which is run by the Schools Education Departmermdf Government of Punjab. The officials said of

this programme that the practice of borrowing videos from the Punjab government ran the

problem of contents being different because of syllabus differences between the two provinces

(S. Hussain, & W. Khan, BGJuly 14, 2021).

Another learning web portal on the KPE&SED websité, Le ar n S mar tlasdfiadkas st an,
OAEEOOAT 80 AECCAOO CAIEZEAA Al i OAbased lbaingl C DI
i AOAOEAI hd xEAOA 11T OA OEAWMNOaasuppasedly ©aindd Engli€h® A£OT |
Sciences and Math. This knowledge platform has also partnered with telecom company JAZZ,

providing a high-speed internet bundle at a very affordable price (Learn Smart Pakistan, KPESED,

2021). However, the officials had scaty information about it, except that it was an old initiative
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which was launched probably under former education secretary Nadeem Aslam Chaudhry who
being a tech visionary initiated many eeducation programmes during Corona times (S. Hussain,
& W. Khan, BD, July 14, 2021).

The KPE&SE department has also launchedavi r t ual Teacher Queommtion A
Google Play Store, which claims to increase conceptual knowledge of students in the science and

math subjects. Questions are put to be answered by teubal experts on different subjects on the

website (PSRA Department GoKP, n.d). This initiative as reported by the officials had been
launched in the first phase of Covidl9 emergency and the KPE&SED secretary (Nadeem Aslam
Chaudhry) thought of initiating a question/ answer forum on the pattern of Quora.com; a panel

of 6 teachers was trained to handle the site (S. Hussain, & W. Khan, FGD, July 14, 2021).

The KPESED also ran a YouTube channel; a visitto thiK PE&SE YouTube Channe
Today, Lead Tomorr o wAugust 2020) channel shows that this was forced out of operation by

the YouTube because of copyright of music that was used in these vidéohe officials

interviewed from KPESED claimed that they were working on settling that issue to make the

YouTube channel operational as soon as possible. It was also claimed that the Khyber
Pakhtunkhwa government was developing a studio to help create teaching and tutorial contents

with the help of teachers to resolve the issue of copyright material; it was astyen paper only (S.

Hussain, & W. Khan, FGD, July 14, 2021).

The EMIS officials also reported that the attempts by the KPESED to collaborate with private TV
channels and radio station to provide educational content could not be materialized (S. Hussain,
& W. Khan, FGD, July 14, 2021). It seems most of such initiatives were driven by the emergency
under Covid and since these had to be undertaken from scratch, therefore some of such initiatives
despite official interest could not materialize and especiallydr a longer period of time (S.
Hussain, & W. Khan, FGD, July 14, 2021).

The E&SED developed and launched a number of apps on google play in the 2020s by different
names, including Books App, Virtual Teacher, HRIS, SQMI, eTransfer etc. Most of the apps
had low app rating with complaints of the app not working properly, too sluggish, time
consuming, noruser interface etc. (Seéppendix ZInformation on Different Apps Launched by
KPE&SED).

The results of surveys show that there was generally speakindack of awareness about the about

the online digital/ e-education programmes among a majority of students (Figurd.0). The

education departments need a vigorous web presence as majority of students (55.72%) stated to

have never visited theKhyber Pakhtunkhwa Education Departments websites (KPESED and

KPHED) for any kind of information. Additionally, around 28.86 percent of students reported

their ignorance about theseonline digital education programs. Though, the officials claimed these

forums to be succesfully imparting knowledge and improved learning experience. However,

majority of the students reported otherwise. While a majority (62.12%) had never accessed the
+0%03%% 91 O40AA AEATT AT O, AAOT 41T AAUN , AAA 4T 11T ¢

2 The click on the webpage redirects to the YouTube page where it is mentioned that this account was
terminated because of multiple third-party claims of copyight infringement regarding material on the

website. See [fittps://www.youtube.com/channel/UCiHheDKhebGDZv51eGEjGb{
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ofthAA AAT AEAZEOO T £ OEA AEATTAI jows8xppbPg8 3EIEI AOI Uh

10A00ETT 0O '1TO0xAO &1 OO0i hde OEAOAAE OA xAOA 11
undecided about its ability to satisfactorily answer the queries (45.77%).

Figure 10: Students response to Digital Learning Programs

m Strongly Agree mAgree mUndecided = Disagree m Strongly Disagree

| got the required information and was satisfied with t
answers provided for making my concepts clear thro- 45.77 14.93 -
online lectures and Question and Answer Forums
I utilize KPESED website rtual Teacher
Answer Forumo on Googl e PI2.8116.92|' e f 040.3aski-i
this forum

I am much satisfied with D YouTube channel e ¢
today; Lead Tomorrowo fo rovi ngs8@ur | ear mmoRn a I

knowledge.
| have often accessed Tube an r
Today; Lead Tomor?. 2%8%' 31%2 -

The survey results on Covid 19 emergency initiated online education show th&8% students
confirmed to have received online education during the pandemic, whereas 36% of students said
to have accessed no online learning during Covid. Those who said to have online classes referred
to the WhatsApp group of their class as the most widy used forum for online classes; although

i ATu OAAIT AA O AA 110 OAOEOAEAA AAITEITGC EO A

around 56% of the students preferred to be taught online whenever there is emergency.
However, a substantial nnber, i.e., 44% showed lack of enthusiasm for online education because
of many reasons: noravailability of the internet/technical issues with audio and video (22%);
teachers not being technically equipped (8%); irregular electricity (7%); expensive gadge(9%);
lack of proper attention given in online education system resulting in understanding and learning
problems (6%) (see Figurell). The learning issues though are more frequent, as in our informal
conversations with students, they complained about understanding issues as majority of the
teachers used WhatsApp to instruct students to read certain chapters of books or do some
homework which was never checked.
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Figure11: Reasons for Lack of Enthusiasm for Online Education among Students

Understanding
and learning
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P issues, 6%
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Teachers/

technically
unequiped , 8%

Technical issues
with audio -video,
22%

The survey enquiry about online education and quality teaching/learning were not very
encouraging.About 37% of the students were clueless as to whether online education system has
improved upon the quality of teaching and learning in their schools and colleges. While some did
not know where to rank the online education system, a considerable number sfudents (30%)
were unsatisfied with the online education system. Around 21% rated it satisfactory and a lesser
number of 8% rated the system as excellent. In the opinion of 29% students, online education
system improved teaching and learning quality by poviding: more regular online classes (19%);
clear understanding (18%); easy accessibility (13%). A considerable number of students (35%)
believed the online system to be a letdown because the teachers would use only WhatsApp to
send messages and videos, dmot take online classes.
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Figure 12: Students Satisfaction Level with Online Education System
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Digitization of Teachers Training

Digitizati on of wasnmdelpassibledy therCavid Emenggncyhe Directorate

of Professional Development Khyber Pakhtunkhwa (DPDKP) was managing@mline Learning

and Management System (LMS) for training of schoolteachers via curating and sharing of

subject wise videos (DPDKP, 2021).Under this program, the newly hducted teachers were

provided with tablets and assignments and papers were taken from them through online mode

(S. Hussain, & W. Khan, FGD, July 14, 203RDKP is responsible for the creation and provision

of continuous professional development opportuities and services to teachers and educational
managers in the province. The Director EMIS in KPESED reported this Directorate as promoting

ICT culture through regular lecture and training series through purchase of Microsoft license for

Zoom (S. M. KharRersonal interview, July 14, 2021)The officials also recounted effectively using

ICTs in teachers training. To quote former secretary E&SED and HED),) 1 -coRidtifnes, the

PITE institute could only train even with full capacity around 570 teacherspehA AO8 AT A OEA A
for salaries was 52 crore and forne@ Al AOEAA A@bAT OAOG EO xAO AO0OI OI
OAAAEAO xAO OOAET AA A0 (AlKhak @&shhalnierviewEluly 6, 2021) v @ |
implying that such precious revenue cou be saved if online and digital mode of training was

imparted to the teachers, instead of the physical one.

C
P
/

The online mode of teachers training has made the training system efficient by making it possible
to train larger batches of teachers within limted resources. For exampleHigher Education
Teacher’' s Trai ni ng prévides chendayory (raihEBd td dollege teachers also
necessary for their promotions. Before Covid, the institution annually trained 300 to 400 college
teachers, each batch tiaing based on 30day residential training in their institute in Hayatabad,
Peshawar. The Covid emergency transferred their trainings to online mode, using Zoom. This
improved efficiency of teachers training in two ways: first, the institute trained more ¢achers
than it could train physically, i.e., 1800 teachers, which was 6 times greater than the pre
pandemic era; second, only 45 % of the stipulated 100 % budget for physical training was spent
on online one (M. I. Afridi and S. M. Ali, FGD, July 15, 2p2Zhe budget cited for physical training
was approximately 2.5 to 3 million Rs (M. I. Afridi and S. M. Ali, FGD, July 15, 2021). This signifies
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that a relatively larger number of teachers were trained using online facilities, saving the HED
millions of Rsin finances (M. I. Afridi and S. M. Ali, FGD, July 15, 2021). The officials were not sure
if the online training will continue in the postAT O1T T A BDDOEAAAS U EO xEI I

Ci

OEA OOAAEOEITAI 11T AA T £ OOAIBGilEtogsendil tdhe odlidel ET A A
Al xAUOBOEAU AOA 1 AOOOA OANMARADDE D MAA, FEDAJuly 5] OE A (

2021).

The Covid19 pandemic showed that the majority of teachers lacked proper IT proficiency and
did not possess the knowddge to teach remotely and digitally. It was during these trying times
and, in a bid, to modernize the education system, improve literacy and tackle the challenges posed
by online education system in the province that the Minister for Elementary and Secoay

Education Shahram Khan Tarakai, launched a pilotGoogl e G Sui t grogfamin Educ a

Peshawar. It aimed at integrating the provincial education system with the Google G Suite, a
Google Workspace for Education Fundamentals. This program also auinat digitally equipping
teachers with Google training (The News, November 22, 2020). The EMIS officials of KPE&SED,
however, called this online teacher training programme a temporary arrangement, undertaken
by concerned department only when NGOs offereti¢ir services to train the teachers and provide
certificates. (S. Hussain, & W. Khan, FGD, July 14, 2021).

The essential role of teachers in theise of technology cannot be deniedSchools/ colleges also
require digitally confident and supportive teachers. It is the entwined forces of teachers, students
and the school environment that can help produce digitally supportive schools and colleges.
However, if theteachers are hesitant tause technology in the classroom (such as smart boards)
as 29.35% of the students perceive (survey result), then the students will also lack the confidence
01 OO0A OAAETTITcCuU8s ! 0Ol OTA e¢cb T &£ OEA OOOAAT OO
use technology (Figurel13). This is probably because around the same number earlier did not
have exposure to the smart board technology teaching. In a similar vein, when students were
asked if they were encouraged to use and learn through technology in the dasoms (such as
smart boards), majority (47.76%) diverged, and a considerable percentage remained undecided
(38.31%). About 39% students reported that their teachers in fact discouraged any form of
communication on online forums. On a positive note, 47.26Uf the students confirmed that their
teachers encourage them to communicate with them via email and other online forums, however
the use of email was low as compared to WhatsApp, which was the forum where most of the
teacher-student communication took place.
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Figure 13: StudentsResponse on Whether the Teachers Were Digitally Supportive or Not

Digitally Supportive Teachers

m Strongly Agree m Agree mUndecided mDisagree m Strongly Disagree
Students are encouraged by teachers to use and le
through technology use in the classrooms, such as si.g_
boards.
Teachers are hesitant to use technology in the class
such as smart boards
Our teachers encourage us to communicate with them 393
email and other online forums. :

Digitalization of School/ College Data

Another efficiency generating instrument isdigitization of data from all government schools.

For this purpose, theKPEMAwas created in 2014 as an institution under the KPESED and tasked
with this responsibility. The KPEMA officials reported about their institution looking after the
entire process of data collection from the schools to storage @malysis to dissemination to the
stakeholders (K. A. Afridi, personal interview, July 30, 2021). The digitization of record keeping
from schools was done because the manual record keeping, and printing was a very time
consuming, as well as resource consumg exercise (K. A. Afridi, personal interview, July 30,
2021). The deputy director KPEMA informed about school data made accessible to the policy
makers in education department, the EMIS, the UNICEF as well as the Khyber Pakhtunkhwa
Textbook Board for better utilization of on data (Sohail, personal interview, July 3@021). Their
was electronic monitoring of schools in erstwhile FATA  region through offices and staff
stationed there; however, the security and law and order issues had made data monitoring
difficult in geographically distant and sparsely populated terribries of North and South
Wagziristan tribal districts (Sohail, personal interview, July 30, 2021).

The digitizing of data from all public schools in Khyber Pakhtunkhwa was effectively done;

the deputy director EMA claimedD x A EAOA 11 O1-00ABARDO AT OO HDARDD
EAOA AAEEAOAA All 100 OAOCAOO i i(MAehglpbreotaET ¢ A OC
interview, July 30, 2021).The data collected from schools is fed on a server and goes to the

database, which maintains oldecords; from this database, data is transferred to a dashboard,

xEEAE EO OEAT AAAAOGOEAI A O OEA OAOPAAOEOA $ %/ &
AT A OEI Al U AAOETThE &£ O AgAi Pl A ET OE bershitlOA 1 £ A
interview, July 30, 2021).The KPEMA has even been tasked to collect data on community schools

run by NGOs and those that are run on public private partnership, for example, data was collected

on the 2500 community schools run by NCHD and BECShe Khyber Pakhtunkhwa. Besides this,

data on private schools, Cantt. Schools, Garrison schools, cadet colleges and convents etc., had

also been collected and submitted to the government for help in effective policy making and

planning (M. Sohail, personkinterview, July 30, 2021).KPEMA also undertook the capacity

evaluation of primary school students underits Li t er acy and Novassessiagcy Dr i\
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Grade 2 student performance in three basic subjects of English, Urdu and Math on monthly basis,
however, the programme had suffered a sedback because of Covid9 shutdown of schools (K. A.
Afridi, personal interview, July 30, 2021; M. Sohail, personal interview, July 30, 2021).).

The Higher Education Department cell by the name of Higher Education = Management

Information System (HEMIS) was e stablished in 2005; the first MIS system ever started in a
government department, it was tasked with automating all official correspondence for rapid

information flow and timely decision making. The website infornation shows that it has stored

all information regarding colleges , including staff in it, developing the Higher Education
Department website and online admissions system in colleges, completion of file tracking system,

besides some other digital steps (GaKh ( %$ /11 ETA #7111 ACcAounmaih EOOCET 1
AT1TAAOT EO 1 ATACET ¢ AECEOAI ET OAOOMIIGHESsdnOM. ET AT 1
Nasir, & M. Ghufran, FGD, July 15, 2021).

The Learning Management System

The digital interventions managed by the HEMIS also include developing alearning
Management System (LMS) for increasing online interaction between teachers and
students in colleges. In this connection, the HEMIS officials reported agreements signed with
Microsoft to provide 400,000 licenses to teachers/ students in government colleges for increasing
student teacher elearning and interaction capacities and online classes, especially in the
pandemic times through Zoom and Google Meet. Training was also reportedly provided tdlege
teachers for using the same for learning online modes of teachstudent interaction. This also
included helping students to submit online assignments and quizzes. (S. I. Hussain, M. Nasir, & M.
Ghufran, FGD, July 15, 2021).

The HEMIS officials also informed about theMS system not yet developed enough to enable

college teachers to upload presentations etc., which the students could access; or manage
attendance of students online, reflected on dashboard, however tenders fdne project were

already launched (S. I. Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2621)0 EO 1 AOET 00O
COAAOGAO 1 0i AARO T £/ OAAAEAOO AOA ET Z£AOI OO 1T &£ OEA
-AOOAO NOAI EZXAEAAQEI D® AARAEAODT ADAOCAAYO- PEEI AT A
EO T1Tx A COAAOAO AxAOATAOGO AiiTTC OEAS. IOHsgsarE AOO OE
M. Nasir, & M. Ghufran, FGD, July 15, 2021). The issue of connectivity was ignored by the officials.

Ever since theManagement Information System (MIS) was launched in 2013, the officials said

that they have been revamping the system to enable students to use it to appraise teachers work

each semeste(S. |.Hussain, M. Nasir, & M. Ghufran, FGD, July2®1). This meant that the MIS

system was being extended to the students to participate ionl i ne Teacher’'s Rev
complaints system in colleges 8 &1 O OEEO OEA 1T £A£ZEAEAI O 1 AT GET T AA
online review of teachers, which was diretly accessible to Secretary Higher Education

Directorate, to be formally launched in a matter of two to three monthéS. I.Hussain, M. Nasir, &

M. Ghufran, FGD, July 15, 2021).

In the context ofonline homework for public school children,the Directorate of Professional
Development (DPD) 3 was tasked with posting online homework with directions for students in

3 It was established by merging different teacher trainingnstitutes and attached with the KPE&SED (GoKP,
DPDKP, n.d.) The DPDKP is responsible for developing scheme of studies taught to the newly recruited
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the subjects of English, Math, Urdu and General Science and with instructions to teachers to

ensure that children got their homework; andfurther to keep in touch with the students and their

parents. (GoKP, DPDKP, April 13, 2021). However, the officials reported that it was still in

DOl COAOOh TAATET C 11 OATCEAI DAPOOOCAEOOXxEAA AARAT A
isbeingdond T EOh EO EO 110 UAO ET EOEAOAABATT OAT O xEI
OA1 AB.MAskadn, & W. Khan, FGD, July 14, 2021). This meant that despite proclamations on

the website about it, the system was still under construction and haabt been formally launched.

The Promise of Paperless Communication

Another initiative Human Resource Management Information System (HRMIS) will assist
teachers to apply online for leave, for pensions and for applying to mesiiased master training
positions; the data will help make such appointments on merit on the basis of teachers details
available with them (S. Hussain, & W. Khan, FGD, July 14, 2021)HED too, the HEMIS was

workingtodi gi ti ze all col |l ege dathea pramotions attandamcet ' s ad
semester records., etc; it was further claimed that work on it was almost complete and was to be
ETEOEAOQOAA OAOU O1T 11T ET alke dollegehiv@ odr taealderdoris WidEre | O O x
I OAOI T T EET ¢ EOO AOtivdobikréelTAdadhedsiriei® &d afsd maddginy it érdd

fF ET  AT(S. 1. Buesli) M.&ANasir, & M. Ghufran, FGD, July 15, 2021).

Among the forthcoming digitization projects in the higher education included ending papework

through initiating a system of paperless communications within the Education Directorate and

Secretariat. The HEMIS officials were reportedly working to introducee-office to connect

Hi gher Education Depart meGxA sA DX fx-bifisedadofttels efc t i o
file system and for that we have provided trainings to our department Deputy Secretaries and
SAAQCEI T | EEEAAOO- EAEAR xEIOEETA@I MAxORRADOA ET OEA
(S. I. Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021)irftbeviews were conducted in July/

August 2021. The plan still in the pipeline.

KPEMA officials also claimed to be the sole department in Khyber Pakhtunkhwa government to

run on electronic communication 8 OOET OCE xA EAOA DPAOAédupdseofEET A x|
AOAEOh AAAAOOA AOAEO OANOEOAO A AAAEODP8 " 00 1 0C
Al AET 6h O1 1T AOGET 601 U EO EAO Ei DOI OAA 1 00 bPOIT AOA
decision one day and the very next day we start werk C  TTHis refleOts liow such officials see
AECEOEUAOEIT AO EiI POl OET ¢ OEA A EAEAEAshvgand £ OEAE
speedy disposal of work. However, keeping a backup of all the information in paper files

contradict their stance.

The HEMIS officials notedd Fi | e Tracking System’ aWhere flesy i n v
are monitored and tracked through a centralized dashboardd4 EEO &EI A 4 OAAEET C °
AAOOSBSEALA A Z£EI A ATT AO O 1 Ah E G wAsAlélayell AerefoecAubeE A A A (
AOGAOU &Z#EI A EAO A OEIi A PAOET A AT A OEI AT ETA8TT x O

AAGEO 1 £ 1 A0OA®S OHusdaiA MARdrA&M. GhEham EGD AJund15, 2021). The file

teachers under the Induction Program (IP) of KPESED (undergoing mandatoryn®onth training program)
with PITE (Provincial Institute for Teacher Education), which is an attached department of the KPESED
(DPDKP, 2021).
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is supposed to be disposedf by offices within 7 working days; resultantly, there was no chance

of the file being held up in one office beyond the prescribed days, because it was constantly being
monitored and tracked. It ensures quick disposal of cases/ files/ work (S. I. Hussai. Nasir, &

M. Ghufran, FGD, July 15, 2021). PMRU had introduced a file tracking system in all the
departments of Khyber Pakhtunkhwa government (implemented in 2800 units/sections); 73%
are active. Files are tracked through a barcode, and it shows filestory and file pendency (GoKP,
PMRU,nd¥EEO O&EI A 40AAEET C 3UOOAI &6 ET (%$sh AO OADI
deliver official letters very fast, but also provided opportunities to track the letter to see in which
desk the file took nore time; and as each file was supposed to be disposed of in seven days,
therefore, there was no chance it could be held for more in one office; as everything was now
trackable, this has led to improved monitoring of performances of these officés

Online Admission System

The Online Admission System in colleges is cited as the best project and a success story of
+EUAAO OAEEOOT EExA80O (ECEAO %AOAAOQOEITT $APAOOI A
encouraging fact being the system was also extended to Merged District Colleges last year (S. 1.

Hussain, M. Nasir, & MGhufran, FGD, July 15, 2021). This system started phase wise from 2014

pvh AACETTEIC xEOE OAOEAxAO AEOOOEAO AT A EO 11 x
OiT1TU TTA TO Oxi Ai11ACAO EAOA EOOOAWmaybteke ET OAI
AAAT 1 (80 ®lAsBain, M. Nasir, & M. Ghufran, FGD, July 15, 2021). The HEMIS officials

reported [for the current year] receiving more than 500,000 applications on an online portal for
college admission, which were administered in 303 alleges of Khyber Pakhtunkhwa in
collaboration with JAZZ Cash (S. I. Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021; Q. Safi and
S. |. Hussain, FGD, July 29, 2021).

The Online Admissions System is also reportedly serving the less input, more outputcenario

in efficient service generation.This system of admissions in colleges is claimed to have not only

saved the government money on unnecessary printing of prospectus, etc., but also created
additional income for other more necessary expenditure requed in colleges. The cost
effectiveness of online admissions in higher education was also emphasized by the Special
3AAOAOAOUIT k%ngd EAOA EOOOAA A vtt OOPAAO A& OI A& O
us Rs 500 to print. So now, 90 rupees aepaisited in college exchequer while 10 rupees goes to the

KPITB. The merit list system is also very transparent, and you can say that our admission system is

xT OEET ¢ OOMIQ pafi andl B.0.IHUbBain, July 30, 20245 reported by the officias,

only a specific amount of money was being given to a third party (Cellphone company) for service

charges (JAZZ) and the rest went to the colleges, which was then spent by the colleges on
development/ renovation etc. of respective schools (S. I. Hussaid. Nasir, & M. Ghufran, FGD,

* 01 U p uThe increaseirdcdlled@ ability to generate more revenue is a big success story for the

AT 11 A A ®lgs8ain, M. Nasir, & M. Ghufran, FGD, July 15, 2021). As the system ensures
OO0AT Ob ADRAA IAMIBA OAOU EADPDPU xEOE OERBOI Ardiad@siMm. T £ 111
Ali, FGD, July 15, 2021).

4 Our research team faced delays of several weeks in seeking permission to conduct interviews (more
than a month) with education department officials and carry surveys (3 weeks) in schools and colleges in
Peshawar and Abbottabad.
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The survey results show thabnline admission system is a successful venture of the KPHED with
majority showing their satisfaction with the system(54.23%). The majority of students perceived

of online admission to be easier (59.7%) as well than physically going to the college and applying
for admission as was previously done. Only around 13 % considered it to be less convenient. As
a considerable mrcentage of students acknowledged the convenience the online admission
system provided, consequently around ordnalf of them hoped the process of admission in
educational institutions to be always online (49.25%)see Figurel4)

Figure14:3 OOAAT 06 0 3AOEOAAAOQCEITT , AOGAI xEOE /T1ETA I A

m Strongly Agree = Agree mUndecided mDisagree mStrongly Disagree

| am satisfied with online admission facility offered by th 34.33
School/ College. :
The process of online admission was easier than phys 36.32
admission process. :
The process of admission in educational institutions sho 25.87
always be online. :

Digitized Monitoring

The HEMIS officials claimed to monitor colleges through‘ad a s h b Araintedesting finding

xAO OEAO OEA O& AAl PAO@aAiOd8 Ei tAildigilako@ih Geexplbdh ' O
HEMIS, which not only provided situation reports on monitoring of Covid, but also any kind of

political disturbances and other issues, which were then displayed on the Dashboard and
emergency situations prompty EAT ATG&A8 EAOA [ AAA Al AbPbP O1 1 1T1E
Ai11ACAO 8xEAO EO OEA OEOOAOEIT 1T &£ #1 OEAh AOA
interference, or fighting, so instead of the DC going there, the focal person sends a few pages
electronically, which is then uploaded on our dashboard to understand the current situation [in

AT 11 ASC A Bugdain, M. Nasir, & M. Ghufran, FGD, July 15, 2024¢ HED sent its d at a

coll ectors’ or onfigdvisits to collegeg; theyedlented real time data through

GIS and report to concerned sections (A. Q. Safi and S. |. Hussain, FGD, July 29, 2021). The
monitoring of colleges was focused on absenteeism, infrastructure, cleanliness, administration,

student enrollments, student attendance, political activities by students, taking of feedback about

teacher performance and absenteeism from students which are directly reported to concerned

section, for example, absenteeism issue is reported to the Seamst directly for him to take action

on it. Infrastructure shortages in colleges, constructing new building, expansion of colleges etc.

are reported by the monitoring teams to the Chief Planning Officer (CPO) for making up for the

shortages and dealing withcases(S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021).
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The HEMIS officials also claimed Khyber Pakhtunkhwa colleges, with the exception of Newly
Merged Districts (erstwhile FATA) being installed with 5-10 cameras (outside the
classrooms), which were being regularly monitored on the Dashboard (S. I. Hussain, M.
Nasir, & M. Ghufran, FGD, July 15, 2021). Only halls and not classrooms were fitted with cameras
to monitor examinations. Extending the same to the merged district colleges was pendiagd
required permission by the P&D department of the provincial government (S. I. Hussain, M. Nasir,
& M. Ghufran, FGD, July 15, 202The HEMIS officials also reported on Peshawar Board taking
the initiative of installation of high-definition cameras with sound system in examination halls to
identify movements for a check on cheating in Board examinations (S. I. Hussain, M. Nasir, & M.
Ghufran, FGD, July 15, 2021).

The survey results show that out of the 77% who knew about cameras being installed in their
school/college gates, a majority of them (91%) agreed with the proposition that camera scanners
on school/college gates have improved the security of students. A small number (9%) were either
undecided or did not agree that cameras can assure student seitylon campus (see Figurel5
below).

Figure 15: StudentsResponse onCameraScanners on School/ College Gates Have Improved

Undecided , 4.4g _ Disagree, _ Strongly
_\ 149 __ Disagree, 2.99 Strogly Agree,
37.81

Agree, 53.23

Transparency, ICT Tools and Service Delivery

Figure below Showing Survey Outcomes d@ection C of thejuestionnaire - Likert scale questions
to understand the public response on the use of ICT tools and service provision.
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Figure 16: Transparencyin Service Delivery in Education

TRANSPARENCY IN SERVICE DELIVERY

EDUCATION
Teachers are hesitant to use technology inside clasws _
such as Smart Board
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Students visited KPESED Website for informatiGHis |

Students are satisfied with online Admission Fagililjs [
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Access to information and transparency is one of the themes of digital government and
researchers agree that in the information society of today governance involves how information
is collected, analyzed, used and disseminatg@awes, 2009; Scholl, 2006 &014). Internet
portals of the government institutions help reduce perceptions of corruption against the
government and its institutions (GarciaMurillo, 2013) and government institutions strong web
presence also ensures transparency and citizen participan (Jones, 2011).

In the realm of transparency and accessibility to data on the HED and the KESED websites, most

of the data/ information on the Higher Education Department (HED) website is outdated, dating

back to the year 2018 or earlier. Several link¢El O DOT EAAOO AT A OAOOEAAL ¢/
SOEDAT A &£ O 51AIPITUAA Ul OOESs AT A O#EEAAZE - ET EOOR
reveal information (HED GoKP. a, n.d.); with no relevant information on which students availed

this scholarship, orwhich unemployed youth got the stipend and under which criteria, the entire

exercise of allocating 500 million PKR for scholarships and an additional 300 million scholarship

(Higher Education endowment Fund), lacks transparencyt also negates what the Miister says

in his message on the HED (hed.kp.gov.pk) website about most information being open and free

to access(HED GoKP. b, n.d.JYhe HEMIS officials were hesitant about open data but showed

concern on certain departmental issues decelerated, but whrwas underway to revamp the

deficient websites within two months. They also claimed that the new website shall also carry all

the statistics on MISS. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021). However, a glance

on their website even todayshows that there is not much of information revamping of the website

in terms of digitization of higher education.

The KPESED website on the other hand is more interactive, lively and information providing.
However, a closer lookat information on the website reveals that much of the information for
user access is outdated one, containing mostly figures related to the years 2008, 2009 and 2010.
There is clearly a failure to update the website and provide upp-date information to the citizens.

36



No information is provided on the website about education for children with disabilities, or recent
progress on related reforms introduced in the education sectorThe KPE&ED website also
shows a suggestion corner through which any citizen can give their suggestions through an email
(KPE&SE Department GoKP, n.d). Invitation to tenders, minutes of meetings of procurement
committee, advertisements for stationary and other itens, annual school Census report 20118

and the annual school Census Questionnaire are placed on the website (E&SE Department GoKP,
n.d).

The School/ college websites were either almost neexistent or not of much value. When
students were asked about their school/ college website, a majority of students (77%) confirmed
about the availability of school/ college website, but only 47% seemedothave used those
websites. A majority (52%) never felt the need to use their educational institution website. Those
who confirmed, went on the website either once a month (20%) or once or more a year (14%).
The website was utilized mostly (17%) to know albut class results; information about
examination date sheets (17%); information about the courses/ syllabus (13%). A very less
number were interested in inquiring about the subject specialists/ staff members (2%), online
admissions (1.5%), notifications alout vacations, school/college events (0.5% each). While many
students said to have no idea about the school/college website but were aware of school/college
Facebook page which was often visited to inform themselves about the events/ exam date sheets
etc.

The facts about school / college websites was revealed after a survey of the public school/ college
websites. The students who said their school/ college had a website were referring to the
Facebook pages. Almost all the school website link would open ®PESED webpage showing
1TTOEETC AOO A AOEAALE EEOOT OU T &£ OEA OAEITI18 3EIE
#1 11 ACA 1 AT EOOGEI 1T 3UOOAI 6 xAAOEOA OPI1T 01 OAA AU
colleges had their own unofficial Facebookages. The KPHED Archives and Libraries Department

website shows online college admission system for colleges in KP. Most of the merit lists shown

on the website are outdated relating to year 2018. The website had information about the

different KP Collegesbrief history; the college address, phone number and email addresses,

easing access to people; college faculty; news and events; merit list. The KPHED website through

a centralized HEMIS system handles the public colleges admissions throughout the prownc

Interestingly on one of the post given on the Facebook page of Abbottabad Degree College

O#11 OOOA 1T £ %AOAAOQGEIT Al ET OOEOOOAO AO PAO ET 0060
O A AGhline dasses on WhatsApp and exam on campus is totally iBjdsf x EOE OOOAAT 00
iIT 7EAO0O0! B EO OEA EUnforha@ly, mést of the pablicischdols QANBtOE T T 8 &
have a website of their own. Parents and students sometimes rely on educational information

websites in Pakistan (such as eduvisianTopSchools: etc.), which contain disturbing images and

advertisements constantly popping up.
E-transfer z Beginning of an End to Political Interference

A very recent IT intervention (September 2021) in the education department is theystem of E-

Transfer s, which has been introduced by the Khyber Pakhtunkhwa government with the claim

OEAO EO xEIl OOAOI |1 OOEI T EUA OAAAEAOOE OOAT OEAO A
as a grievance redressal mechanism for teachers to submit their grievarscenline (E&SE

Department GoKP, n.d). This app was praised a lot by the official respondents for bringing

37



transparency in postings and transfers and eliminating political interference by 60 to 80%, or

even zero.(S. Hussain, & W. Khan, FGD, July 14, 202flensures transparency as. the EMIS

officers argued OEO EO 1 EEA OEA OAAAEAOO ci 0 Al ET OAODOA
OAAAEAOO xEI EAOA AAAT AEOAIET C OEA T £ZF£EAAO A O
because of ¢ranO £FA Oh OEAU E A Q& Hdsdah, & WOKhAA, REEAIGYOIA, RG2T).

official said, OOEA OUOO Aioof and Gnachible loperated and without any human

ET OAOZEAOAT AABAT U OAODAAOEOA ADPDPI EAAT O iAdiherl A CAO
Apbl EAAT O AT A xEAOEAO OITTATTA xAO 1 UKIKG®HOEEO i
personal interview, July 5, 2021)The KPE&SHE=-Transfer, MIS with already 10,000 installs had

complaints about the web server not working properly.

The system ofe-Transfers by April 16, 2021 was launchedor colleges too, which is supposedly

allowing 10000 college teachers to use the app and save themselves the trouble of visiting offices

(Urdu Point, Associated Press of Pakistan, April 16, 202Iransfer on merit will help end the

reference based transfer system and ensure transparency, also saving time and providing ease of

use to teachers coming from far flung areag.o quote the Special Secretary HED onteansfer,

OBOOBAT 1T U xA xIipOblefs ivEhadhdal systenhs] sOch hsAhe loss of documents and

pi 1l EOEAAT ET &£ OAT AA8 AOO 11 x OEA OUOQAIR s&d OAOD!
and S. I. Hussain, FGD, July 29, 2021).

Biometric Attendance 731 1 OET C 4AAAdsABR® ! AOAT OA

The HEMIS officials talked in length about th&iometric Attendance System for teachers

introduced in 288 colleges, out of a total of around 300 colleges (S. |. Hussain, M. Nasik.&

Ghufran, FGD, July 15, 2021). The biometric attendance of colleges was being managedborgse

Centralized Board by the HEMIS (S. I. Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2BRBE
$ADAOOI AT O ' 1 +0h zdba&dad &abddel®DdaARAl CAOA G OAAO AEAT CA
officials at KPESED, the system was limitedto§0t b 1T £ OEA OAEI T 10 8 OEO
ET 00T AOGAAA EI1 (P BUsdaihA & W. KhdnFHGD, 1Julydl 4, 2021). All education offices

also reportedly had biometric attendance systems. DEO offices in districts were connected to the

%- )3 GAOTAl EO ¢ vt (3w ATGOOAMEIhRS O 78 +EATh &' $h * Ol
attendances through biemetric system, it was reported by the EMIS officials that the manual
attendances of children were taken and then uploaded on electronic system; however, it was
restricted to high school and higher secondary schoo($. Hussain, & W. Khan, FGD, July 14, 2021).

Official interviews confirm that the introduction of biometric at tendance for teachers in
schools has brought d o wIsome eegponitlemts tlamedithas teachere e i s m.
attendance improved by 95%. However, this system is being reportedly implemented in only 60

to 70 % of the schools. A look online to ascertain ése figures showed some contradictory
assessments. A monthly government report from January 2020, declared performance of
OAAAEAOOh OOOAAT OO AT A OAI AOGAT O O0AEE ET +EUAAO
teachers in some schools of district Peshawar, as well as other districts. It was reported that the

teachers remained absent from duty after registering their biemetric attendance. The student

attendance was also not very satisfactory. It was not clear why this happened (Yousafzai,
February 9, 2020). In the context of colleges in the NMTDs, there was an admission that in the
reportedly 43 colleges there, there was a scheme to introduce a biometriocrough installation of

38



Camera Scanners on college gate to monitor the departure and arrival of teachers through facial
recognition to be introduced within a span of a few monthg¢S. I.Hussain, M. Nasir, & M. Ghufran,
FGD, July 15, 2021). However, this wasfuture planning and not yet implemented.

In order to cross-check on misuse of biometric attendance, the HEMIS officials reported the

(ECEAO %ADOAAOEI T $APAOOI AT O EAOGET ¢ OEAEO 1 x1 OAA
random visits to colleges to check teacher absenteeism, their attendances, infrastructure damage,
AT OoT111 AT 6O6h OOOAAT O PI T EOEAAT COiI OP6O AAOEOEOQE.

teachers. Such absenteeism of either the teachers or principals is then reported t@tBecretary
concerned for calling explanations, formal inquiries and action on the sam@&. |.Hussain, M.
Nasir, & M. Ghufran, FGD, July 15, 2021). These data collectors collected real time data through
the GIS, which is also centralized (A. Q. Safi and.SHussain, FGD, July 29, 2021). Infrastructure
shortages are reported to the Chief Planning Officer for making up for the shortages (Hussain,

M. Nasir, & M. Ghufran, FGD, July 15, 2021).

4ET OCE OEA "ET 1 AOOEA AOOAT AATAA EO DPOAEOGAA A O

i OAE EIi DOl OAI AT O ET A®HhaA AdisBralin@rvidnQIDIp s, 20A1). Bubtheire

is an assertion thatappropriate data feeding by the EMA in KPES ED and resultant action by

the requisite DEO on teacher absenteeism is a must for making the system run smoot{ty M.

+EATh 0AOOTT Al ET OAOOEAxh *OI U pth ¢mgpQgs8 $%/ 80
District Performance Evaluation Scoreca rd monitored by respective secretary and chief
secretary (K. A. Afridi, personal interview, July 30, 2021)The* Act i on Manageanent Sy
monitor teacher absenteeism, placed under the DEOs to take action against freported

absenteeism, makes the DE@ccountable for not taking action or taking only a partial action

against teacher absenteeism. This system also records the visits by DEOs and SDOs to schoaols;

and make them accountable to improve the facilities in schools where they were found lacking in

boundary walls or washrooms or rooms (K. A. Afridi, personal interview, July 30, 2021).
Resultantly, teachers punctuality improved as a result ofeporting of real time data to the

DEOs office. To quote hmOOEAOA EO AT 1 AGEIT 1 -inkthlldddddll hdled 3 UO O/
AT A EAT AT A $% O T EAEAAO8xA POl OEAA OEAI xEOE AAC
xAOT ET ch OAAT 1T An OEAOA EO A AOO £&£071 1 (MmO, OAT AOU
personal interview, July 30, 2021). Thd whole exercise helped identify ghost teachers and ghost

schools in faraway places and those which were nefunctional. Interestingly, the Deputy

Director EMA claimed that this exercise brought down the number of nefunctional schools from

8000 (7-8yeart® ACi q O EODDx p@EEOI AEEP® A AEC AAEEAOAI A
OAA1T OEI A AAOA (¢ Adhdil(phréveal intervidd, Quly A 2D21H

Another fact that came to light waghat during Covid, the Biometric attendance system had

been closed temporarily , but the HEMIS officials claimed that the manual attendances in

colleges were uploaded to the software by concerned teachers and it was then made available on

the dashboard(S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 1829.04 EA 111 EOI OET C
AT OOOAA OEAO A OAAAEAO AAOGAT O A O ¢ O x AAUO OE
EO AAOAT O A O ¢ O1 x 111 0O0EOh xA OEAT xOEOA OI 1 ¢

FGD, July 15, 2021). The HEMIS officials also reported the-hietric attendance machines were
extended to the colleges in the NMTDS. I.Hussain, M. Nasir, 8. Ghufran, FGD, July 15, 2021).
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Though the system of biometric attendance was in vogue, it is not without mentioning that
accountability mechanism on reported absenteeism by the teachers seems to be very slow.
YT OEA AAOGA 1T £ A @nkd dnexbianatiodcalBsaubhifiom thdmGau if ddirO
response is not satisfactory, a formal inquiry is conducted against him by the Secretary through
a Deputy or Special Secretary nominated by him (the Secretar{®. I.Hussain, M. Nasir, & M.
Ghufran, FGD, July 15, 2021). The slow process of accountability mechanism was admitted by the
HEMIS officials; as officials were bounded by set procedure for making teachers accountable for

absenteeismO4 EA CT OAOT T AT O AATT1T O OAICAAKD AGRA OEAED OR/

they can do is stop one or two increments or transfer the teachers to another college, which is a

i ET EI Oi b O(B.B.BUsdaiA, IMONasir, & M. Ghufran, FGD, July 15, 20dhe EMIS at
KPE&SED is said to have improved producily by streamlining all activities and making
monitoring of DEO offices in districts more transparent and accessible (A. A. Khan, personal
interview, July 14, 2021).

The survey results show that a majority (80%) knew that their school/college had a biomdt
attendance system for their teachers, which was seen at the entrance of the building of each public
school and collegeMajority of the students (60%) confirmed that the Biometric attendance of the

OAAAEAOO EAI PAA O1T1 OA O&A howeved & dmall ndnb& AfsidesO6 O A A

(26%) were not sure. 14.43% of the students disagreed stating that biometric attendance did not

EAT D | OAE xEOE OAAAEAO0860O AAOAT OAAEOI bHOT Al Al AT,
taking classes.
Figure 17: Students2 AODBT 1T OA O "EIT T AOOEA | OOAT AAT AA 1T £ 4AA

Absenteeism Issue

19. The Biometric attendance of the teachers have improved teacher’s absenteeism problem.
TYPE: "SELECT_ONE". 201 out of 201 respondents answered this question. (0 were without data.)
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When students were asked about the biometric attendance system for students to have improved
their regularity as claimed by some of the high officials in KP Education Department, the students
disaffirm these claims as no such system existed on their campusttendance was taken daily on
registers. According to college rules 80% attendance is mandatory for students in order to allow
them to appear in annual public examination of the boards (HED website:
http:/www.admission.hed.gkp.pk/page.php?college_id=153&page_id=1410
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On accountability in higher education through ICTs, the Director HEMIS asserted that tHgT's
were very effective as far as the question of accountabilitygnd transparency was concerned

they were also certainthat colleges were immune from the issue of teacher absenteeism due to

the presence of a grade 20/ 21 high official Principal in these colleges, who supervise at the most

AOT OT A tn OAAAEETI ¢ OOAAEEh xEEAE EI Pl EdnBanddEAO EA
himself (S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021). It has however come to light

that in some districts of Khyber Pakhtunkhwa, such as Shangla and in some Merged districts, such

as North and South Waziristan the context ajhost colleges OOET I AGEOOAAh AOA Ol
reluctance to send girls children to colleges, or law and order issues, or that of college buildings

being occupied by the military, or the college building being destroyed in terrorism related

incidents and notbeing built again. On the question of ghost colleges in tribal areas, the HEMIS

officials conceded that still there were some very remote areas which had ghost colleges and it

was in their opinion because of the fact that despite the presence of a collegiee local did not

enroll their girls there. Resultantly, the teachers visited the colleges once or twice a year. This was

OAPT OOAAT U Ii1TOA AAOOA A POIT AT AI ET .1 00E AT A 371C¢C
go to colleges because of worsening serity situation too (S. I.Hussain, M. Nasir, & M. Ghufran,
FGD, July 15, 202107 A AOA OOAOOET ¢ OEAEO i1 1T EOQOI OET ¢ AT A (

xA EAOA CEOAT OEAI OI i A OAI AAGETI T8 OEAOA AOA O]
EAOA AOEI AET cOh AOO 1 AAOPEAA AU OEA T EI EOAOUR 1
OAT AGAOET T OE ADIHGssak M. Na&il)& Ni. GHixfrag, IF@D, July 15, 2021). Problem

was also reported in settled district colleges, such aESAT COABAOA AOA Ox1 AAT 00,
3EAT CI Ah xEAOA OEAOA EO 1106 AOGAT A OEITCI A AT Ol1
OAAAEAOO xEI AOA OOAT OEAOOAA OEAOA &EOI I OAITOA b
they visitonceortwid A UAAO8 11 x xEAO EO OEA TAAA 1T &£ CIET(
ETTx OEAO8 AOO xA Al O E&S. kHuSd&NAM. Qlasit, & MAGhifréarE | ET E
FGD, July 15, 2021).

04 OAT OPAOAT AU A1 OOOAO OE A ObekidedBb Méadule Enke huthdites' AOAE] .
performance and to guard against any possible misuse of powers. In that sense, transparency serves

to achieve accountability, which means that authorities can be held responsible for their actions.

Without transparency and accountability, trust will be lacking between a government and those

xET 1 EO (Carstdnk,Qdna@ady 27, 2005). The results of the survey show that when students
were asked if they could register a complaint related to their school/ college, 85% of the students
OAEA O6.1 AT A 1 AET OEOU 1 £ OEA 00 Odokpladitaboutdhei @ EAA

educational institution. Out of the 6% who said have registered an online complaint, 46%
believed that their complaint was not handled properly by the school/ college authorities. For the
94% of students who never used any form of oifle complaint system, 35% believed that no such
system of online complaint system exists for their school/ college, 17 % said that no one takes
online complaint seriously, 11 % had trust issues and believed that no feedback is provided on
post complaint grievance redressal, or the school/college administration will not reply or act.
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Monitoring Student Attendance

The SMIS is also monitoring the attendance of students in only higher secondary schools

An additional development was for all schools creatintheir websites where the parents through
entering their CNIC could get information about their child syllabus, teacher, results etc. However,
it was limited to higher secondary schools only because of the availability of SMIS or computer
related technology infrastructure, etc., to put up the data by respective schools in the system. A
success story mentioned on the website of KPE&SED is the better performance of government
schools through improved student and teacher attendance shown as 82% and 92%, resipesly.
The KPE&SED website also claims that during 204817, 160,411 students migrated to the
government schools from private schools (KPE&SE websitdtps://kpese.gov.pk/view -all-
gallery). It implies that the impression about government schools improvig because of
ET £#OAOOOOAOOOA DPOIT OEOEITT AT A APPI ETOI AT O T &£ OAAY
trust in government schools. When asked if the trend is still there, the officials gave the answer in
affirmative. It was in 2017, that the PTI MPA idullah Bangash enrolled his daughter at
Government Girls Primary School Muhammadzai, Kohat encouraging leaders to put their children
in government schools to build public trust in government schools (Zia, A., April 9, 2017).

4A4EA #1711 DOOAOMeritActnd8yA O. 436

The employment of schoolteachers through meribased computer based National Testing
Service (NTS) tests for recruitment in government schools , not only supports the use of
technology for employment, by also makes the process transparent. Thad&S appointments at
schools and teachers training were initiated under education sector reforms by the PTI
government in Khyber Pakhtunkhwa to improve the quality of education in public schools. The
official respondents interviewed insist that NTS testingsystem has made teachers appointment
transparent (S. Hussain, & W. Khan, FGD, July 14, 2021). However, this system was also criticized
by some officials for direct induction of teachers who lacked CT, PTC, and B.Ed. qualifications and
trainings and therefore deficient in the skill of school level teachingS. Hussain, & W. Khan, FGD,
July 14, 2021).

On the question of transparency inappointments through NTS tests , the deputy director

KPEMA called the NTS system 100 % transparent and claimed tfatE O hA ddwrOpglitical

ET OAOAAOAT Aald itAvhs algue@that theAddrim@nt of Khyber Pakhtunkhwa brought

.43 OAOGOO Oi OAAEI A OEA Ali bl AET OO EOI I DPAIPI A A
appointment.

Fresh graduates with no B.EdM.Ed qualifications were hired through NTS and were later given
in-service training (Sohail, personal interview, July 30, 2021). The claim of NTS bringing 100 %
OOAT OPAOAT AU ET OAAAEAOGO ADPDPIEIOI AT O EO Al Ol
although there is a slight admission on the process suffering from some issues of personification
onlyinthe lastyeartOOEA OAAAEAOO APbPi ET OAA OEOI OCE (WOEA . 43
A. Khan, personal interview, July 14, 2021). However, some repo are critical about such
processes favouring candidates who randomly score high in the NTS MCQ based tests, without
giving any comprehensive subjective test. There are also allegations that the system is not as
transparent because cases have come to $ace, where relatives were sent by the candidates for

such NTS tests to score higher marks. Also, the hired teachers lacked teachers trainings such as

CT, PTC, B.Ed. and M.Ed. (Rafiullah et al., 2020). Similar apprehension was expressed by the EMIS
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officials on NTS tests not making professional teacher training degrees compulsory for such
APPI ET OICATI @O @4 A O1 OE1 OEAU Ai 180 EAOA 1 AOGOAOU
01 AT 10011 OEA Al AOGO8 xEI 1 11 Owikféce idswed whkn thefg OE A
¢ci O OEA Al AOGOOITi1 AO OEAU(SIHALSaINAAVE Kha, FGDI JUD A A A E |
14, 2021). The system for appointments was also being made transparent in higher education

through display of candidatesmarks online on the day of the interviews as the Public Service
Commission was tasked with making appointment in college$S. I.Hussain, M. Nasir, & M.

Ghufran, FGD, July 15, 20213ome officials informed even the NTS system developing issues in
transparency as in some of the tests, papers had been previously known by the candidates due to

some lowerlevel computer staff in the NTS compromising on the safety of the paper and leaking

it for personal gains including an advisor to the ministerinvolved, thus the system became

corrupt within 3 to 4 years (A. Khan, personal interview, July 5, 2021). However, there is also a
realization among officials interviewed that the automated system needs review and upgradation

to fix the loopholes in the systen(S. MKhan, Personal interview, July 14, 2021).

The results of generated from the survey show that when they were asked if the Students are

AT AT OOACAA O1 CEOA OEAEO AAAAAAAE TT1ETA 11 OAA]
that they were unaware of ay such system through which they could evaluate teachers
performance online, neither had they ever given their feedback on teachers appraisal. Similarly,

students were not allowed to give their feedback on the school/ college administration
performance ether (83.58%). It is surprising to know that there was no system of teacher

appraisal and feedbackin the west, teacher appraisal and feedback from students is the hallmark

of good education. Teacher appraisal and feedback has a positive impact on teashaho

consider it as fair and useful to their development as teachers (OECD, 2008)hen teachers do

not receive any appraisal and feedback upon their work as teachers, they fail to develop as good
OAAAEAOO8 O4AAAEAO APDPOAEGWIAC GHRA AIAAGO EAIU ©ARDARDOE
2013, p.9). Performance evaluation and appraisal of teachers leads to building better teaching

quality (Elliot, 2015).

Inclusivity, ICT Tools and Service Delivery

Figure below Showing Survey Outcomes d@ection f the questionnaire- Likert scale questions
to understand the public response on the use of ICT tools and service provision.
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Figure 18: InclusiveService Delivery in Education

INCLUSIVE SERVICE DELIVERY IN EDUCATION
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Inclusivity through e -education was linked with infrastructure facilities available in these

institutions and the financial resources available with parents. The education department

officials admit that e-education programmes can improve the quality of education for all only

when it is accessible to children, and such acceseii EOU EO EET AAOAA HRIU 108® A

Al 01 6ouh OEAOA EO 110 EOOO A OEICI A EOOOA jATI DI
require net availability, then we need smart phone access, if not, then we need laptops, if no laptop,
wew O A OANOEOA A OAAI A0O8OT EZ£ xA AT T AETA All OE/

AOGAT wtm AEEI AOAT A (BAHubshkih, & WEKD&n) FGD,&0dy 18 Q02ZB= CE O¢e 6
issues of connectivity for students belonging to far flung ares andlack of affordability of
android phones made theaccessibility issues formidable in the field of imparting online
education through the LMS system in higher educational institutes (J. Igbal and T. Khan, FGD,
August 8, 2021). There is another side timclusivity. This was the issue of mostly underprivileged
children choosing to study in public sector schools, which meant that they lacked the resources
to afford digital gadgets for utilizing online sources of knowledge (A. A. Khan, personal interview,
July 14, 2021). The issue of-education accessibility was also connected to contextual issues such
as connectivity issues in far flung areas, missing infrastructure, and in some schools children
being taught by teachers who had little or no IT training (AA. Khan, personal interview, July 14,
2021).

The claims by education department officials about providindpooks in soft form for students

to benefit from lay in contradiction to the actual access of school students to such material online.
The provision of video tutorials, digital books as well as online assessments system to students
to ensure accessibility through LMS system is envisioned by officials (A. Khan, personal interview,
July 5, 2021) howeverthe EMIS official paint a rather true picture dnon-availability of essential

~ A N £ 0~ 2 oA N~

infrastructure, Ox EAOA OEAOA EO Al AAOOEAEOUR ET OAOT AO AT A
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FET AT AEAT OAOT OOAAO AOA TEAUh AOPAAEAI T U OEAU E.
have no such access,wmay provide them with lab, and teachers, but a child cannot use these things

xEAT EAY OEA Ci AO EI i A8T O OEA OAEITTI AT AOI 60 EA
OE E T (S.®i8sain, & W. Khan, FGD, July 14, 2021). In respect of the péagerof public schools

having uninterrupted facility of electricity, no figures could be provided by the officials. In the

case of teachers online training toothe KPEMA official considered physical training more

preferable to online training of teachersbecause of internet and connectivity issues for teachers

from far flung regions (K. A. Afridi, personal interview, July 30, 2021).

The Online Admission System for colleges is lauded as one of the best digital initiatives as it not
only generates efficiency, but also ensures transparency in the admissions process in colleges.
However, even here, the HEMIS officials admitted that lack of internet facility may raprevented
some [very few] colleges from using the online admission portal (S. I. Hussain, M. Nasir, & M.
Ghufran, FGD, July 15, 2021).

How inclusive are public schools and colleges in terms of provision of essential ICT infrastructure,
such adlT labs and smart boards raises interesting debatesThe exact numbers of schools with

IT labs could not be ascertained in official interviews, except a mention of percentages; around
60-70 % of higher secondary schools had IT labs. A look at online information she that the
subject of Computer had been made compulsory for the middle schools (VI till VIII) by the
previous Awami National Party (ANP) government in 2008 (Haroon, August 17, 2019). However,
the situation for the middle schools is not very encouraging. Wore recent 2019 Express Tribune
report cites 8000 middle schools in Khyber Pakhtunkhwa not possessing an IT lab, nor IT
teachers, despite computers being one of the 9 core subjects there. This meant around 100,000
students in such schools faced such shiaiges (Haroon, August 17, 2019); resultantly, the children

in these schools used the computer class to play in the playgrounds. The report also criticizes the
AOOOAT O 04) bDOI OET AEAI CI1 OAOT I AT 6860 PITEAU | AEA
wit h such shortages in the middle schools (Haroon, August 17, 2019).

So far as accessibility to computer classes was concerned, the survey results show that a majority
(58%) conceded of receiving some sort of computer classes at public schools/ colleges. Ago
them who received some kind of computer training, a majority (51.24%) agreed that the
computer classes that they received in their School/ College were/ are beneficial to them in
learning basic computer skills. However, aorund 34% of the students werendecided on the
benefits of computer classes and a small humber (14.92%) thought computer classes to be
ineffectual. An alarming revelation was that a considerable percentage of students (42%) had
never received any kind of computer education at a(kee Fgure 19 below)
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Figure 19: ComputerClasses an@ O O A Adcedgibifity Issues

m Strongly Agree mAgree mUndecided ® Strongly Disagree

The computer classes in our School/ College were/ 33.83
beneficial to us in learning basic computer skills. :
Students are allowed to use School/ College computer 24
in their free time .

Another hurdle in the way of accessibility were the undue restriction the students faced on use of

IT labs. When students were asked in the survey if they were allowed to use School/ College

computer labs in their free time, a majority (71.64%) reported inthe negative and 12.44% were

unclear as to whether their school/college will allow them to use the computer labs when they

TAAA OI 8 4EEO Al AAOI U OEI xO OEAO 100 OAEITTI1 OF A
introduced by Wastiau et al., (2013)who declares the stateof-the-art ICT structure along with

the opportunity to access it as imperative to help improve digital competencies among students

OAOOI OET ¢ ET OAECEOAIT U AT 1 ZEAAT O OOOAAT 66Ge8 ) O
are not digitally positive, discouraging students to use computer technology to increase their

knowledge or involve in seltstudy.

Inside the schools too, certain policies hampenccessibility of all students to computer

education . For example, assuggested by interview respondents, students were exposed to
computer literacy from Grade 6 (Middle Schooling) and onwards; on further query it was revealed

that computer science was not a compulsory but an optional one left to the choice of students to

choose from among Arabic, Pashto and other languages (S. Hussain, & W. Khan, FGD, July 14,
2021). Although there was also an understanding about the compulsion of making the subject of
computers a compulsory one (S. Hussain, & W. Khan, FGD, July 14, 2021)nake up for such

shortages, theDirector EMIS reported the KPE&SED undertaking MoUs with private sector, such

as Coded Minds in order to develop the skills related to ICTs in schools. He also reported on the

private sector committing to provide such skils to primary and middle level schools in far flung
AOAAO 1T &£ O0OAEEOOAT 38 -8 +EATh DPAOOITAI ET OAOOE
Ei pOT OA OEAEO OEEI T O xEOEET 100 1EIEOOE j38 -8
connection, e Additional Secretary KPE&SED reported oseveral MoUs signed with the

private sector , such as Noon Academy and Coded Minds to develducation in Khyber
Pakhtunkhwa for provision of human resource and other facilities (A. A. Khan, personal
interview, July 14, 2021). He informed about only 15 to 20% of children in public sector schools

are getting benefit from digital education initiatives. For the private sector institutions, the ratio

of success in digitization was 60% and above, because of the chéid coming from financially

well to do families, who could afford the digital gadgets for using such services (A. A. Khan,
personal interview, July 14, 2021).
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Figure 20: Parent/ Guardian Income of Students in KP Higher Secondaryo8is & Colleges in
Peshawar & Abbottabad
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A look at the graph éee Figure 20 & 21), shows the income disparities of children studying in
public sector schools and colleges in Peshawar and Abbottabadd how it impacts their ability

to own digital tools which could enable them accessibility to online classes and other digital
initiatives undertaken by the government.Around 50 percent of these student$acked access to
electronic gadgets, particularlythe ratio of access is further low among female students owing to
the low income of their families Majority of the students surveyed, came from either poor or
lower middle-class families with mainstream coming from families with the parent / Guardian
income less than PKR 25000 (45%); around 40% coming from a less than 50,000 income families.
A smaller number had family income less than 100,000 (10.95%) and only 2.5% had an income
of more than 100,000. While a considerable number of these students (41.289d Pashto as their
mother tongue, followed by Hindko (33.33%) and Urdu (24.38%). Other languages had a very
small share (1%)

Figure 21: Access to Electronic Devices/ Internet/ Electricity (Students in KP Higher Secondary
Schools & ColleggsPeshawar & Abbottabad
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In the survey results above, it is clear that less than half of the students (42.79%) owned some
kind of a smart phone. The majority (57.21%) who were without a smart phone had several
reasons for not possessing phone. Majority were too poor to afford one (19.8%); others did not
feel the need to use it (18.41%); and some did not understand its use (2.99%). One major issue
was the permission issue with around 14% of the students not being allowed a smart phong b
their parents. This shows either the inability of the parents to afford a cell phones for their
children or the conservative thinking of the parents. It is worth noting that a majority of students
(54.73%) spoke of having a computer at home. A slightles$s number (45.25%) complained of
not possessing a computer at home, majority being unable to afford one or did not feel the need
to use it. A small number complained of no electricity or internet facility (3.49%). While on
guestion of if they had internetconnection, majority (55.22%) confirmed its availability and they
had access to internet either at home (33.83) or mobile devices (20.4%). Those who had no
internet access (43.28%) blamed it on their incapacity to own a smart phone (16.42%) or their
poverty (12.44%). A whooping number (73.63%) did not have access to 24 hours electricifsee
Figure 21).

Students in public schools/ colleges may have moved gradually up in the firdevel of digital

divide (an access divide) which can be seen by the increasing number of students having access

to smart phones and internet, however the second level of digitdivide (a skills divide) may still

be strong. As Alexander van Deursen and Jan van Dijk (December 6, 2010) in their study of the
$O0O0AE O1 AEAOUBO ET OAOT AO OEEI 1 Oh DBIETO 1060 OEAO
hasevolvedintoaA EOEAA OEAO ET Al OAAO AEEAZAOAT AAO ET OEEI
believe that egovernment can be either hindered by digital divide or it can contribute to digital

divide (Ebbers et al., 2016). However while the issue of digital divide the west has shifted from

the inequalities in access to gadgets to the subject of use of these digital information and
communication devices Buchi et al., 2015).In the west while the social structure is there to

support the digital transformation but the individual agency defines the individual preferences.

As Pakistan lags behind in social structure conducive for digital transformation but also the use

of the internet and information and communication technologies is somewhat abstruse. The

access of majaty of students in KP schools and colleges to internet (55.22%) as shown by the

survey data, displays the fast diffusion of internet among the Generation Z in KP. However, this
increasing internet penetration does not promise much transformation in the @al sense, neither

does it closes the gap of digital divide among the different social groups. Females especially have

less access to the digital devices and internet connection. The access to digital device issue is

directly linked with the low income of the parents of these children, a majority came from families

with income less than 25,000.

The HEMIS officials rightly argued that unless the end users, i.e., the students in public sector

colleges and universities are not facilitated with the provision bcheap internet packages,

mobile and laptop devices , the students will fall behind education as compared to private

colleges(S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021). There was also a stress on
appointing a dedicated team for policy impementation through insightful study of regional

AAOGAT 1 Pi AT OO ET AAOAAOQGEITh £ O AgAi Pl Ah A0 xEOI
yT AEA8O AgAi pi Ah AEAAD Oi AOO PEITAO AAT AA AOOA
them from abroad(S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021).
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The fact that despite a previous policy of making computer education compulsory from middle
schools in the public sector, this subject is still an optional one, can be attributed to low
prioritization by the incumbent government, lack of proper IT labs, asvell as IT teachers and

I OEAO OAI AGAA ET £EOAOOOOAOOOA8 4EA EOOOA 1 &
labs were installed was, therefore, downplayed by officials to emphasize that since computers
was an optional subject, therefore noevery child was supposedly using or needing an IT lab
facility (S. Hussain, & W. Khan, FGD, July 14, 2021). It may be emphasized here that since students
have a choice in subjects, it may create a digital divide within schools among those students who
take the computer subject and those who do not. This is in addition to a clear digital divide
between those schools which have IT labs and infrastructure and those which lack it. There is,
however, a need to increase the number of computers and computer labs $chools, besides
bridging the digital divide among schools by introducing computer and IT education at all levels

of schools (primary, middle and higher secondary) from an early age. For the primary schools,
there is no reported introduction of computer-based education in Khyber Pakhtunkhwa. In a
digital age, such shortages and optional nature of the computer subject as well it's late addition
at middle schools, rather than primary ones (Grades-V) raises a big question over digital
readiness on the partof these public schools and the department of Elementary and Secondary
Education in Khyber Pakhtunkhwa.lt was informed that all schools with IT labs had been
provided with internet access. But it was also revealed that the teachers had access to thering

not the students and these teachers downloaded different videos and other materials related to
the topic before using them in the classrooms. They did not use internet directly in classes for
classroom teaching.

(@]
O
(@}
(@]}

The same issues plague the attempts tgaching public school students, computer programming

PDOI COAI T AOG8 &1 O AgAi Pl A ET OEA AAOCA OEAOKAAOBAIDI
available only to schools with IT labs and according to official accounts, only around-80% of

the higher secondary schools have IT labs. Again 30 to 40% of schools without IT labs miss out

on this important opportunity because of infrastructural shortages. Even though a considerable

number of children do not get the opportunity to avail this program, the positve thing is that

children who were exposed to it and provided such facilities did quite well and won awards.

Though the KPESED officials talked enthusiastically about the introduction of smart board in
schools, however, the exact numbers of schools with smart boards could not be provided by the
officials. The total number of Higher Secondary Schools in Khyber Pakinkhwa is 767; 491 of
these are for boys and 276 are for girls. The officials reported around 60 to 70% of all the Higher
Secondary Schools in Khyber Pakhtunkhwa possessed smart boards which were used to provide
education through digital means to the stdents at these school (S. Hussain, & W. Khan, FGD, July
14, 2021). On looking up information about it online, one report from 2015 (Express Tribune)

i ATOET 1 0 OET OAOAABOEOA xEEOA Ai AOAOGS ET OOAI T AA EI
the province (Zia, August 24, 2015). This was primarily done with the support of the NGRif
Ailaan. Another 2016 report from the DAWN newspaper puts the number of such interactive
smart boards introduced by the E&SED in high and higher secondary schools at 60Qgiites a
figure of around PKR 260 million for installation of such boards (Ashfaq, September 5, 2016).

The accessibility issue corelated to the use of online forums by students to communicate with
their teachers. Majority of the students (64%) agreed to lave used some form of online forum to
communicate with their teachers including the most widely used was WhatsApp (65%); and
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other less used forums such as Facebook (2%); Google classroom (2%); zoom (0.88ég Figure
22). Around 34% of the students had neer used any online means to get in touch with their
teachers given the fact that a number of students possessed smart phones (43%) and computers/
tablets (55%).

Figure 22: Online Forum®of Communications between Teachers a@tlidents in Public Schools and
Colleges

Online Forums of Communications between Teachers and
Students in Public Schools & Colleges

Zoom I 0.50%
Google Classrooml 2%

Facebook I 2%

If we look at the general trend in surveys in terms of the channel of interaction chosen by the
teachers and students to communicate with each other, one can see the wider use of WhatsApp
forum for all sorts of canmunications related to studies. This channel choice of heavy reliance on
WhatsApp forum (65%) indicates the ease of use the app offers on smart phones to its customers
that is the teachers and the students. However, less than half (42.79%) of the studentsre in
possession of a smart phone, showing the widening digital divide and the inaccessibility of
majority of the students to interact with their teachers. The overarching dependence of teachers
and students on WhatsApp to deliver lectures and communit&a shows the low level of teachers
AT A OOOAAT 606 AT 1T £ZEAAT AA ET OEAEO AEGCEOAI AT I DA(
communication and lecture delivering forums such as zoom, google classroom etc. It also
indicates the incapacity of the schol/ college strategies to support ICT integration in teaching
and learning that was promised by the education department officials through the introduction

of the LMS in schools and colleges.

2.4  What are the Issues in Digital Governance in Education

The official interviews posit a number of issues that hamper the smooth functioning and
implementation of digital tools in education.
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Is Change Management & Organizational Culture an Issue?

There is no doubt thatA OOAAOAOAAUG O 1 OCAImE &f Asvalded, éxpectatidhs OO OA I
and practices which guide the action of its officials is transforming. However, there seems to be a
OAOEOOAT AA OF AT A OEADPOEAEOI 11 AECEOEUAOEITGO
generation among the officialsFor example, there is cynicism among the education department

officials on the effectivity ofonline education vis a vis physical teaching. To quote the Deputy

Director Universities inthe HEDOOEA 111 ET A AAOAAOGEI T AAiT4a06 AA A
AT A EAAA O (. Fbabahd TOKWANARESB,IA@Gst 8, 2021). Though, online education is
considered as the solution to current pandemic crisis and hope was expressed that as time passed

the issues in online access to digital education wouldebresolved (J. Igbal and T. Khan, FGD,

August 8, 2021).

The various interviews also display technological shyness among the bureaucratic cadres, to

quote the Special Secretary in HE8 BAOOI T AT 1 U ) OEETE DPAI@®I A AT |
Q. Safi and S. I. Hussain, FGD, July 29, 2021). This reply came when he was asked about the
organizational culture and ICT usage. He gave the example ebféice to argue that it was

ineffective because of tOAT | BT EAAOAA T AOOOA 8 8Smefi®ahddhexdffitidls EA OA
would write on them and then it would go to the other higher official in long chain but writing

AT T T AT OO0 11 OOAE EEI A® QESafi aAd SAIl Hussaire G Qdlyi29, RAD.ET A O
This is despite the acknowledgmenthat some systems worked better than others, such as the

O&EI A 40AAEET C-s@nthandsystetn whidh Avas Gelpokted Ao be centralized and

working (A. Q. Safi and S. I. Hussain, FGD, July 29, 20Pi¢. former secretary E&SED and HED

claimed thathe had rejected a proposal of around PKR 55 million for provision of laptops to DEOs

and ADEOs because they had sparsely used the EMIS for information seeking or had come very

FAx OEI AGDOEEIGETOM8EI AAOCAA OEAEO AOOEDNIIKMKhaD,T x AOAO
personal interview, July 5, 2021).

Somewhat similar fears were also expressed by the former Secretary HED and KPESED. To quote

former secretary E&SED and HEDEO EO 11 060 Al AAOU EIT ABEO ET OI 1 (
technological chT CAh AOO Al O1 @A KhahFpArébRal ididdview, Julyi5A20A).
3AOAAOOCEAAT T U DI ET OAA 100 OEAO PATPI A OEETE 1 £
AEOAT OOACAA AEEI AOAT EOTIO)0@ET @ ANEAnDiGANER FOIAEDA

Ol Al11Tx OOOAAT 66 Oi OOCA A i bOOAOO AORBRABBEC AA
those computer operators in schools who did not allow students to operate computers in AC less
oIl T 10 A O AAAO 1T £ | A Bdail fo hén thed G Ad nedd i AT, justAud th® O 8

AT T DPOOAOOBAT i DPOOAOO AT 180 TAAA #0 O &£O1 AOEIT 8A
(A. Khan, personal interview, July 5, 2021). There are other more practical reasons also for shying

away from technology. There was an indication that the fear of losing financial incentives may

make the official offer resistance to the ICTs. For example, the physical training of teachers in

training institutes provides the trainers and officials financial beneits of Travel Allowance (TA)

and Dearness Allowance (DA), which is denied in case trainings are made onlf®& M. Khan,

Personal interview, July 14, 2021).

Three additional aspects were highlighted on change management issues in bureaucracy owing
to technological interventions: the mandatory nature of ICT usage by law; technical competence
as well as vision of those who head the institutes; and recruitment through merit based testing
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system. For example, the Director EMIS in E&SED, admitted the issuettifuale (from officials)

in terms of resistance to ICTs, however he was quick to stress that when things are made
mandatory, the officials then are compelled to undertakethen®. T x EO EO OEA ) #40 x|
it a compulsion on the District Educationfficers-DEOs (to report) and whoever is not responding,
OAAOAOAOU CAOO OEA OApPi OOEiI ¢ AT A OEAT AAOQGEIT EO
AOlI OO0A EO ASAM. Kian, Pefs@nllinierBidAJBly 14, 202He gave the example of

E-Transfers to insist that since there is no alternate way of registering transfer cases in schools

except online, therefore it has now become mandatoryS; M. Khan, personal interview, July 14,

2021). The use of cell phones through its concept of intertige screens is also said to remove the

attitudinal barriers to smart technology among the teacher¢S. M. Khan, Personal interview, July

pth ¢m¢pgq8 4EA %-)3 1 AFZEAEAI O A1 01 AAIT EOOAA O
competence on eeducation tools and its importance made a difference in better utilization or

otherwise of an eeducation tool, for example the smart boards in school$S( Hussain, & W. Khan,

&' $h *O01 U pth ¢mgpQ8 4EA %-)3 1 AAEEAE Aifidd A IxEIOEA OO
the person occupying the office, meaning departmental heads concerned and their level of
commitment to its implementation (S. Hussain, & W. Khan, FGD, July 14, 2021).

There was also an acknowledgement among officials that the NTS recruited teachewere

computer literate and therefore had little inhibition in the use of smart boardg’S. Hussain, & W.

Khan, FGD, July 14, 202I)he induction of fresh and technologically bold personnel through the

NTS merit based system was consideredtobe asolutl Z O OEA 11 AAO0O OAAAEAOQDS
ICT tools in schools as it was claimed that the new generation of these younger teachers who were
appointed through the NTS were more computer savvy than the traditional teache(K. A. Afridi,

personal interview, July 30, 2021) Adaptability to technology and change management was also

ATTTAAGAA AU OEA (%$ (%-)3 1T AZAFEAEAIT O O 1 AOGAI O
OxA EAOA 11T OA OEAT wtt O0E$8h AT A 11 OAl DEAEAGA 1AQ
i ATU AAADPOAOGEIT T EOOOAOG AO ET %l Al AT OAOU AAOAAOQEI]

i OEA (3. #Hus83&@ndM. Nasir, & M. Ghufran, FGD, July 15, 203ti)l the important context of
appropriate training to engage older groupof teachers cannot be downplayed.

Some officials from the education department also downplayed the change management issues

from digitalization. For example, the additional director KPE&SED claimed around 95 %

teachers to be comfortable with digital tmls; only few who are at the verge of retirement do not

AAAT OEA 1TAAA O 1 AAQOx AAEQE®DADT GREAAGEGROEOA OBIITIG /O
representatives when we discussed the option of online classes when schools became closed due to
Covid eme€ AT @A ASKhan, personal interview, July 14, 2021$ome officials even deny age to

be an issue in adjusting to ICTs in offices; they identified skills shortage as more problemaiic.

OO0OEA ACAA PATDPIA 11T x OAAI EUA OEMOOEEWR UI AMME T OBEII
I DPET ETT OEAU OOEIIT OEETE T &£ )#40 AG |AswmacMA Ol O Al
Nasir, & M. Ghufran, FGD, July 15, 2021). And resistance to IT usage was also related to the nature

of subjects taught, forexample, Islamiyat and Urdu, whose background was not supposedly from

IT (S. I.LHussain, M. Nasir, & M. Ghufran, FGD, July 15, 202he issue of adaptation to digital

tools was also linked to the size and employee numbers in a specific department. Foaemple,

the HEMIS officials claimed that since they had less employees in the HED (10,000 teaching staff

and 89 thousand ministerial staff in colleges) as compared to the Elementary and Secondary

Education Department, therefore, it was relatively easier tananage them through digital
interventions.
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How Far Regular IT Trainings and Proper Equipment Mattered?

4EA AAOGAAOQCEIT AADPAOOI AT O 1T EEEAEA] O ABEAA Y 30T ARAOT
project since 2018 S. Hussain, &V. Khan, FGD, July 14, 2021). However, the EMIS is indeed a
very specialist and technical oriented working and recruitment is also accordingly done from
specialized fields. The EMIS officials also mentioned one section by the name of Assembly
Businessevé Ei Bi Al AT-IOEEEA s sysiodhtaddGhe project hiring of technical
experts for that on regular basis with scanners even purchased to start the digitization of offices

in the education department . Hussain, & W. Khan, FGD, July 14, 2029wever, there is an
admission of the system not running very effectively in the education department, because of

Al AOEAAT OOAEAES O O (&AusEain AN En@ri)FGD BIMyEL4, ORA. TiGsv@sO A i
probably because the ipservice training for these clerical staff was not properly managed. The
officials quoted the eoffice system running well in the establishment department of the
provincial government, but not in either health or educationS. Hussain, & W. Khan, FGD, July 14,
2021). The organizational culture in schools was also changing due to repeated teacher trainings

Ei DAOOAA O1T OAAAEAOO ET OAEIT1 O xEAOA OI AOO AT Ac
teachers are no longer afraid of using ICT tools in teaching. People expestigith the software is
Ei POT OET ¢88 OAEA 11T A 1T EEEAEAI 8

How Much of an Attitude of Enthusiasm and Innovation and Technological Savviness at
Policy Making Levels Help?

On the question of enough enthusiasm and innovation at policy making levels, the former

secretary E&SED and HED admitted that only senior level bureaucrats reach policy positions and

their age unless they are technology literate does not allow them to undstand the importance

of ICTs(A. Khan, personal interview, July 5, 2021). His option was IT boards manned by technical
graduates from leading universities to lead the IT based change in the provingg. Khan, personal

interview, July 5, 2021). Officials Bo lamented the fact that mostly people who are oblivious to

the potential and importance of ICTs were occupying the strategic policy making level posts

inside the government(A. Khan, personal interview, July 5, 20210/ T 1 U OET OA DPAI b1 A
expetsOEAU EAOA OEEI |1 Oh OEAU ETT x OEA bl OAT OEAI 1 &
ET OE AAXKbad,@édordal interview, July 5, 2021). The EMIS officials in E&SED also talked

about their department minister as well as the secretary bein®) 4 OA1 AOAAS AT A OT AA
importance of digitization of education S. Hussain & W. Khan, FGD, July 14, 202b) others, the

personality of office bearer made sense in either slowing down the process or accelerating it, but

this could not undo the process as such policies was incorporated and implemented under

AAPAOOI AT OAT DI 1T EAUR 1171 (@ KD hdshralntedibw, July B 2021AT 6§ O x E
Enthusiasm was also reported among the top officials of KPEMA and to quote KPEMA deputy

director, 00T £AO AO AT OEOOEAOI AT A ETT1 OGAOETT EO ATTA
ET OAOAOOAA ET EIi POT OET ¢ OEA OUOOAirkent gderétangl 1 OO0
3SPAAEAT 3AAOAOAOUR S$EOAAOT O 'ATAOAI j$'q Ail AO
x AT O AECE OE UA QNE Bdhail,ipeéEsorfal irterviewh July @0A2041). He reported on the
$SEOAAOI O ' AT AOAI 60 JAECEORIBDEOORAAGI TAAIEOA 111 E

attendance in schools, which was currently being managed through manual monitoring by the
ECMA. Such enthusiasm meant that there were also plans underway for digitalization of syllabus
and lessons and dissemini#on of the same online to all teachers. It also translated into working
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underway on online training sessions for schoolteachers (M. Sohail, personal interview, July 30,
2021).

4EA (%-)3 1 AZEEAEAI Oh AOPAAEAI 1T U OE Artal$Highthdd OT O ) 4
)T £l Of AGET T Akidp& Wazkrdd)ad] ADBO 001 EE CEentbu§ids®andEA AOD/
awareness about the digitization of government services (S. I.Hussain, M. Nasir, & M.

Ghufran, FGD, July 15,2028)0 OET OCE OE A Odse thc®@ldl systen@éhAoObe AvArddden

OAOU AAOGEI Uh EIT xAOAOh AO Z£ZAO AO OEEO cCci OAOT i AT O
EAO AT A AO I OAE AO OEEO Cci OAOT T AT O jET -)#40Q8
Ci OAOT &11.Mdstb, M. Nasir, & M. Ghufran, FGD, July 15, 2021). He gave example of

Cl OAOT 1 AT 660 AT OEOOEAOI OEOT OGCE OEA AAOA 1T £ OAI
the government by advising the departments to review their replies and reconsider their

mistakes.

The officials stressed on their own efforts to accelerate the process stressing on the utilitarian
nature of digitization, perceiving the outcomes of digitization as benefiting more and more
people.O! 11 1 ABD AKEAC EOOU E 1t adprojedtsOniiti gpod dhiblabiv@shfor | A
AAT AEEOOET ¢ 1 1 Q& LHussdin, .iNasik, & BAGhdranARGD, July 15, 2021). The
HEMIS officials gave the example of the LMS system, which was accepted as soon as the HEMIS
officials put it up to the Secretary Higher Education; the secretary even complementing it as one

of the good projects (in ICTs)S. l.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021).

There was, however, amlternative opinion expressed by the HEMIS officials on the quien of
enough enthusiasm for ICTs and service generation among the top officials. For example, in
the focus group interview in HEMIS, the web developer as opposed to the Director IT carried a
different opinion. To him it was not as much about a specifid Iprojects approval, but rather about
issues involved in policy changes associated with frequent transfer of highégvel officials, such

as Secretaries, who come for shorter period and faced issues with approval of policy changes from
the Chief Secretaryand the Chief Minister(S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15,
2021). While emphasizing personality of the higher office holder to be important, in terms of ICT
centric or not, officials gave example of former Secretary Higher Education an&ecretary
Industries, who had transferred the working of the entire Industries department on ITOfficers
linked Change management issues in education to the ICT savviness of their bosses, giving
examples of how some of them through persistent direction ahmonitoring were adamant on
making the ICT interventions a success. They also reported the older level bureaucrats and
employees now accepting and getting used to the context of technological interventions in service
delivery as against the manual practies. But, also stressed that the context of a uniform policy
from the top bureaucracy on ICTs will help it drag down to the bottom level, however he also
argued that such ICT initiative that do not involve changing a policy drastically are easily accepted
and adapted to by the bureaucratgS. 1.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021).

Does Resource Scarcity and Technical Issues Matter?

Officialsdid mention technical issues and glitches resulting from the first -time usage of ICTs

to conduct office business, such as meetings online during Covid 19 for compounding the issues

of accessibility and usage of ICTs. The Deputy Secretary Universities in HED talked about his
experiences of confronting issues while attending meetings onlin OEAOA AOA AE AEAOA
issues, sometimes the durations times out, sometimes, important things are missed out in these
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and T. Khan, FGD, August 8, 20R

The issue also emerged from lack of expertise and training in ICT usage, especially for first timers.
For example, in the context of teachers training getting online because of Covid 19, and issues
therein, the trainers did concede facing certain isses when such trainings were shifted online for

the first time, such asconnectivity issues and issues related to understanding the Zoom
communications system (M. I. Afridi and S. M. Ali, FGD, July 15, 2021). Despite such issues
pertaining to the first batch of online teachers training, there was an optimism that such online
trainings needed to continue in post pandemic period too (M. I. Afridi and S. M. Ali, FGD, July 15,
2021).

In the case of financial obstacles there was hesitation on the part of td@vel bureaucrats in
admitting lack of resources from the government side. However, we can assume that they did not
want to annoy their political bosses by issuing such statements which could be traced back to
them. In the case of a former Secretary E&SED afwt of the HED, there was an admission that
)4 1T AAO AT O1I AT8O0 AA ET OO1T AGAAA &1 O All (EGCEAO
recruitment of teachers and their training all required allocation of additional resourcegA. Khan,
personal interview, July 5, 2021). Others who were serving in the middle and lower cadre of
bureaucracy were more open to admitting/ accepting that if more resources were available the
ICT initiatives would improve service delivery further (S. Hussain, & W. Khan, FGIDJy 14, 2021)
There was admission that much more in ICT and service delivery could be achieved provided
more funds were made available. (sedable 2 & Figure 23 for KP Government Spending on
Education between 20152020).

Table2: KP Government Expenditure on Education (202620)

Years Total Expenditure
2015-16 112,231

2016-17 136,121

2017-18 142,643

2018-19 152,711

2019-20 46,249

Source: Pakistan Economic Survey 20201. Government of Pakistan, Finance Division. Page 206. Retrieved
December 2021 fromhttps://www.finance.gov.pk/survey_2021.html
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Figure 23: KP Government Spending on Education (2e4G20)

Khyber Pakhtunkhwa Government Total Expenditure On
Education (2015-2020)
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=@=Total Expenditure 112,231 136,121 142,643 152,711 46,249

The HED department had to temporarily outsource machinery, equipment and experts for days
when-ever physical meetings could not be held due to pandemic situation as the department had
no permanent setup for digital meetings and it required finances (J. logl and T. Khan, FGD,
August 8, 2021).

Some officials downplayedhe lack of resources aspect in favour of lack of vision of policy makers.

01T TAU 1 AOOAOOR AOO i1 OA OEAT 11T AU OEAOA EO ATI
(policymakers] AT 180 EAOA A OEOEI T h UT O(SxNE KHan, Refsan@A OEA
interview, July 14, 2021), this points out to the waste of finances resulting from high official
inefficiency.

For others, more than resources, the other paraphernaliassociated with digitization being time

consuming delayed processes, for example, trainings and personnel induction that were more

time consuming and therefore took more time in implementation; procurement of digital

equipment, which not being produced inPakistan had to be imported and therefore consumed

more time (A. Khan, personal interview, July 5, 2021). The deputy director KPEMA in E&SED

AAT EAA OEA 1 AAE 1T £ £01 AETC®DEIAO CE IOADA © D ®A ®II A E AH
AO1 A e omy8réorted facing internet connectivity issue as their task was data generation in

real time; for that he informed about contracting out with private cellular companies, such as the

4A1 ATT Oh xEEAE EAA xEAAO Al OAOACA (Gdhailp&dodelA O 0 AEE
interview, July 30, 2021).

The fact that elementary education had more resources to spend was stressed by several officials.

On resource availability query, for example the additional director KPE&SED claimed the

elementary education budgé to be 2056 million for the year 2021-22, which was around 18 %
of the total budget; an amount enough to introduce digital learning in elementary education (A.
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A. Khan, personal interview, July 14, 2025%) There were also official comments that donor
agencies were mostly interested in investing in elementary and secondary education and not in
the higher education (A. Q. Safi and S. I. Hussain, FGD, July 29, 2G&jernment of KP has kept
education on top priority. In this regard the budget of KP Elemeaty & Secondary Education
Department is increasing since 2013(see Table 3 and Figure 24 KP Government Spending on
Elementary and Secondary Education (201:2018)

Table3: KP Government Expenditure on KPESED (2@020)

Years Total Budget Allocation
2012-13 63.688 Billion

2013-14 84.629 billion.

2014-15 93.611 hillion.

2015-16 104.252 billion.
2016-17 118.700 billion.
2017-18 136.194 billion.

Source: KPESED, GoKP. (n.d). Major increase in the Educational Budget. KHYBRRKHTUNKHWA
EDUCATION REFORMS & ACHIEVEMENTS. Retrieved December 2021 from
https://kpese.gov.pk/reforms/

5 Although the state of afairs in the schools visited for surveys indicated that how
students were unaware of the availability of any IT lab in their schools (accessibility
issue)
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Figure 24: KP Government Spending on Elementary and Secondary Education ¢2018)

Khyber Pakhtunkhwa Government Total Expenditure On
Elementary & Secondary Education (201-2018)
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But at the same time on further query, the official asserted that for IT labs in all high and higher

secondary schools, the KPESED department certainly needed a big amount which was currently

not available (A. A. Khan, personal interview, July 14, 2021)s Atressed by officialsO OA 0T OOAA O
AOA OEA 1 OA1 AOOBOEA DOEIi AOU OAETTT1 O Al 110 EAOA
AT OAOAA AU Y4 1 AAOG8xA 110 111U TAAA )Ya 1 AAOh |
Khan, personal interview, July 14, 2021). ThBirector EMIS also admitted that the reason for

keeping computer classes optional for secondary levels schools was the shortage of resousres

inadequate facilities. But also admitted that the government was looking towards the private

sector and donors to fill the gaps in resource availability for ICTs in schodIS. M. Khan, personal

interview, July 14, 2021).

Infrastructure and resource funding issues were downplayed with other set of reasonings. On this

guestion, the HEMIS officials informed that they were consulted by the planners for Annual
Development Plan (ADP) on higher education and were asked to furnish the list of facilities i

existing colleges; the HEMIS used their MIS to prepare a proforma on college wise number of
infrastructure, including matching demand with number of students and already existing
infrastructure. It was also revealed that all plans for new colleges comgarily included IT labs

with system (S. l.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 202he financial issue was

downplayed by stressing that the pandemic made officials work from home and develop
notification and letters and shared them through WA O O! Bbh xEEAE AT TOBRRBOABA O
TTO0 1TT1TU ATT1T1TAAOCAA OO Oi OEA OAAETTITcUuh AOO Al C
AT U OPAAEEEA EQ. AdfiAnd A.1I. HB<In, Adly80, #031).

Is there Sharing of Inter -provincial ICT Best Practices in Education?

The secretary level officers also clarified that there was no sharing of information on ICT based
best practices in education between the education departments of various provinceé.(Khan,
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personal interview, July 5, 2021 S. Hussain, & W. Khan, FGD, July 14, 202¢. even admitted of

EAOET C 1 EOOI A ATTOAET AOGETT AAOxAAT AT11AGCAO EIC
experiences, let alone from other provincegA. Khan, personal interview, Jul$%, 2021). There was

admission among officialghat such a sharing of best practices and experiences could prove very

beneficial, however it was very rare(S. Hussain, & W. Khan, FGD, July 14, 2021). By implication

we can argue that there should be inteprovincial harmony in sharing of best practices through

some inter-provincial board on e government or through the provincial IT departments regular

meet-ups under the supervision of the Federal IT department.

Though there was no sharing of best practicesr @onsultations between provinces on successful
digital interventions at higher education level, however, on Federal level it was asserted that the
government supported the HED and considered the HEMIS of Khyber Pakhtunkhwa to be the best
of all provinces(A. Q. Safi and S. I. Hussain, FGD, July 29, 2021). Another aspect that came to light
in this connection was that there was a tutorial and video sharing between the Khyber
Pakhtunkhwa government and that of Punjab. The Khyber Pakhtunkhwa government was @ls
taking digital educational content such as videos from the Punjab govt to upload them on E&SED
website. Though these YouTube videos subscription grew a lot (20 k subscriber) however there
was one conflict and that was Punjab follows a different curriculm than Khyber Pakhtunkhwa
one (by extension, the Federal government can also pitch in efforts in collaboration with
provincial governments to create an online content with shared videos on those topics in the
syllabus, which are common and separate videam those topics that were uncommon to share
with only concerned provinces.

How Far is Data Security an Issue?

On the issue of data security, there is a confidence among officials that the data security systems

in education were quite secure; confidlencewa A@ZDOAOOAA ET OEA AAEI EOQOU
state of the art data center, looked after 24 hours a day by competent staff. The officials reported

on having security mechanisms in place for data security of their website and the information

stored therein (K. A. Afridi, personal interview, July 30, 20213. | Hussain, M. Nasir, & M. Ghufran,

FGD, July 15, 2021). To some officials Data security was understood as not sharing of data with

I OEAO DPAOOIT O AT A AT OEOE A Gardlwih&r® 6rg,Inéthehwe @idwd 8 | /E/EE
AT Ui T A O AAAAOGO EO 1 OOOBARADEA PAOCAT EUAAGEIAT &4
written a book and kindly share with me all numbers of teachers so that | can SMS them that they
OET 61 A OAAA | Uered hirh th& unteds heAbri®s a written permission from the
3AAOAOAOUR x A x E(SILHis$aid, MONBArOAM. Ghulan, £A0) A 15, 2021).

The permission issue has chained the middle cadre managers from taking any risk.

ICTs, Servie Delivery and Citizen Trust in Government

Almost all the official respondents in education were confident that delivery of services through

ICT tools had markedly improved citizen trust on the government (A. A. Khan, personal interview,

July 14, 2021; SHussain, & W. Khan, FGD, July 14, 2021; K. A. Afridi, personal interview, July 30,
cmcpqh OAOAOAI Ail EZEAAT O BOET C OEA OAOHBOBBAI §O
trust on government through ICTs is related to people understandingithportance and utility of

these ICTs; resistance is usually mounted by people who are used to traditional setups and consider
those to be more efficient than the new agbs and therefore they are convinced only when they find

it more beneficial than the b A O (A &Hah, dersonal interview, July 5, 2021). Some gave
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example of ICT tools such as the PM portal and institutions, such as PMRU, which made it possible

to direct complaints to concerned departments in time and made them responsible to reply to

complaints and redress grievance$S. M. Khan, Personal interview, July 14, 2021 Igbal and T.

Khan, FGD, August 8, 2021resultantly trust on government increasing by around 50 to 60 %,

depending on how many complaints were gainfully handled by different departmentss. M. Khan,

Personal interview, July 14, 2021). Others stressed on the initiatives such@smputer-basedtest

for recruitment such as NTS, #ransfers for teachers, and gorocurements in government offices

with open online display of bid invitations, receival, etc, ensured transparency of the entire

processes, thereby gaining the confidence of all stakeholder the youth, the teachers, the

@khedard j AT T OOAAOI 0O6Qq j!'8 '8 +EATh PAOOIT AT ET OAO
AAOAAOGETT OAAOTI O xAOA 1 AT OEITAA OOAE AO .!1%$2!38
Vaccination drive, online job interviavs, and online facilities as other major works of the current

government that has built their trust among the common peopl€S. I.Hussain, M. Nasir, & M.
"EOEOATh &' $h *O1 U puh ¢mgpnN *8 )NAAT AT A 48 +E
peobl A A 1170 AU OAOET ¢ OEAEO OEiIi A8 1T OEAOXxEOA DPAI
Oi All PEAAA 1T £ x1 OE AT OAEI ET ¢ OEAEO xAOOACA 1 £ ¢
OEA Ci OV IEAAGM EG 001 AOAAA )#40 ET OAOOh xEEAE E
transparency of these tests, we have introduce@© AT OEAOO OEAO EAO ET AOAAO/
because of no political intedrence, we have thegrocurement system, wherein all purchases and

£OOT EOOOA DPOI ACOAI AT O EO AT T A OEOI OCE EOB8OEEO O/
EAOA AAAT (AAAKDahpérdoAaBidterview, July 14, 2021). Ability to accesssestial

information online such as examination results from the comfort of ones home also generates

trust in the government(S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 20817. EAT EO AT i A
Ol OAAETT1T¢Uh EO xEDPAO Huidiay trdst i8 theEukimaie thingeat 00O OO
institutional level and when everything is transparent it increases the level of trust in the institution

AT A x1 Qi giseafifaddd. |. Hussain, July 30, 2021).

The success of online admissions is sai® have increased the public trust on the system. The

( %- ) 3 1 AEE A bhé inedt lish @3plyddioalinednentions the roll number (of students),
OEOEAT A O1 Al1 O ET OPAAOh OF OEA OOOO0O EAO ET A
reason that in the last 5 years, there is not even a single case where a complaint was registered on

i EOOAEAOG ET OEA 1 AOCEO 1 EOO 1T O Al 01 AAOGOG 10 OEA Al
OEAO O0OOO0 1 AOAS. LHugsén, M Na&iiO&AM Ghufkan, AGD, Jul) &5, 2021). The

students can not only locate themselves on the merit list but also could see the position of other

students and thereby keep a watch over second and third merit lists and their potential admission

chances. TIs is trust building in the system(S. I.Hussain, M. Nasir, & M. Ghufran, FGD, July 15,

2021).

The system also offered an opportunity to make online complaint against their respective

principals and VCs, which then shows on the dashboard and is monitordyy the respective

officers to see how such complaints have been answered and handi&i |.Hussain, M. Nasir, &

M. Ghufran, FGD, July 15, 20289.8 O ) #4 Oi 110 AOA Pl AUET ¢ A OAOQ
there will not be any sudden change, itwil AAZET EQOAT U OAEA Ol 1 AS.IOET A A&
Hussain, M. Nasir, & M. Ghufran, FGD, July 15, 2021).
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Figure 25: SurveyResults Showing Students Perceptionkd® Governmen€Commitment to Digital
Education Initiativesand Student Level of Trust on Government

Government Commitment & Citizen Trust

m Strongly Agree mAgree mUndecided m Disagree m Strongly Disagree

I think the Khyber Pakhtunkhwa government is commit]
in providing quality education through digital educati
initiatives.

I am sure ICT initiatives in education have improved
perception/ trust of the Khyber Pakhtunkhwa governm

PIDE- RASTA RESEARCH PROJECT - EDUCATION | KoboToolbox
PIDE- RASTA RESEARCH PROJECT - EDUCATION | KoboToolbox

25. | am sure ICT initiatives in education have improved my
perception/ trust of the Khyber Pakhtunkhwa government.
TYPE: "SELECT_ONE". 201 out of 201 respondents answered this question. (0 were without data.)

26. | think the Khyber Pakhtunkhwa government is committed in

providing quality education through digital education initiatives.
TYPE: "SELECT_ONE". 201 out of 201 respondents answered this question. (0 were without data.)

Stongly Disagrse Agroe Disacres Srongy Ares Agree Strongly Disagree Undeciced Strongly Agree

Value Frequency Percentage Value Frequency Percentage
Undecided 61 30.35 Agree 79 39.3
Strongly Disagree 50 24.88 Strongly Disagree 41 20.4
Agree 49 24.38 . Undecided 37 18.41
Disagree 25 12.44 Disagree 28 13,93
Strongly Agree 16 7.96 Strongly Agree 16 7.96

The survey results show that a majority of the students (47.26%) had no doubt in believing that
the government was committed in providing quality education through digital education
initiatives; although around a quarter of them (34.33%) still believe the government to be
showing lack of commitment towards improving quality of education through digital initiatives
in Khyber Pakhtunkhwa. 18% of these remained undecided on the ability of the government to
deliver quality digital education. Whether introduction of ICT initiatives in education sector have
helped build the trust of the people on the government show a mixed result. Around 37.32% did
not believe so, whereas 32.35% students trusted the government digitaitiatives in education,
an almost equal number of students (30.35%) could not decide if these digital initiatives in
education have improved the quality of educationGovernments usually adopt initiatives in Bona
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fide, however several hurdles demean th efforts of the government. The inaccessibility of the
students to the IT labs in school and colleges is one such example. A discursive and systemic
approach is needed in solving the issues related to digital education.

Awareness of Digital Education Policies/ Programs & Participation in Digital Education
Initiatives

4EA AEOEUAT 60 DPAOAADPOEITT 1 &£ OEAEO cCci OAOTiI AT O b
awareness about their government policies and actions and the resultant uséthose services by

the citizens. The level of awareness of the digital initiatives in education sector as well as their

use has been slow and steady. The survey results show that although majority were aware of the

digital initiatives of the Khyber Pakitunkhwa government in education sector, however the use

of these initiatives was not very encouraging. (Sefeigure 26 below).

Figure 26: Level of Awareness of the Digital Initiatives in Education & Highest Used Digital Tools
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= Awareness of Digitization in Education = Use of Digital Education Initiatives

Asopposed to 29% of the students in the survey, a good majority (71%) were aware of the digital
education program of Khyber Pakhtunkhwa Government, which included initiatives such as
online admissions (68%), online lectures (48%), biometric attendance fordachers (41%), online
examinations (16%), provision of IT labs and IT teachers in schools and collegd$%o) etc. Most

of the respondents came to know about these initiatives through social media (44%), TV (35%),
personal encounter (16%) and othersA majarity of students (62%) stated that they used digital
education programs, online admissions in colleges being the most popular (43%) among them;
followed by online lectures (40%) and use of IT labs/ computers (3%). Here it is important to
note that online admissions were restricted to college admission alone and the applicant could
apply for admissions in government colleges by paying a small amount of fee (PKR 100) at a
nearby Jazz Cash retailer/shop and view his name on the merit list. However, studenteavfaced
difficulty in applying online were asked to come to the facilitation desks made available at the
college campus (KPHED, Archives & Library Department, n.d). Subsequently, the offline physical
consultation channel runs side by side the online syste in the college admission system.
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Similarly, the students who affirmed to the use of online lectures were actually referring to the
use of WhatsApp forum by their teachers.

2.6 Conclusion

This chapter attempts to explore the digital initiatives undertaken by the Khyber Pakhtunkhwa
government and impacts on service delivery in the education sector. It is based on analysis of
primary data from interviews of the education department officialsas well as public perception

on digital services generated from quantitative survey questionnaires. Secondary data sources
are also utilized to plug in the gaps in primary data sources and analysiEhe service providers,
i.e., the officials are quite optnistic about the digital education initiatives of the Khyber
Pakhtunkhwa government in bringing a transformation in elementary and secondary and higher
education sectors in the province. However, from the side of the end users, i.e., the students,
severalD O Al ATl 6 Pi ACOA OEA AECEOEUAOEIT 1T &£ AAOGAAOQEII
initiatives, coupled with their inability to use these in the face of paucity of resources creates
hurdles in the way of penetration of these digital education inifitives, thereby hampering
meaningful changes associated with such transformations.
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CHANGING THE FACE OF PUBLIC SERVICE DELIVERY IN KHYBER
PAKHTUNKHWA: DIGITIZATION OF HEALTH

3.1 Introduction

The use of Information Communication Technology (ICT) in thiast two decades is credited with
transforming the healthcare systems around the world. A Healthcare system is a combination of
institutions, personnel, commodities, information, financing and governance strategies all aiming
at disease prevention and tratment services (Durr-e-Nayab, 2009) It is understood as

Ai AT AUET Cc Al 1l OAAOEOEOEAO xEI OA DPOEIi AOU pOODPIT OA
nd). Awelt£01 AOET T ET ¢ EAAI OE OUOOAI OAOPTITAO EIT A AA
expectdions by improving the health of communities, protecting them against the financial
consequences of ithealth and providing them equitable access to peopleentered care (WHO,

n.d). The field of ICTs in health are known around the world by different namesncluding Health

IT, EHealth, Health Informatic, Health Information Systems, {Blealth, Health Information
System,mEAAT OE AT A OEA 1 EEA8 7EAOEAO OEA EIT 601 AGAOE
ETT x1 AACA AATTT1 U8 1 ObiAATGENGA I ADEA AGOIDO OONT  GAABRAR T A &/
treatment of common ilinesses can be made possible through ICTSTs in health sector is termed

as one of the fastest growing areas in healthcare. With the advancement of technology, the growth

of new applications in this field have helped disseminate healthcare information to diverse

audience in an engaging, easy, time saving and cesftective way. This use of ICT is in turn making

the healthcare information and services globally accessible at low cost (@stava et al., 2015).

32 Pakistan’s Health Care System

OAEEOOAT 80 EAAI OE AAOA OUOOAI EO AEAOAAOAOEUAA
quality of services provision (Durr-e-Nayab, 2009). As of statistics, aroun®0% of the total

population lacks access to a doctor in their community; only 1 doctor is available for every 1200

people in a population of 200 million. In the same country, almost 70% of the medical workforce

consists of female doctors, out of which only 23% ever practicd e Frortier Post, 2020).Health

is already an underresourced sector in Pakistan, which traditionally has been allocated only a

small amount, usually under 1 % in our total developmental expenditure. Out of this, most of the

allocation goes to secondary and tertiry care and only around 15 % is reserved for preventive

and primary health care (Accelerate to the Digital State-Health, p. 10). A 2017 study by Pakistan

Economic Survey (PES) revealed that Pakistan spent in the last one decade between 0.5 to 0.6 %
ofEOO ' $0h xEEAE EO AEOIAITTU I11Tx O OEA 7101 A (A
AEEO | AEAO O0AEEOOAT 60 PAO AAPEOA EAAI OE ODPAT AET ¢
than the benchmark by the WB for lowincome countries at around $ 8§Basharat, May 26, 2017).

Another more alarming figure cites only 20 % of the population utilizing the first level care in the

public sector, reflecting the poor trust in government services owing to several infrastructural

and other deficiencies (Acceleate to the Digital State: eHealth, p. 10).

If we compare the health indicators of countries in the region, Pakistan ranks 7th in terms of Life
Expectancy and ranks 6th in terms of Government Health expenditure, among the 8 countries in
the region. The able 3.1 below shows the regional comparison of health indicators
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Table4: Health Indicators in the Region (2019)

Countries Life Infant Mortality | Infant Mortality Population Government
Expectancy | Rate (per 10,000| Rate (per 1000 Growth Expenditure
at Birth live births) live births) (Annual) on Health (%

(total years) (2019) (2019)** (2019) of GDP)

(2019) (2019)

(WHO)*
Maldives *79 - 6 *1.8 8.04
Siri Lanka 77.0 6.1 6 0.6 4.08
Bangladesh 72.6 25.6 24 1.0 2.48
Bhutan 71.8 23.8 23 11 3.61

Nepal 70.8 25.6 24 1.8 4.45

India 69.7 28.3 27 1.0 3.01
Pakistan 67.3 55.7 54 1.9 3.38
***(1_1)
Afghanistan 64.8 46.5 45 2.3 13.24

Source: Pakistan Economic Survey 202P1. Government of PakistanFinance Division. Page 217, 219.
Retrieved December 2021 from https://www.finance.gov.pk/survey 2021.html

Source: *World Health Organization Global Health Expenditure database ( apps.who.int/nha/database ).
The data was retrieved on January 30, 20&2

Malpractice abounds at different levels of the health sector in Pakistan, from public sector

hospitals to pharmaceutical sector to the field delivery of medical services. This is besides the

issues of staff absenteeism, dugbb holding and theft of supples in the public health sector

(Durr-e-. AUAAh ¢nmnwQ8 OAEEOOAT 60 i AACAO Al 11T AAOQETT 1.
makes it hardly capable of dealing with multifaced health challenges generated by a huge
population boom. Here, at the very bsic level, the manual registry of diseases and patients often

leads to most of the record lost. Resource crunch makes thergtiatives in health a dauntingly

slow process. Scholars are quick to assert that tertiary levettgealth initiatives require not only

huge finances, but also good infrastructure and trained health professionals. Naseem el al., are
optimistic that since the Ehealth preOANOE OEOAO ET OAOI O 1T £# EAAI OE b
)y #40 EO AT AT OOACET C EIT 0 fsEehAdinésa fordevnyersiod &f @ehlEl O A h
services (Naseem et al., 2014).

9)

In Khyber Pakhtunkhwa, the health indicators are below the national average, especially for
border regions of erstwhile FATA and Malakand Division. This is supplemented by the huge
gender divide in access to health facilities. Gender inequalities and social norms restrict the
mobility of women and their access to health services, education and employment. Women are
not permitted to travel to health facilities or receive health servicesrom male practitioners. The
number of women who give birth with the help of a skilled birth attendant is just 48% in Khyber

6 Source: **Estimates developed by the UN Inteagency Group for Child Mortality Estimation ( UNICEF,

WHO, World Bank, UN DESA Population Division ) at childmortality.org.

** According to Pakistan Economic Survey202q p 8 ' 1 OAOT 1 AT O T £/ 0AEEOOAT j 0ACA
expenditure as % of GDP (2019) is indicated at 1.1 which was slightly increasexit.2 in 2020.

65



Pakhtunkhwa and 26% in erstwhile FATA. The incidence of maternal and infant mortality ratios
are quite high; 380/100,000 live births in FATA and 275/100,000 live births in Khyber

Pakhtunkhwa (JSI Projects, n.dAs for the existing health units, they are not only far away but
also unequipped with lack of staff and infrastructure facilities. Similarly, the availability of
outreach sewices where health workers are mobilized to provide services to the population,
away from the location of their work is unavailable.

The Khyber Pakhtunkhwa Health Network consist of Rural Health Councils (RHCs), Basic
Health Units (BHUSs), Hospitals at Tehsil Level (THQs), Hospitals at District levels (DHQs), and 9
Hospitals at the Tertiary level. Se&igure 27 below.

Figure 27: Khyber Pakhtunkhwa Health Network under Health Department of Khyber
Pakhtunkhwa (including Merged Districts)

Teac" ertiary

Source: Pakistan Economic Survey 20291. Government of Pakistan, Finance Division. Page 227. Retrieved
December 2021 fromhttps://www.finance.gov.pk/survey_2021.html

The Khyber Pakhtunkhwa goverment priorities towards healthcare could be understood by the

DOl OET AA8O EAAI OE AOACAOh xE EA Eorthdyeadd2008P2, theU 1 mm P
health budget is estimated Rs146 billion, arise from the Rs124 billion last year (Yousafzai, June

19, 2021). Pakistan faced total economic loss of PKR 2.5 trillion due to Covid 19 pandemic and

the province also faced economic repercussion of Covid 19 outbreak. See the department wise

Khyber Pakhtunkhwa Budget for 202621 in Figure 28 below.

66


https://www.finance.gov.pk/survey_2021.html

Figure 28: DepartmentWise Khyber Pakhtunkhwa Budget for 20221

KP GOVERNMENT DEPARTMENTS PKR in Billions

Elementary and Secondary Education 183,788

Health 124,530

Home Department (including Police) 75,718

Higher Education 24,097

Information Technology 1,091
31 O0AAg '1T+08 jgemgpQ8 2EI EAT O +EUAAO -plAGoEeth@énEoE x Ad !
+EUAAO OAEEOOTI EExA8 2A00EAOAA $AAATI AAO -Budge028EOI i EOO

21

Figure 29: Department wise Khyber Pakhtunkhwa Budget for 2020

Department Wise Khyber Pakhtunkhwa Budget 2020-21
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In order to address the disparities in the Merged Districts and bring them at par with the rest of
the areas, the Government of Khyber Pakhtunkhwa adopted a 03 yeaccelerated
Implementation Programme (AIP) 20192022, to address the key developmental gaps in the
Merged Areas. In the first phase an allocation of Rs 8.3 billion made in ADP 2820 Also, Sehat
Sahulat Programme to be extend to 100 percent of the poptien of the province by June 2021
(Pakistan Economic Survey, December 2021, p 227)

" Note: District Head Quarters (DHQs) are located at district level and serves3lmillion population.
DHQs providepromotive, preventive, curative, diagnostics, inpatient and referral services . All DHQs
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3.3 Digitalization of Health Service Delivery in Khyber Pakhtunkhwa

Digital service delivery is indeed cost effective and therefore credited with being efficie©rton,

et al., 2018) And hence in accordance with international trends, the Pakistani government too is
providing various e-services, including those related to vaccinations, to pandemic alerts, to
disease tracking and controls. Added benefit ofgervice delivery is that government can initiate
timely feedback flows through different applications to improve the services (Husain, 2021). In
the wake of spread of corona pandemic and governments around the world switching to digital
public service delivery, scholars have also tried to raise the questions on what benefits
digitization could bring to health services in Pakistan. In Pakistan, many pilot projects inldealth
are not carried into full term projects because of sustainability of funding issues, Higrisk
involvement for private stakeholders, and long timeto-market for commercial solutions
(Accelerate to the Digital State: éHealth, Elevating Healthcare Roadmap to Digital Health). To
connect the Basic Health Units in rural areas to district hospits, a linkage was created between
local health units with specialists in District hospitals under the District Delivery Challenge Fund,
which aims at improving health service delivery in the Punjab and Khyber Pakhtunkhwa (Husain,
2021).

Other tele-health initiatives private sector initiatives also started, such as théMlarham app
which is developed to act as a platform for online interaction of health care professionals

and patients. Muhammad Ittefaqg and Azhar Igbal (2018) in a study on this first health att-up

in Pakistan proclaim it to be a significant step in the right direction in digitizing health sector in
the country. They used a mixed method of combining qualitative content analysis of social media
posts of Marham Facebook and twitter accounts and a quantitative one of using descriptive
statistics for male and female samples and conducting statistical analysis of it to highlight the
percentages of health issues discussed most dfarhamsocial media sites. Their fidings suggest
challenges to digitization of health in the shape of lack of tech savvy character of people in rural
areas and those coming from lowncome groups. Therefore, most areas in Khyber Pakhtunkhwa,
Baluchistan and Sind were not using this app. Thiis in the face of many rural communities in
Pakistan not even having internet access or that of regular electricity to access digital health apps.
Since most health professionals prefer to run clinics in urban areas, therefore the context of
booking appdntments also becomes limited for rural residents. The scholars also highlight the
limitation of lack of checks on fake doctors having profiles online and engaging in online patient
treatment and counselling (Ittefaq & Igbal, 2018).

Another similar story is that of theO3 AEA O A EEA 14&5Ar@df the fastest growing tech

AT T PATEAOG AEI O O bDPOiT OEAA AT AOT 060 AAAAOO O1 PA
Innovation Hubs called Ehealth hubs have been established throughout Pakistan. Thgh the

numbers are small, around 19 in Pakistan and only 3 in Khyber Pakhtunkhwa, all in Mansehra

district (Balakot, Chitti Gattiyan and Lahorbanda), however its impact is impressive as of now

340,000 consultants have joined it with 5000 online female doctrs. There are 150 community

staff and 32 eclinics working under it throughout the country. It provides access to lowincome

areas via nurse assisted video consultation. It also provides a tertiary care referral system,

monthly counselling sessions and halth awareness compaigns, held at sehat kahanireib. Some

provide referral care to patients referred by BHUs, RHCs and Tehsil Head Quarters (Hassan, 2017).
https://www.ijarp.org/published -research-papers/oct2017/Healthcare -SystemOf-Pakistan.pdf
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of the very remote areas in Pakistan have access to quality health care facilities through 1Bubs

across Pakistan. Patients have to use telemedicinehealth app to connect with doctors in

Pakisan 24/7 (3AEAO +AEATEh 1 8AQ8 3 AEakiOclinieAdhduieEhed T AOx
presence of a virtual female doctor in communities where quality healthcare was still a dream.

The Sehat Kahani Digital Health Innovation Hub was created in collaboratiomith Frontier

Medical College (FMC), to enable patients to access medical specialists online that are not
physically available to patients in their communities. This Hub will also be used to create Khyber
OAEEOOT EEEXAGO &EOOO $ EQE®Rdntiel Phd, ISéptemberi3@ 0B0AOET T #
The First Women Bank Limited (FWBL) signed an MOU with Sehat Kahamme to provide E

Health Financing Loan to female health workers that allows them to set up their clinics, thereby

connecting a doctor to patiems through the Sehat Kahani application (The Frontier Post,

September 30, 2020).

3.4 The Khyber Pakhtunkhwa Health Department (KPHD) and Directorate
General of Health Service (DGHS)

KP Health Department

As mentioned in its website (healthkp.gov.pk)the Khyber Pakhtunkhwa Health Department

is a three purpose institution: makes health policies; governs the health care institutions; and

initiates all health related intervention (The Health Dept. KP, n.d.). It mentions digitalization as

well as decentralizaton as essential steps in providing health care facilities to people at their

Al T O00AD j4EA (AAI OE $APpOG8 +0h 1T8A8Q8 )1 EOO O
Department also mentions besides epidemic outbreaks and precautions, the priddt | £ OAAOA
AAT EAA £ O £ZO0OOOA OAEAOOAI 086 j4EA (AAI OE $ADP0O8 +
of health and environment for the people of Khyber Pakhtunkhwa through provision of
international quality health care services (The Health DeptKP, n.d.). The 2018 Health Policy
+EUAAO OAEEOOT EExA 1001 ETAO OEA bDOI OEOETT 1 £
OAT i1 O1TEOU &£ AOOAAhRS OETTT OAOGEOARSE OOAOPT 1T OEOAN
Khyber Pakhtunkhwa people as princifes driving health policy implementation (Health Policy

Khyber Pakhtunkhwa, 2018).

Directorate of Health

There is also an affiliate department of Health name®irectorate General Health Services
(DGHS). Its website (dghskp.gov.pk) mentions its functions agolicy making, planning and
reforms, health education, community involvement and advocacy, disease prevention and
control, quality assurance and control, monitoring and evaluation, knowledge management for
evidencebased decision making, health human reswce development and management and
legal services to name a few (Directorate General Health Service, Health Department, GoKP, n.d.).
Primarily this institution is the policy implementation one for Health Department and its vision

is creation of an integrded and coordinated health system through Primary Health Care to
District Health System for provision of universal access to health services (Directorate General
Health Service, Health Department, GoKP, n.d.).
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District Health Management System

The websiteof Directorate General Health Services (DGHS) augment the introduction dDEIS-

District Health Information System (Directorate General Health Service, Health Department,

GoKP, n.d.) and several othddealth Management Information Systems (MIS) reflected in its

dashboard on website. It was in 2009 that theDHIS replaced the previous HMIS (Health
Management Information system) in 12 districts of Khyber Pakhtunkhwa. The DHIS website
(dhiskp.gov.pk) mentions this system oMISA O AT O1 PAT O 160 orkep@tingfO x A OA |
AT A1 UOEO AT A AEOOAI ETAOCEIT 1T &£ AAOAG &1 O EAAI OE
countries in the world (DHIS, DGHS, GoPK, n.d.). DHIS started its website in 2017, which is also

utilized by the Directorate of health. DHIS cards out evidencebased reporting from all the

primary and secondary healthcare facilities across the province (DHIS Annual Report, 2017).

The HMIS dashboard also mentions thEPI MISwhich translates into Expanded Program on
Immunization —Management Inform ation system; it was launched in 2017 for regular online
reporting from 25 districts of Khyber Pakhtunkhwa. A total of 1088 permanent EPI technicians
were recruited for this purpose (Annual Report on DHIS, 2017). Another programme, thé{\W-
MIS Lady Health Workers MIS for family planning and primary care, and MNCH -MIS
(Maternity Newborn and Child Health MIS has also been configured with the DHIS server
(Annual Report on DHIS, 2017). An assessment of 154 LHWs from 9 BHUs of 4 districts Jhelum
and D.G. KhanKunjab), Mardan (Khyber Pakhtunkhwa) and Sukkhar (Sindh) were carried out in
2012 to review the improvement in the district health system brought by theLHW-MIS. The
reports suggest that data completeness on several indicators were low because of the
unavailability of MIS tools to the LHWSs. Another issue indicated was that the accuracy of the data
was also compromised (Mahmood & Naz, 2012).

According to the 4" Quarterly Report onDHIS} ¢ mpp Qh OEAOA xAO-AARBABAA |
reporting from the health facilities about the state of affairs at the primary and secondary level of

health facilities. DHIS implementation objective was to provide timely, accurate and reliable data.

The DHIS compiles raw data, analyze it and projects the prevalent problems withihe health

system in areas of disease burden and presence of adequate facilities. This in turn, enables the

Ppi 1l EAU PI ATTAOOG 061 1 AT AcA OEA EAAI OE AAOA AOACAC
previous HMIS system was restricted to the outp#éent departments of health institutions

working at First layer care facility (primary healthcare) only. On the other hand, the DHIS system

AT OAOO OEA 1T OOPAOEAT 0086 AAPAOOI AT 6OO6h AO xAl1 AO
centers along wth all Tehsil hospitals and all District Headquarters Hospitals. The indicators of

all the vertical programs in healthcare such as Expanded Program of Immunization (EPI), TB Dots

Program, Maternity Newborn and Child Health (MNCH), family planning prograngenters for

Disease Control and prevention (CDC) and primary health care are also covered by the DHIS

system (Report on DHIS, 2011).

3.5. ICTs and Digital Health Vision of Khyber Pakhtunkhwa Government

All officials in the Khyber Pakhtunkhwa Health Department and its Directorate underlined the
importance of ICTs in health (I. Khan, Personal Interview, July 15, 2021; M. S. Farooqi and A. A.
Feroz, FGD, July 26, 2021; B. Bashir, Personal Interview, Auglst 2021; A. Ibrahim, Personal
Interview, July 30, 2021). The health officials stressed that policy should always be driven by data;
that is why use of ICTs in the health sector have allowed the government to make appropriate
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policies to deal with, for exanple the Covid emergency (M. S. Faroogi and A. A. Feroz, FGD, July
26, 2021). Some emphasize it to argue that it helps the government to meet the international
standards under JS8 which makes it compulsory to digitize health services (B. Bashir, Personal
Interview, August 11, 2021). Officials in the DHIS at Health Directorate preferred ICTs for ease in
accurate planning to develop health facilities by the government (A. Ibrahim, Personal Interview,
July 30, 2021).The Deputy Director Public Health conside health policy to be deficient on
account of not being demand driven or need driverThe policy makers are hardly aware of the

OEOOAOQGEIT AT A EAAI OE DPOI AFAOGOEIT T Al &80 Oilll A ABl  EFOO hA
AOEOAT AU Anhtbeing gekesfbted, far@¥amyiiedn Covid 19 we talk about different waves
AT A OEAO EO DPi OOEAI A 111U xEAT AAOA EO CAT AOAOA,

xT Ol A EAOA AOAAOGAA (M OHa0wi aAdAAAErOA FADly 06AD21A OET 6

ICTs were also deemed essential for creating awareness about health issues and diseases among

the people. The Deputy Directors Public Health argued that ICTs have helped create awareness

among the people; the example of ring tones on mdbiphones being replaced by awareness

message by the government is one good examp@A OAOUT T A ET T xO 11 x EI x OfI
VOR ETAI OAET C xAAOET C | AOE ORMxSARafdia0d AEA Fefof) i OA E
FGD, July 26, 2021). Theyso reported on opportunity provided by Covid 19 for giving a big push

Ol )Y#4 OOACA mI O AAOA CAT AOAOCEI TN OEA T1T1U AEOA.
OEi A8 AAOA &EOT i OEAOH#HEBEAR WOEDI)OCIEO Q4D EHGD OE M B
AEOAAOA &£ 0 xEEAE xA AOA CAOOETI ¢ OAAI OEI A AAOA
(M. S. Faroogi and A. A. Feroz, FGD, July 26, 2021).

36 |I's Technology the *“Silver BulFihdngs’andf or He
Discussions from the Field

The following analysis draws on findings generated from the service providers end, i.e., the
AAOGAAOET T AAPAOOI AT O 1T £AFEAEAI Oh AO xAl 1 AO OEA 1}
initiatives are improving efficiency, transparency and inclusivity/ accessibility in service delivery.

4EA OAOOEAA POI OEAARAO8O PAOOPAAOGEOA EO AOAx1T £EOII
officials from the abovementioned Health Departments, the Directorate General Health Service

(DGHS) and their affiliate institutions. The end user, i.e public perception about ICTs and impacts

on services in Health is based on data from quantitative survey questionnaires collected from

patients at the two leading tertiary based Teaching Hospital in Peshawar and Abbottabad

districts- the Lady Reading Hospital Medical Teaching Institute (MTI), Peshawar and the Ayub

8 JSI or John Snow Inc. (Public Health management consulting and research organization) has worked in
Pakistan for more than 25 years, supporting the Government of Pakistan to strengthen the health

system, improve maternal, newborn, and child health outcomesand address the global health security

agenda. The USAH3upported Integrated Health Systems Strengthening and Service Delivery (IHS®)

Activity EO EAI PET ¢ OAEEOOAT EI DI AT AT O OEA '11TAAI (AAlI OE
health system to be abl¢o detect, report, and respond to emerging public health threats (such as outbreaks

of COVID19, HIV, TB, typhoid and other infectious diseases) within the quickest time possible. JSI also
supports the public sector health service delivery system to creatend maintain accessible and equitable

AAOEA EAAI OE OAOOEAAO ET +EUAAO OAEEOOI EExA DOIT OET AAY
the most remote and hardto-reach segments of the population. See
https://www.jsi.com/location/pakistan/  and https://www.jsi.com/project/integrated -health-systems
strengthening-and-service-delivery-ihss-sd/
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Teaching Hospital Medical Teaching Institute (MTI), Abbottabad. Secondary data sources are
utilized to complement or contest the clains generated from primary data sources.

ICT Tools and Service Deliveryin Health

COVID emergency has provided a big push to ICTs usage in health service delivddjsease
surveillance and data generation have helped expedite decision making and action on health
emergencies by the government, all based on generation i&al time data from the field . The
emergency in Covid had stimulated some technology related developments such @dine

meetings (A. Ibrahim, Personal Interview, July 30, 2021). The generation and sharing of real time

data for Covid, for example has led to the organization Bfistrict wise Rapid Response Teams ,

for dealing with all reported Covid cases (M. S. Faroogi and A. A. Feroz, FGIp,2B) 2021).For

other infectious diseases, data is being collected throughMu |l t i pl e Sur veThél ance
“Vaccine Preventable DABEAGsAOSEIrARI Ak arOdedl OOET
immunization against 910 preventable diseases (M. S. Fawqgi and A. A. Feroz, FGD, July 26,

2021).

The Khyber Pakhtunkhwa government under itsKhyber Pakhtunkhwa Public Health

(Surveillance and Response) Act (2017, pp. 56) has made it mandatory on the Doctors to

report on 14 types of diseases within 24 hourdt also states that a Provincial Disease Surveillance

Center will be established in Directorate General Health services (DGHS), headed by the Director

Public Health. The goal is to collect, receive and exchange information with district disease
surveillance centers in each of the Khyber Pakhtunkhwa districts, headed by the Deputy
Commissioner (DC) and assisted by the District Health Officer (DHO). Disease Surveillance,

it was reported that essential infrastructure, for example tablets were available iBHUs.O %O A O U

EPI (Expanded Programme on Immunization) technician is given an official android [tablet], with a

iTT OET U PAAEACAh xEEAE OEAU AOA OOGEIT C O1 OAT A x
clustering is formed in any districts on reportg of multiple diseases, then it is reflected in red
FrAT11T00Y 11 OEA AAOE Al AOABxEEAE OAQMB.Gdoodii EIi i A
and A. A. Feroz, FGD, July 26, 2021). The officials mentionedtd#ehnicians in BHUs had been

provided with android tablets for the purpose of regular surveillance updateThe officials also

i AT OETTAA A pPOI cDAI §A2ET DP&bAde &l AwdDth the issue:
not covered by DHIS. This programme for which budget was already allocated as to be

initiated in a few months (M. S. Faroogi and A. A. Feroz, FGD, July 26, 2021). The reason why this
programme is initiated despite technicians in district BHUs possessing official Android tablets for

disease reporting was that this system would istall fixed android tablets in BHUs, around a

1000 in number, in different BHUs to ease disease reporting. This programme for which budget

had already been allotted was being initiated to make up for issues, such as a@porting on

days, when techniciansvere absent from duty along with their tablets. This also aimed at creating

a unified dashboard, which will incorporate data simultaneously from the OPD in hospitals, as

well as other sources, including notified diseases reporting (M. S. Farooqi and AFAroz, FGD,

July 26, 2021). This new system will unify bits and pieces of information to create a unified
dashboard for ease of use by policy makers and users alike.

According to the DHIS 2020report4 3 di seases have been s ed8decstbedd as
will help indicate which diseases/ cases were treated at health facilities in different district. The
information will help in re -distribution of resources according to disease pattern. It will also
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enable the Health Department and Directorate (DG3F) to initiate specific preventive, promotive

or curative services to control the spread of diseases. Tertiary hospitals are not included in the
list of data provided by DHIS (DHIS 6nonth Report, JuneDecember, 2020). A thorough review

of these differentdocuments reveals that the DHIS mapping of evidendsmsed data is reported
from around 28 districts of Khyber Pakhtunkhwa as opposed to the current 34 districts in the
province. According to Pakistan Economic Survey (202@21, p 227), the Khyber Pakhtunkhwa
(AAT OE . AOx1 OE AT 1 OEOCOO T £ wtnn "(5860 A O OEA
a population of 35 million. It means 1 BHU serves a population of approximately 370,000.

Surveys carried out in LRH MTI, Peshawar and ATH MTI, Abbottabadosled the hospital
preference of citizens. The majority of patients (60%) reported that they would not go to big
hospitals for smaller health issues. When asked about the healthcare facility they visit when they
or their family member is sick, 49% stated tlt they would visit their local BHU; 23% would
prefer to go to their District hospitals; 7% would visit private clinics. A considerably small number
of citizens reported that they would use home based medications (0.96%) or would go to CMH
(0.96%). Most ofthe patients who reported to have visited the local BHUs or hospitals said that
they were compelled to visit big hospitals.

When asked if they go to big hospitals for smaller health related issues, 40% of the citizens stated
that they would go directly to the big hospitals because of several reasons; such as some believed
that better services were available in bigger hospitals (39%); the treatment was more affordable
in bigger hospitals (18%); the doctors were more competent (14%) or because of better
infrastructure (4%) (see Figure ®). A very small number stated that they come to big hospitals
as the staff show sincere interest in helping the patients (0.96). Some (0.96%) said that they were
forced to come to big hospitals because of the absence of amalthcare facility near their homes.

Figure 30: Graph shows why 40% patients preferred to go to Tertiary Hospitals

Staff Show Sincere Interesf] 0.96
No nearby hospital JJl§ 2.00
Better Infrastructure [l 3.85
Competent Doctors|| NG L4 42
Affordable Treatment || N DR 1327
Better Service Quality [ G 3942

0 5 10 15 20 25 30 35 40 45

When asked about information on their local BHU, 20% were unaware of having any local BHUS;
72% said their BHUhad doctors; 68% said their BHU hé nurses and paramedics. Nonefdhe
patients who had come to the tertiary hospital for treatment were aware of any-Bealth facilities

at BHU level.

While conducting surveys from female (patients/ patient relatives) in IHR, Peshawar, majority
were unaware of the existence of any BHU in their locality. Several females complained of

73

—_—)

O



overcrowded OPDs in government hospitals. One female patient in LRH, Peshawar s@id, 0 $
DAOAEE 1 ET AO AOA 1 OAOA Gihithishukdipedple Bréfédto §odo locdErgarbfEl O | E
DOEOAOA AT AOiI OO0 xEI AEAOCA 1 A0O0 #AA 1 EEA EEAEOU
During conducting surveys not much difference was seen between the level of understanding and
participation level of patients at LRH Peshawar and ATWKbbottabad. However, one striking

difference was that in LRH (despite the fact that it is more well equipped and well managed

hospital than ATH) there were noisy fights among the patient relatives and security at the Lab

section and in the main OPD. Sevar patients/ relatives were seen fighting and shouting in front

I £ OEA AT AOI 0680 1T £Z£EAAOK DPAT DI A AT i DI AETET C AATC
Number of BHUs in Peshawar and Abbottabad

According to the data that was acquired by Media Matters for Democracy through a Right to
Information request in June 2018, there are 54 BHUs in Abbottabad which has a population of
1332912. There are 41 doctors appointed for these 54 BHUs. Peshawar wittpapulation of
4269079 had 47 BHUs and 47 doctors appointed (Naeem, June 24, 2018) (§able 6 below).

Table5: Number of BHUs available to the population of Peshawar & Abbottabad

District Population Tertiary BHUs Doctors appointed
Hospitals/ MTI in BHUs
1 Peshawar 4269079 3 47 47
2  Abbottabad 1332912 1 54 41

Source: Naeem, W. (June 24, 2018). KMealth z Financial and Human Resource Details of BHUs. Data
Health. MEDIA FOR TRANSPARENCY. Retrieved January?2, 2022 from
http://pakrtidata.org/2018/06/24/kp  -health-bhus/

According to this information, one BHU with one doctor in Peshawar District covers a population
of 90,831 people. Similarly a BHU with one doctor serves a population of 24,685 people in
Abbottabad. It clearly shows the why the tertiary hospital in Peshawawas brimming with
patients because of the noravailability of efficient number of BHUs in Peshawar. One BHU with
one doctor serving a population of 90,831 is alarming. This mounts pressure on the tertiary
hospitals to treat patients even with minor healthissues which could have been looked after in
local BHUs. By implication there is a need to increase the number of BHUs in Peshawar so stop
the influx of patients to tertiary hospitals for minor health issues. There is a need to create
awareness among peole that tertiary hospitals are highly specialized centers treating patients
who require high level of care, providing services relating to cardiac surgery, cancer treatment
and management, burn treatment, plastic surgery, neurosurgery and other complicated
treatments or procedures. The need is to introduce an effective referral system and enhance the
capabilities oof lower level health care facilities. Many of the high officials in the health
department were unaware oof any referral system and manager in & tertiary hospitals
emphasized the need to introduce an -eeferral system which will eventually lower the
unnecessary burden on the MTIs.
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Figure 31: The number of BHUs serving population in Peshawar and Abbottabad

m In Peshawar mIn Abbottabad

4,269,079

1,332,912

3 1 47 54 47 41
AR - 4 -/ - 4
Population Tertiary Hospitals BHUs Doctors Appointed in
BHUs

Medical Reports/ Laboratory Tests

The MTI hospitals in Peshawar were employing ICTs to deliver health services to patients. The

Deputy Director IT in LRH talked about hospital shifting their correspondence and reports quite
successfully topaperless system (B. Basir, Personal Interview, August 11, 2021). He referred

that Pathology records ET  OEA |, 2( ET OPEOAI xAOA AT i bl AOCAI U j
interface’ which directly sent results to the system (B. Bashir, Personal Interview, August 11,

2021). As clained by IT official of LRH, the hospital was thfirst in Pakistan to shift pathology

resultsonine h OET AA c¢mpy AT A OEA OAOGOI 60 AT O1 A AA AAA
website (B. Bashir, Personal Interview, August 11, 2021). Tipatient as reported by IT official in

the LRH hadaccess to his pathology records , which he could download.

It was further reported by the IT official in LRH that the hospitaRadiology was also filmless ,
meaning completely digitized (B. Bashir, Personal Interview, Augti11, 2021). These digital X
Rays were made available to the consultant radiologists to write a report on it, which is then
shared with the concerned doctors to examine. The patients did not have direct access to these
X-Rays, unless they requested for soft copy of the film, which was provided to them on a CD,
after payment of charges (B. Bashir, Personal Interview, August 11, 2021).

SURVEY OUTCOMESBccessTo Medical Test Reports Q25, 26,27)

An over whelming majority (86.54%) of patients who had come to LRH MTI and ATH MTI said to
have no access to their medical test reports (such as GCAN, MRI, Ultrasound, Mammogram,
test reports) in the public service hospital. A similar number of resporehts (86.54%) stated that
they never received their laboratory test results online. However a relatively small number
(11.54%) confirmed to have accessed their test results online, half of them (6%) reporting to have
received the results in one day.
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The MS department (Management Information Department) also called the IT Department at
Lady Reading Hospital MTI, Peshawar has provided the facility of accessing only pathology
reports. The patients are asked to download and print the report themselves and théne support
staff will not send an email. A helpline is also given for any further assistance. The reports are
viewable for a period of six months. After 6 months, they cannot reach their pathology reports
(http://lab.Irh.edu.pk/online/downloadreports/ ).

So far as ATH, MTI , Abbottabad website is concerned, the MIS system is still not working and
patients are asked to visit the hospital and get the reports from the lab.

A low trust issue aboutavailability of patients online medical test reports on was found among

patients who came for treatment | these hospitals. One patient in LRH was unconvinced with
onlinereport, 0) xAO 11 0 OAOEOAEAA AOI I OEA gsBHdOAl 1 A/
I AAT OAOT OEAO 1 OOOEAA OEA EIT OmnbvBAistriaist of thedphtieritsi OA OA
on the availability of their test results online on the hospital website. According tMr. Manzoor

Ali Yousafzai (HOD of the Outpatient and Ambatdory Services Department) at LRH MTI,

0 A O E A shaxét kh@num hospital level investigations are carried out in this hospital with the

doctors sending online request to the (hospital) labs to conduct tests from patients. The next phase

(of this transformation) isthe OPED EAOI AAU 1 ET E x BHe Aldo cofnplain®d aBotOx AU 8 6
the attitude of the patients towards online lab test reportsO8 OEAOA EO 11 x 00000
for the computerized system. They want their prescriptions, lab tests on pagedsprefer to carry

OEAEO #Z£EI A0 AOI OT A ET OEAEO EATAOBET x AT OI A xA 7
Electronic Record System [ERS], the Hospital Management Information System (HMIS)

The LRH official reported the hospital having artlectronic Record System [ERS, named the

Hospital Management Information System (HMIS)in the hospital. This record was for use

inside the hospital for treatment of patients who are visiting a second or third time (B. Bashir,

Personal Interview, August 11, 2021). The doctors and conkants can see the file of the patient
ITTTETA O AAOGAOIET A xEEAE OAOOO xAOA AT 1T AOAOGAA A
I AOO OEOEO8 4EEO Al O 1 AAT O OEAO A DPAOEAT 6060 AI
together by the doctorto make a comparative analysis for determining the influence of different
AOOcO8 2A001 OAT 6l uh EO |1 AEAO OEA AT AOI O OA1T OEOE
health (B. Bashir, Personal Interview, August 11, 2021)The LRH Hospital Management

Information System (HMIS) , not only hosts the electronic record of patients, but also the
hospital's financial record, its HumalhofitRessour ce
claimed to have been digitized8 8 OEO EO A Al | b1 AQAthiddodphtéridddi EA O/
record maintains estimates of costs ppatient, hospital bed time, mortality, cause of death, clinical

audits, patient days of stay in the hospital, which are then presented before the clinical audit
committee with graphics displal A @88Bashir, Personal Interview, August 11, 2021Yhe DHIS

official also reported record keeping of HR becoming better with ICTs. He claimed aroubhtlO00

files in HR being scanned and plan underway to digitize all HR files (A. Ibrahim, Personal

Interview, July 30, 2021).

Though the LRH official reported the hospital having arkElectronic Record System [ERS],
named the Hospital Management Information System (HMIS) in the hospital . However,
there was no networking with other hospitals in Khyber Pakhtunkhva to share this electronic
record system with consultants in other public sector hospitals (B. Bashir, Personal Interview,
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August 11, 2021). There was a bit of contradiction in this information between the LRH IT official

and DHIS official in DGHS officé\s reported by the DHIS official in the Health Directorate, the

Hospital Management Information System was in the process of being introduced in 2 to 3

El OPEOAI O xEOEET A UAAOS8O OEI A DPAOET Heqpotedit ) AOAEE
got budgeting in the Annual Development Plan and even a-R@vas prepared, but the budget was

supposedly not sufficient for IT purchase, therefore it was reviewed and revised for next year
implementation (A. Ibrahim, Personal Interview, July 8, 2021). Therefore, the DHIS official in

Health Directorate reported the MIS system in hospitals to run in part on manual system. He gave

the example of OPD slips and the diagnosis on it to be manually recorded in registers, instead of
electronically. Even the monthly report on it was generated manually, which increased the

propensity of data entry mistakes (A. Ibrahim, Personal Interview, July 30, 2021). Pointing to
OACEOOAOO ET EEO Oii1ih OEA $()3 1 £ZFZEAEdKng CAOA O
through computerized system to emphasize the difference between hospitals MIS and that of fully

e-solution oriented institutions (A. Ibrahim, Personal Interview, July 30, 2021).

E-VACCS

One of the earliest interventions in digital health care byhe Khyber Pakhtunkhwa government
ofthee-Vaccs, which was | aunched in 2016 ;lentoKhyber
vaccination attendance rise to 70 % by November 20%ihcrease of 31 % since launch (Accelerate
to the Digital State: dHealth, n.d., p10). EVaccs was launched initially in Khyber Pakhtunkhwa
and Punjab provinces by Ministry of Health with the help of the World Health Organization WHO
(Accelerate to the Digital State: €Health, Elevating Healthcare Roadmap to Digital Health, n.d.).
In an attempt to connect the Basic Health Units in rural areas to district hospitals, a linkage was
created between local health units with specialists in District hospitals under the District Delivery
Challenge Fund, which aims at improving health service deéry in the Punjab and Khyber
Pakhtunkhwa (Husain, 2021). However, the officials interviewed mostly talked about-e
surveillance of diseases and failed to mention the important-Eaccs one.

The DHIS officials in Health Directorate dispelled the impressioabout any ehealth projects
failing. He insisted that some programmes, such &Vacsas a continuous and longer duration
programme was running quite successfully not only in Khyber Pakhtunkhwa, but also in the
Punjab. Other programmes, such d&llaj wasa timebound activity launched in pilot phase to see
how these worked for far flung areas with low population awareness and hard communication
and weather conditions (A. Ibrahim, Personal Interview, July 30, 2021).

SURVEY OUTCOMES: (Q 32,33,34,35) Coinma(Zovid 19) Vaccinations

While 74% of the respondents were vaccinated for corona virus, around 26% had come for
treatment without taking the covid vaccine. (see Survey results below).
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Figure 32: SurveyResultsShowing thePercentage ofPatients Taken Corona Vaccine
32. Are you vaccinated for Corona Virus?
TYPE: "SELECT_ONE". 104 out of 104 respondents answered this question. (0 were without data.)

I Yes B No

Value Frequency Percentage
Yes 77 74.04
No 27 25.96

Among those who got the vaccine, 79.81% seemed happy with the arrangements of the
government and a small number (14.42%) reported facing issues while getting corona vaccine
which included delays in SMS respond®.65%); non-availability of second dose (1.92%); delays
in getting the vaccine (1.92%); problems in understanding the registration process (0.96%);
issues in getting vaccination certificate (0.96%); wrong entry of vaccine dose (0.96%).
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Figure 33:. MostFrequently Used HHealth Facility during Covid19 Pandemic

e-Health Facility used during Covid 19

= e-Vaccination Facility = Covid19 Emergency Helpline 1166

Online Doctor's Appointment Telemedicine

When the respondents were asked about the most frequently usedHealth facility during Covid

19, a considerable number (22.12%) stated that they usestVaccination facility. Other little used

e-Healthcare facilities included Instructions/ guidelines under Covidl9 emergency helpline

ppoe jp8wgchban TTTETA AT AOT O8O0 APPTET OI AT O jpB8wgtk
Figure 33). The astounding fiding was that approx. half of the respondents did not answer the

guestion as they did not used any-¢lealth initiative during covid 19. The 24% patient who opted

Al O OEA O6!/'TU 1T OEAOS 1 b O bhskd trdafmdrEshQradnianal ddioreA A O1 O
(5.76%), and others talked about going to nearby private clinics/ doctors (4.8%).

Civil Registration &. Vital Statistics (CRVS)

Death and birth certificates were as confirmed by LRH hospital IT deputy director issued online
(B. Bashir, Personal Interview, August 11, 2021). The DHIS official talked about the importance
of CRVS in health as covering three indicators: birth registration, death registration anduse of
death (A. Ibrahim, Personal Interview, July 30, 2021). He emphasized that the record relating to
cause of death was a very vital record for the government to keep. He also outlined that health
services could play a vital role in encouraging birthegistrations by making health care provision

in public sector hospitals conditional on possessing a form B and an ID card and waving the OPD
fee for those visiting hospitals for healthrelated services who possess these vital documents (A.
Ibrahim, Persond Interview, July 30, 2021).

Telemedicine

The Covid emergency (closure of OPDs) also stimulated the creation of asepatatee | e medi ci ne
department inside the LRH for connecting patients with specialists through video links (B.

Bashir, Personal Interview August 11, 2021). This was run on different modes: linking doctors

(MDs, eye specialists, surgeons) and psychologists through video links with patients; patients

were linked to emergency services and doctors through phone calls; and doctors were issuing
prescriptions on WhatsApp (B. Bashir, Personal Interview, August 11, 202Before Covid came,
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the Khyber Pakhtunkhwa government launched province's first online healthcare facility in 2017
by the name ofE-llaj to dispense specialized healthcare serviceis far-flung areas. Aiming to
lessen the burden on the tertiary care hospitals, the pilot project was launched by the Khyber
Pakhtunkhwa Information Technology Board (KPITB) and the Health Department in in
collaboration of COMSATS in Bilahi area of DisttiMansehra with the intentions of expanding to
other districts. This ellaj service will supposedly be extended to far flung areas of Khyber
Pakhtuhkhwa (Accelerate to the Digital State: tHealth, p. 10). This initiative was launched
because the governmentvas unable to post specialist doctors at Basic Health Units (BHU) across
the province. Specialized doctors were to be connected to these centers via higgeed internet
connectivity as well as staff being deputed at centers directly connecting patients tipbctors
sitting in Peshawar to treat patients with cardiac problems, mother and child health, skin and
ENT besides other issues on the spoEérooq, Oct 16, 2017).

International Tele Rounding

As reported by the LRH IT official, the LRH is the first hospit in Khyber Pakhtunkhwa and

Pakistan to open itself tanternational ‘* t e | e r ;@& practice stagtéd in Covid times, where

OE1T OAOT AGEIT T Al ET OAT OEOEOO0OS &OI T OEA 53 AEA A |
checked their vitals as wells their radiology and pathology reports and the notes of doctors and

nurses (B. Bashir, Personal Interview, August 11, 2021). This practice was started under an MOU

with American-0 AEEOOAT E 0OFEGIOREOA G\ROEITY AT 1 Uh T OO0 O0OAEEOOA
contacted us and nowthistel®i 0T AET ¢ EO AT TA 11 A AAEI U AAOEO0OS8O
1 EOA AT A OA HE Baghir,PErdoRaDintédvie®, Aligdsd 11, 2021). Such initiatives are

reportedly beneficial in two contexts; first, it helps in patient care; and second this helps train the

local staff of the hospital in patient care, including patient management on val#tors, etc. (B.

Bashir, Personal Interview, August 11, 2021). Even the records of patients on dialysis were

scanned and shared electronically with these consultants under such tele rounding interventions

(B. Bashir, Personal Interview, August 11, 2021).

E-referral though not yet introduced was in the process of inclusion in future éHealth plans

by the government in Khyber Pakhtunkhwa (B. Bashir, Personal Interview, August 11, 2021). The

plan is to connect all hospitals in Khyber Pakhtunkhwa through assiing Medical Record

Numbers (MNR)to DPAOEAT 00 &£ O A1 AAOOITEA OEAOQOEIT C 1T &£ A PA
these hospitals (B. Bashir, Personal Interview, August 11, 2021). It was expected to get it
introduced within the next five years and ths would prevent the trouble of reinvestigations in a

DAOEAT 060 AAOAh AT OAEIET C xAOOACA 1T &£ OEIi A AT A A
11, 2021). Future plans included a Regional Health Authority (RHA) and a District Health

Authority (DHA) £1 O OEAOET ¢ A 11T AAl PDPAOEAT 080 AAOA 111 EI
Bashir, Personal Interview, August 11, 2021)

Trainings in ICT Needs

To ease the official access of and usage of these tools, the LRH IT official reported a process of

contin uous trainings in different departments of the hospital and also claimed possessing a

training centre inside the hospital to provide trainings in ICT needs (B. Bashir, Personal Interview,

August 11, 2021).07 A AT 1T AOAO OAOOGEIT 1T O n diférdnEdepaitn@its [6f T A A /
Eil OPEOAI Y 8 OEALA A AADPAOOI AT O 1 AEAO A OPABEAI OAl
Bashir, Personal Interview, August 11, 2021).
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Independent Monitoring Unit

According to the DHIS official in Health Directorate, thelealth Department also carried a unit

by the name of Independent Monitoring Unit (IMU),  which monitored and supervised the
attendance of staff, functionality of hospital equipment, infrastructure ad cleanliness, etc. (A.
Ibrahim, Personal Interview, July 30, 2021). Secondary literature shows that Khyber
Pakhtunkhwa became the first province in 2016 to establistan Independent Monitoring Unit
(IMU) under the Health Department, to collect and share ladth data, monitor the performance of
public sector health facilities, and share the information with the public through its website
(Abbasi, The News International, May 5, 2016). It has placed all the information about closed
health centres, nonavailability of X-ray machines and absence of doctors at key hospitals on the
website of newly established Independent Monitoring Unit (IMU). However, we could not find the
website, although it carried a facebook page.

The IMU have Monitoring and Data Collection A ssistants, visited district health facilities at

least once a month with a printed check list and tick against the benchmarks, which are then put

up in the software to be displayed on a dashboard (A. Ibrahim, Personal Interview, July 30, 2021).

The benchm®E O ET Al OAAh OOAEE DPOAOA]IGIANA OEG] EAECE 111 TATl EEGDIL
supervision system, the coordinators [data collection assistants] visit two or three health facilities

they take a print of checklist and take information on it after mdaring the situation and submit a

OADPT OOBOEAOA EO A POIT DPAO AAOEAT AOA 1A Ibrénild AAOEO
Personal Interview, July 30, 2021). However, he reported that this system was not yet fully
operational for all the districts (A. Ibrahim, Personal Interview, July 30, 2021). The DHIS official

also reported the IMU functioning under the DHIS authority (A. Ibrahim, Personal Interview, July

30, 2021).
IMU Health KP App

An app launched by KPITB on Oct 2, 2019 states th&) T AADPAT AAT O -11EOI OET
specialized unit of the Health Department with core responsibilities to conduct regular

monitoring of all types of government healthcare facilities under the control of KP health
AAPAOOI AT O Q T OEAO tOAIDIDG-Gnatals, hdapiEsays Guthh@abaut its E

use or what purpose it serves and what kind of service is provided to whom the service

providers or the end users?

(https://play.google.com/store/apps/details?id=com.imu.health&hl=en&gl=US).

When patients were asked to rate the healthcare services received in the public tertiary hospital,

majority of the respondents ranked reasonably high the services given to pahts in government

tertiary hospitals. A significant percentage of respondents rated the services either satisfactory

(49%) or excellent (30.77%). 16.35% of the respondents rated the health services as
unsatisfactory. A smaller percentage (1.92%) were urefmined with the hospital services and

Ol i A OEIiPIU AEAT 8O ETIT x AAT OO0 OEA NOAI EOU 1 £ OAC

There was also the claim by DHIS officials that there was an interest on the part of the government
and the health departmentto computerize OP D slips to help record the diagnosis on computers
(A. Ibrahim, Personal Interview, July 30, 2021). To address issues related to financial leakages, it
is also being discussed tplace computers on all the payment counters in the hospitals , which
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further re quired technicians as well as constant internet connection, which were being finalized
(A. Ibrahim, Personal Interview, July 30, 2021).

Patient Privacy

On the question of whether patient data should be freely exchanged, the DHIS official argued
about no data was there to raise questions about sharing (A. Ibrahim, Personal Interview, July 30,
2021). Perhaps he was referring to DHIS having no patient data and only the MTIs possessing

ET £ Of AGET T AAT OOA DIAKERE I06 OO AR OAB( (IAAERIEOAET ET ¢ (
-2 100 AROO xEEAE EO AAAAOOEAI A OEOI OCE DPAOEAT 08¢

July 30, 2021).
SURVEY OUTCOMES: (Q 9,10)

The survey also posit a question about the privacy of Patientdeetronic medical information.
Majority of the respondents (61.54%) had full confidence that their electronic health data was
safe with the public hospital. About one quarter of the respondents (33.65%) were not sure as to
their private health data was seare. A small number of respondents (4.8%) thought that their
electronic health data was insecure with the public hospital.

A majority of respondents in the public tertiary hospital (57.69%) stated that they were fine if
the hospital shares their electronc medical information with other hospitals. Most believed that

it was for public good and to improve healthcare services and share healthcare/ disease
information. 32.69% could not decide upon and were suspicious as to whether hospitals should
have the auhority to share electronic medical information of the patients with other hospitals. A
small percentage of the respondents (9.61%) disagreed and were against the hospital power to
share electronic health data of patient without the patient permission. Thewanted the hospital

to protect the privacy and confidentiality of patient health data.

3.7 Impacts: Efficiency in Health Service Generation
Real Time DATA =Effective Decision Making

The use of real time data on Covid through the ICTs hadspeeded up the process of decision
making in health department . The Deputy Directors in Public Health Khyber Pakhtunkhwa
connected the speedy decisions taken by tid¢COC in Pakistan to generation of real time data.

They traced the process by explaining that as soors @dhe data is generated from end user, it is
uploaded by district hospitals in software and reporting is instantly also visible on health
AAPAOOI AT 060 AAOEAT AOA8 )O EO OEAT AT Al UUAA
national authorities. It is on the basis of this data that theNCOCmeets twice weekly to
recommend effective implementation measures (M. S. Farooqgi and A. A. Feroz, FGD, July 26,
2021).

Quick Response to Disease Outbreak

Efficiency istimely and effective response to disease outbr eak by the government . Here the
officials made comparisons with the previous practice of manual data entry practice and the
issues in data generation. Prior to the introduction of ICT tools, the manual entry for disease
reporting, for example in the case boutbreak of diarrhea, reached the decisiommaking circles
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OAOU 1 AOA8 4EA AOOET OEGEAO OOOAIT U Cci O AAEGET O A
now in the age of real time data, the authorities respond even before the newspapers get to know
aboutOEA DAT AA(MESA FafoaphahdEA A. Feroz, FGD, July 26, 2021). This meant that
previously, the information about diseases were usually taken after newspapers reported on it

and therefore the response time to it would take much more time. Now thi@eformation directly

reaches the concerned quarters and by the time newspapers pick it, the government initiates its

response.

Identification of Health Emergencies

The ICTs have further helpeddentify health emergencies . Since the doctors are to mandatorily
report in 24 hours different infectious disease, therefore in case of clustering of diseases at the
district level, the dashboard becomes red, indicating a threshold to respond (M. S. Faroogi and A.
A. Feroz, FGD, Juk6, 2021).There was, however, a concern shown on Khyber Pakhtunkhwa not
undertaking surveillance of as many diseases as was done at the national level. The Deputy
Directors Public Health reported the national level disease identification numbers had ineased

to 33, higher than those reported or under surveillance in Khyber Pakhtunkhwa (M. S. Farooqi
and A. A. Feroz, FGD, July 26, 2021). This meant that Khyber Pakhtunkhwa was for the time being
lagging in surveillance of other diseases as initiated at ¢hnational level.

CostEffective

Efficiency in service delivery is further improved as digitization hasaved the costs incurred on
X-RAY printing and that of multiple visits in case of noraccurate scanning. In the LRH, ever since
its radiology department embarked on a filmless system of digitization, where the digital -Ray
was now accessed by the doctors on computers, tpatients are no longer getting exposed to
harmful radiation again and again in case their initial XRay results were not very clear(B.
Bashir, Personal Interview, August 11, 2021). This also meant that tleest of film was saved,
and the results of X -Rays are more accurate now (B. Bashir, Personal Interview, August 11,
2021)

The IT tools were also reportedly saving costas systemswer e t ur ni ng (B.Bashiper | es s
Personal Interview, August 11, 2021).

This was observed during conducting survey that many patients in LRH MTI complained of
congested OPDs, a female patient requested that8 OEA CT OAOT T AT O ET OPEOAI C
paiAT O T AAEAAT OAOGO AAAh xA AATT1 O Af£EAE OA O CEOA

Time Management

The IT tools have made health service generation in the hospitals faster. The IT officials in

LRH gave example of the hospitals with tertiary care facilities, where different dapiments were

located at huge distances, which entailed the wastage of time for patients to physically move

AOT OT A mOii 1TTA AAPAOOI AT O OF AT T OEAO &A1 O OAOGO C
Bashir, Personal Interview, August 11, 2021). He ga the example of a patients phlebotomy

ordered by the doctor could be uploaded as soon as it is done and resultantly the result could be

OEi AT U OAOGEAxAA AT A AT U AAI AUOGT Ex BAOCEGIDO OADBUIT D4
machine sends the resulisT £ OAOOOY AEOAAOI U8xA AT 180 1T AAA Al
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the only thing is that the doctor confirms its accuracy, when it is verified it is displayed and you can
OEAx EO £O1T 1 AT B.BesBiiORersdhdl Intériely, Audusdil/2621). Similarly, the
radiology report as soon as it goes through C.T scan can be viewed by the consultahiss, time
wastage is avoided. Only XRays were not directly uploaded, only when required, which again
saves time and film costs; this also ensuretthe element of accuracy and digital X -Rays could

also be zoomed in on screen to help reach correct diagnosis (B. Bashir, Personal Interview,
August 11, 2021).

SURVEY OUTCOMES: (Q 18, 19)

When patients were aske if they faced delay in accessing healthcare services in KP public
hospitals, majority of the respondents (55%) stated that they did not face any delay while 43%
reported that they faced delay of some sort in accessing healthcare services at differenels of
government healthcare facilities. 26% of the respondents said that they had faced delays in
accessing health services at the BHU level. 24% reported to have faced difficulties at the tertiary
level hospitals and 17% at the District hospitals levelsee Figure 3l below).

Figure 34: Patients Respons® Any Delay Faceih Accessing Healthcare ServidesPublic
Hospitalsin KP

Delay in Accessing Healthcare Services at KP Public Hospitals
DID NOT FACE DELAY in accessing healthcare servic_ 550¢
in public hospitals 0
FACED DELAY in accessing healthcare services in pul_ 43%
hospitals °
Faced delay in accessing healthcare services at DISTI_ 179%
level hospitals 0
Faced delay in accessing healthcare services at Ter_ 249%
level hospitals 0
Faced delay in accessing healthcare services at BHU I_ 26%

The DHIS official also informed about makindey performance indicators to measure the
efficiency of different hospitals in the province . He also reported these performance
indicators displayed on dashboard could be monitored to understand how hospitals were
performing (A. Ibrahim, Personal Interview, July 30, 2021).

Can Technology Bring Eficiency in the Real Sense?

There werecertain reservations expressed on ICTs generating efficiency . The DHIS officials,

£l O AgAi bl A T ATOETTAA )#40O0 xAOA 1T AEET ¢ OEA ObPOI
dealing was more personality driven and Ies affected by the ICTs (A. Ibrahim, Personal Interview,

July 30, 2021). For the official, even biometric attendance cannot be credited with improving

health service generation improvement. To quote hmQE &£ A PAOOI T OEOO E1T EEO
ifyi © AOE EEI xEAO EA AEA OEA xETIT A AAUh OEAU ATI1l
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OADPI U x E(@.Hbrakmh, @&0dalrderview, July 30, 2021); implying merely long working
hours do not guarantee that an official was performing qualitavely better than before the
biometric system was introduced.

Some conflicting claims by the LRH hospital IT officials and those working in District Health
Information Services (DHIS). LRH IT official criticized théElectronic Monitoring System of

Diseases (primarily run by the Health Department)  for not being very successful due to

wastage of resources on separate reporting and indicators of different disease, which
necessitated the appointment of multiple Programme coordinators (T.B control, EPI coordirat

Malaria control, HIV, etc.) at each District level to monitor and report on different diseases (B.

Bashir, Personal Interview, August 11, 2021). He proposed bringing the disease monitoring

system under one Health Information System (HIS), for automatientries on all diseases at one

DI ETO AT A APPIETOIATO T &2 1T1TA AT T OAET AOT O A& O OE/
xAOT ET ¢ OUOOAI 66 & O APEAAIEA Ai1 001 DEAT EO OEAA
happened this way, it would be a greaticcess...it will provide early warning system about diseases

and also buffering can be done, for example about the prevalence of a certain epidemic in a certain

Union Councis #(B. Bashir, Personal Interview, August 11, 2021). However, the DHIS offisiat

Health Directorate tried to present a different picture. To him the Electronic Monitoring System

xAO A OOAAARAOGO 00T Oouh AT A EO xAO AEEO0OO -H)adDT AOAAA
Disease Early Warning System (DEWS), which was then ownby the Khyber Pakhtunkhwa

government and launched as Integrated Disease Surveillance Response System (IDSRS), which

not only includes Early Disease Warning System (EDWS), but also the DEWS (A. Ibrahim, Personal
Interview, July 30, 2021). They now regulast undertake electronic monitoring of diseases and do

surveillance as well as response in this connection (A. Ibrahim, Personal Interview, July 30, 2021).

Biometric attendance technology much appraised by the high level bureaucracy for solving the
issue ofabsenteeism and was claimed to bring efficiency, however, it clearly indicates that digital
technology in the shape of biometric attendance cannot bring efficiency on its own unless and
until it involves the agency of the service provider. The superficiadtructural changes cannot
change the outlook of the service providers. So where lies the solution to change that mindset?
The IT officials in LRH reportedporoductivity of teamwork improving especially in the public

sector hospitals as a result of IT intewentions. The example mentioned was that of hospital HR
and families receiving predefined entitlements automatically, for example in terms of free of cost
hospital expenses (B. Bashir, Personal Interview, August 11, 2021). So, to some efficiency was
therefore essentially associated with the provision of incentives to the workforce at hospitals.

The system of doctor’'s prescripti on fa patenttor oni c al
purchase his medicinesvas not yet implemented in public sector hospitals as reported by the

IT official in LRH; however, such a system was planned for the future (B. Bashir, Personal
Interview, August 11, 2021).

3.8 Impacts: Transparency in Health Service Generation

The DHIS official reported ICTs were not only improvinghte quality of health service, but also

fast at catching leakages within the system (A. Ibrahim, Personal Interview, July 30, 2021). He
gave the example of fast supply of medicines and rapid response to communicable diseases on
the basis of swift sharing ofdata to highlight efficiency. He reported an incident around 9 years
ago about diarrhea outbreak reported from one of the districts of Southern Khyber Pakhtunkhwa.
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Since it was reported on the system, therefore a team was swiftly sent to know the reasofts.

AAiT A O TECEO OEAO OEA AEAOOEAA ETAEAAT O xAO AOA
flagyl stock that was about to get expired. He credited the timely response generated by the

system for catching the leakages, which would otherwise havwent unnoticed had manual

reporting continued of diseases (A. Ibrahim, Personal Interview, July 30, 2021).

Transparency was generated through ICTs in other ways. It was claimed by Deputy Director IT in
LRH thatpreviously in the absence of electronic re porting in pathology ,t he pati ent
sample would often get mixed up and the patient had to resubmit blood samples. But now the
system of barcode which is machine readable, avoids such errors. LRH was claimed as the first
public sector hospital in P&istan to put up the ehealth system of making pathology reports
available online (since 2017/ 18). The website could provide past results to its patients as well
(B. Bashir, Personal Interview, August 11, 2021). However the website states that the mediesit
results (only pathology) will be available and viewable for six months
(http://lab.Irh.edu.pk/online/downloadreports/ ).

s b

On transparency and accountability associated with ICT tools, the Deputy Directors Public Health
praisedthe ICTsfor esol ving i ssues of ‘$H@AAAAO@AtEAT miaini Biu
you become time bound and filters are also there, that meamsgannot modify things [data] once

EO Al O @ASORarod@imAd® AAF@roz, FGD, July 26, 2021). However, they also conceded

that E-Systems can also cause technical flaws that hamper the timely reporting of dafad EE O A A1l
then generate flaws irdata, for example, if three districts are entering the data and the fourth one

EO 11 O0h OEAT EO OAEAO OEIi A AAEI OA OHEMSEFa®@GA EO O
and A. A. Feroz, FGD, July 26, 2021), implying that technical glitcbaa delay, or affect decision

making due to absence of combined data from all sources resulting from technical glitches.

Biometric attendance for Doctors

To some officials, theébio -metric attendance of doctors and paramedics was ensuring their

timely pres ence in hospitals (B. Bashir, Personal Interview, August 11, 2021). Whereas, when
other officials were asked the question about whether paranedical staff was becoming more
accountable under the ICTs, they were skeptical as biometric attendance was to theras only

one aspect of overall performance. The DHIS official expressed his reservation by sayif@O E A U
consider themselves accountable only as far as attendance is concerned, there is no culture of clinical
AOAEO EAOAS8 E( Ibéakrh, Gtsdnal hitkrviewl JUNID, 2021). Survey results also
show (Survey Q 23) that 48% of the patients had to wait for more than an hour to be seen by the
doctor for examination and treatment (survey Q 23)

SURVEY OUTCOMES: (Q 23)

When asked about the waiting time of the patient to reach a doctdior examination and
treatment, 51% of the survey respondents said that it takes less than half an hour, 35% said they
have to wait for at least one hour for the doctor to examine them. Wil2% said the waiting time

to be 2 hours, 11% said it to be more than 2 hoursee Figure 3 below). So on the average 48%

of the patients have to wait for more than an hour to be examined by the doctor. This implicates
that majority of the patients go through the registration process (taking theO B A Od& EhE 6 q
hospital with ease and in less time (within 30 minutes) because of the efficiency brought by
technology to the OPD counter registration processes, however the patients end up waiting for
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more thanone hour to be seen and being treated by the doctor. Patients dissatisfaction was seen
with the waiting time as it took them around 30 minutes to wait in the queue and get themselves
registered at the hospital counter but for majority the average time taketo get the OPD services
was at least 1 hour. It meant on the average, a 90 minutes wait time before a patient reaches a
doctor for inspection.

Figure 35: SurveyResponse Showing Patients Waiting Time to Be Examined By A Doctor

23. How much time does it take for the doctor to see examine and suggest treatment after registration?
TYPE: "SELECT_ONE". 103 out of 104 respondents answered this question. (1 were without data.)

More than 2 hours

2 hours

0 10 20 30 40 50
Value Frequency Percentage
Less than half hour 54 51.92
One Hour 36 34.62
More than 2 hours 11 10.58
2 hours 2 1.92

The digitization of patient record will also help the government tohold the local BHU
responsible for not treating the local patients for simple ailments and forwarding them to big
hospitals in cities (B. Bashir, Personal Interview, August 11, 2021). Thudficials reported that
currently, there is no system of making the local BHUs accountable when their patients are
referred to the LRH or city hospitals, instead of being treated in the BHU for simple ailments, such
as the tonsilitis, etc (B. Bashir, Pemnal Interview, August 11, 2021).

There was the added interesting aspect to service generatiom health becoming more
transparent and accountable in hospitals. The IT director of LRH reported that thepatients
test result as well as treatment is now time -bound electronically ( B. Bashir, Personal
Interview, August 11, 2021). This is possible now because the machine directly sends the results
to the doctor without human intervention and when as the doctor verifies its accuracy, the time
and the report is diplayed electronically, which then by extension be viewed from anywhere in
the world. Similarly, in radiology, the CT scan is at display to the consultant to generate a prompt
diagnosis (B. Bashir, Personal Interview, August 11, 2021).
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Now, not only the sytem was becomingnore accessible digitally, but also more accurate . The
aspect of one Xay getting mixed up with another (this happened in manual system) was also put
to rest with the digital X-ray machine. The diagnosis also being more accurate as digitatays
could now be evaluated from close angles through the féity of zooming in (B. Bashir, Personal
Interview, August 11, 2021).

The IT official in LRH reported on displayingthe Ri ght t o Servi ce’ charter
them to know their rights . He also mentioned on the hospitalunning an online complaint

system for patients to record their grievances. The grievances as reported by him were

handled carefully by the hospital administration 8. Bashir, Personal Interview, August 11, 2021)

O! AOGAT T Uh DPATPIA 11001 U ATl PDIOAELI TAATERR GEHOAD 8BD
understand that once a doctor sees a patient and prescribes treatment, it is for the nurse to
AAT ETEOOAO OEA OOAAOGI AT Oh 110 OEA AT AOI OB8AOO OE/

POi DAOI U (BABAHIA ResofEl IGérview, August 11, 2021).
SURVEY OUTCOMES: (Q8)

While about 43.27% of the respondents were unaware of their rights as patients who would
access hospital services through ICTs, on the contrary, one half of the respondents (50%) stated
that they would like to know about their rights, while they access the public hospital services
through the ICTs. A very small percentage of respondents (5.77%) showed their disinterest in
knowing about their rights as healthcare consumers.

No Online Feedbackabout Quality of Services Received
SURVEY OUTCMES: (Q 28, 29)

When patients at the hospitals were asked if they had ever been asked by the Hospital to give
their feedback online on the quality of healthcare received in the public sector hospital, a large
number of the respondents showed lack of awareness about any feedback mechanism available
to patients who could give their opinion on the healthcare services provided to them in the
hospital. 87.5% reported that the hospital never asked for any feedback on theuality of
healthcare received in the public hospital as some of the private hospitals in Peshawar get a
feedback from their customers on the quality of healthcare services provided to them through
phone calls and SMS. The 8% who confirmed to have given sohkind of feedback to the hospital
about their healthcare services said they either gave feedback online (5%) or used SMS (1.92%).

Complaint Registration
SURVEY OUTCOMES: (Q30,31)

87% of the respondents stated that they never had lodged a complaint abdbe hospital services.
The 5.77% who had registered their complaints had done so with either by writing a complaint
to the hospital administration (1.92%) or through Khyber Pakhtunkhwa Citizen Portal (0.96%)
or just voicing their complaint verbally to the hospital administration (0.96%).
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Figure 36: ComplaintRegistration about Health Services

Registered a complaint about hospital servi<. 5.77

Never registered a complaint about hospital servi_ 87.5

0O 10 20 30 40 50 60 70 80 90 100

m Patients Registering Complaints about hospital services

At LRH MTI, Peshawar while patients were asked about complaint redressal, people would be
reluctant to give any information or even express themselves, some woulds&y4 EAOA EO 11 1
TT OEET ¢ AEAT CAO AOAT EA xA EEI A A Aiibi AET 6638

While this survey question was being asked, several respondents showed their surprise as to why

would they register a compaint and many were unaware of their healthcare right to complaint

about any wrongdoing that either denied them access to healthcare facility or deprived them of

NOAI EOU EAAI OEAAOA8 ! AAT OAET ¢ O 7(/ j18AQq NOAI
based healthcare services), Safe (not harm people) and Peopled T OAOAA | PAT b1 A6O 1A
reiterates that health services must be Timely (less waiting time and harmful delays); Equitable

(providing care regardless of gender, ethnicity, geographic ¢éation and socieeconomic status);

Integrated (make available full range of health services); Efficient (maximizing the benefit of

available resources and avoiding waste).
SURVEY RESULTQ4) WebPresence of Hospitals

Despite the fact that both the tertiary hospitals had adequate website presence, providing ample
information about the hospital services, the doctors available in each ward, number of
departments, staff, beds; the OPD timingSehatCard Plus services,oflT A $17 AOT 08O ADDI [
(only in LRH MTI, Peshawar), information about different lab tests and reports available etc., still

48% of the respondents had never visited the hospital website for any sort of information. While

25% reported using the hospital website frequently, an equal number (26.92%) remained

undecided saying they did not know about the existence of any hospital website (see Fig®eé

below).
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Figure 37: SurveyResults Showing Percentage of Patients Visiting Haspital Website

4. | have visited the Hospital website for information frequently.
TYPE: "SELECT_ONE". 104 out of 104 respondents answered this question. (0 were without data.)

Undecided
Disagree
Strongly Disagree

Agree

Strongly Agree

0 5 10 15 20 25 30
Value Frequency Percentage
Undecided 28 26.92
Disagree 28 26.92
Strongly Disagree 22 21.15
Agree 17 16.35
Strongly Agree 9 8.65

While the LRH MTI, Peshawar had a working usdriendly website (https://www.Irh.edu.pk/ )
and a Facebook page (https://www.facebook.com/LRHMTI/); the ATH, Abbottabad had only a
Facebook page Https://www.facebook.com/athabbottabad/ ) and the hospital website was
unsecure and unapproachable Https://ath.gov.pk/ ) since the year 2022 started. LRH MTI,
Peshawar website also provided for Online Lab Reports, however, only pathology reports were
accessible online. For all the other reports such as Radiology reports: ECG, Ech&®a)X
Ultrasound, MRI, CT Scan, patiengse requested to visit the hospital.

The results of one study which reviewed a sample of 100 premier hospital websites, showed that
very little progress was made to make hospital website a fully functional unit for the health
professionals and the patiens (customers) Randeree & Rao, 2004). A good website should be
able to provide valuable information to the user, both patient and healthcare professional. Ease
of use and website design will determine whether the visitor will return to the website. It is lao
important that the content of the website should be relevant and accurate. Another important
thing is the security of the website both for the user and the sittRanderee & Rao, 2004, p 37,38).
One of the barrier in the use of internet technology is it the healthcare professionals, patients
(consumers) and even hospital administrators are reluctant to use internet technology because
of their concern for privacy and confidentiality (Kerwin & Madison, 2002). However that did not
seem the case with pagnts surveyed in the two government tertiary hospitals.
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SURVEY RESPONSE (Q24)

Low use of the hospital website could be seen in the survey results (see Figi@ below). A
considerable number of respondents (47%) stated that they came to know about the hé&atare
services provided by this hospital through their previous personal visits to the hospital. 29%
came to know about these services from an acquaintance. 1% visited the hospital website to know
about the healthcare services being provided by that hosiail.

Figure 38: Patient Knowledge of Healthcare Services through Different Channels

Hospital Website il 1

Heard from an Acquantance IR 29
Previous Personal Visits IR /7

0 5 10 15 20 25 30 35 40 45 50

® How did the patients come to know about all the healthcare services provided by the tertiary
hospital?

3.9 Impacts: Inclusivity in Health Service Generation

The very fact that government charged just Rs. 20 as token money for appointment slip in public

sector hospitals and that was supposedly a p,i®@1 1 O HI 1 EAU AT A ET AOAAOA,
accessibility to these hospitals. On the question of how this was compaé with the concept

01 AARO O" OOET A\GOCEGN QIADAEOTCE 2 DEAO Cci1 OAOTT AT O AADPAC
generate their own revenues, the IT official in LRH argued about health and education to be the
responsibility of the government and for this reasorthe pathology and radiology test charges in

public sector hospitals were much lower than the market rate (B. Bashir, Personal Interview,

August 11, 2021). It was claimed by the IT official in LRH thatith digitization the cost of films

in radiology were g etting lower and thereforeless expensive and more accessible (in terms

of expenses) to even poor patients visiting public hospital.his was observed during conducting

survey that many patients in LRH MTI complained of besides congested OPDs, but algh best
feeO8BOEA Ci OAOT I AT O ET OPEOATI O OEI OI A 11T xAO OEA DA
OEA OAOO EAAGS

SAEAO 3AEOI AO #AOAG

Public private partnership in running some initiatives, such as the President Primary Health

Initiative, which was1 AOT AEAA O1 AAO O0OAOGEAAT O - OOEAOOAE OEAZ
Health Initiative was meant to outsource hospital services to some private companies. The health

official reported that the performance indicator of PPHI lead by private ones to performditer

than those run by the governmen{A. Ibrahim, Personal Interview, July 30, 2021).

The inclusivity issue was somewhat addressed th
C a r tdat made health care affordable for patients by providing support to healthare expenses
of patients in hospitals that were near to their places, which will prevent the rush in main
hospitals in cities (B. Bashir, Personal Interview, August 11, 2021). The eligibility for this
programme could be checked online through registratiorof ID number and the card could be
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generated by calling (pmhealthprogram.gov.pk)Khyber Pakhtunkhwa has also become the first
province to have universal coverage of health insurance for 100 percent of its population. The
entire population of the province has been extended free healthcare facility with extension of
Sehat Card Plus scheme. Being executed through the Health Department in the province, the
SehatCard Plus scheme would supposedly benefit over 6.5 million families and 40 million citizens
of Khyber Pakhtunkhwa as these can get free health facilities up to Rs1 million (The News, Feb 1,
2021).

Despite the fact that Sehat Insaf Card was mainly availabfor certain drugs but according to

several patients not for all kinds of expenses. Many patients in ATH MTI, Abbottabad explicitly

stated that they have been paying for costly drugs from outside the government hospital and

Sehat Insaf Card did not prowde any relief. Another person showed his distrust in the government
initiative, 08 xEAO E&Z OEA Cci1 OAOTT AT O EO DOI OEAET ¢ EAAI «
)T OAE #AOAQh OEAU EAOA AAAT Ol Sekekal pgtieris Oade sée® AAA Al
complaining about the technicalities of using the Sehat Insaf Ca@,8 1 OO 3 AEAO )1 OAE
x| OEET ¢ AAAAOOA OEAOA AOA EOOOAOG 8 100 AEEI A" O
unnecessary and unimportant technicalities in eveB/E T ICBAOEAT O OAIl ADMEOA 1 A
facilities should be provided inside the hospital such asy, tests, etc. Sehat Insaaf Card usage

OET O1 A AA 1T AAA AAOus !'11 OAOGOOh @OAU EAAEI EOEAO

The Tradito nal Ways Prevail: Going Paperlessz Not Easy As It Seems

4EA DAOEAT 060 OOA 1T &£ Y#4 O111 0 Altraditicndl wdysoE OAOOE A
accessing health care service. The patients as argued by DHIS official still preferred to access

health care in public sector hospitals physically, because of the existing culture ofprerson visits

to offices and their low educational levels, which hampered knowledge about and usageICT

tools (A. lbrahim, Personal Interview, July 30, 2021). He gave the example of a patient visiting

OPD, when issued a computerized slip will surely forget it on his followp visit and end up getting

another one on next visit; the reason being, eithrehe will not remember bringing the first one, or

he would not know to bring the same slip again for a follovup. It is therefore, to prevent

duplication that the health department is thinking of initiating a system whereby the OPD slips

would have three gint: one copy for the finance department; one for the medicine store and the

OEEOA &£ O OEA PAOGEAT 080 1 x1 OAAT OA8 )O xAO Al Oi
same OPD slip for followup visit to prevent duplication and wastage (A. lbrhim, Personal

Interview, July 30, 2021). Here it seem the hospital to be trapped again with keeping OPD print

AT PEAOh AT A OEAO AI 01 110 TTA AOO OEOAAR 1T BDDI OAL
in the offices.

Online Doctors Appointment

The LRH website offersonline appointment booking from doctors , which is supposedly

making the health care more inclusive and accessible through online services. On the question of

how many patients accessetl he onl i ne doctor’ s ap,twasnetealednt s op:
OEAO OEA TTIETA AT AOI 060 APDI ET OimkdnGor ind®ETI T CEO
patient or IDPs ; it was in the process of being extended to OPD in future (B. Bashir, Personal

YT OAOOEAxh 1 6COOO pph ¢ mc¢p Qoptiomtviadsuppdsédly limktedfol A OT OB (
a certain number of patients daily on account of slots meant for followp as well as walkin

patients (B. Bashir, Personal Interview, August 11, 2021). The DHIS officials mentioned
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telemedicine as one of the IT relatedhealth services launched initially for two years for dealing
with the issues of accessibility to far flung areas; however, it was for now in limited use with the
prospects of extending it to where technology had its access (A. Ibrahim, Personal Intervieuly
30, 2021).

SURVEY OUTCOMIE32]) Accessinghe Doctors

7EAT AOGEAA AAT 6O AEOEUAT O I 1T AA T &£ CAOOET ¢ AT AOI
j wop8ouvbpq OOAOAA OEAO OEAU Al 1106 CcAO AT AOI 060 A
OAOOGEAAR ET OOAAA OEAU x1 01 A POAZEAO O PAIOMBIESOEA
the hospital.
Figure39: Citizens2 AODPT T OA 11 (1 x 4EAU ' AO $1 AOI 060 ! BPT EI
How Citizens Get Doctor's Appointment
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Several other patients reported to be eitheunaware of the system or @l not trust the system.
4EA ,2( -4)h O0OAOEAxAO EAA Al 1TT1ETA AT AOI 080 Ab
at the hospital was not functioning for OPDs conducted in the morning. The online appointment
system is availdle only for Institutional Based Practice (IBP) of doctors under the KP
Government Medical Teaching Institutions (MTI) Reforms Act 2015. Under this system doctors
of medical teaching institutions do their private practice in the same hospital in the evemj on
cost-sharing basis (The Express Tribune, Feb 18, 2018). Patients waiting to be seen by doctors at
LRH MTI, Peshawar in the evening said that the OPD charges were PKR 1500 pahehi/ slip for
the same hospital OPD in the morning would cost PKR 20.
4EA 14(h -4)h ! AAT OOAAAA EAO AT O A O"1TTE Al A

doctors charges as PKR 1300 per doctors visit (
https://www.facebook.com/athabbottabad/se rvices/?ref=page_interna)
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SURVEY OUTCOMEX, 6)OnlineDoctor Appointments

Along with the hospital online presence comes the issue of doctoosline appointment. When the

respondents were asked if they would prefer to take online appointment before visiting a doctor

in public sector hospital, 42.31% stated that they would avail the facility, however, more than half

of the respondents either wee not aware or undecided (33.65%) or did not feel comfortable with

OEA POl AAGO T &£ TTITETA AT AOT 060 AbDbI ET O AT O EAAE
ITTTETA AT AOT 080 APDPI ET O AT O OUOOAI 8 om8xxpbp OOAO
appointment system for accessing treatment in hospital, and a majority of respondents (44.23%)

were undecided and could not make up their minds as to trust the system of online appointment

or not. 25% of the respondents showed their trust on the online dd@1 08 6 APDBIT ET O AT O
(see Figure40 below).

Figure40: Patient3 OOOAU 2A0PI 1 OA O /T 1 ETA $1 AO1T 060 ! bPI E

Patient's Response to Online Doctors Appointment

m Strongly Agree mAgree mUndecided mDisagree m Strongly Disagree

| would prefer to take online appointment before visiting
doctor in public sector hospital. SEHED 0.58
| don't trust the online doctor's appointment system
accessing treatment in hospital. A B-65

According to one of the studies (Zhao et al., 2017), healthcare is becoming patieenhtered and

TT1TET A dopohtdénOstiddules give freedom to patients to make decisions at their
convenience and preference thereby allowing improved access. The growing trend in the web

based appointment system has many benefits such &lsere has been less nshow rate and

patients rarely misses an appointment, decreased staff labor, decreased waiting time, and
improved satisfaction etc. (Zhao et al., 2017). However, in Pakistan specially Khyber
OAEEOOT EExAh OEAOA EO A OAOU 11T x OOAuskpaieisi T 1 ET A
have their own communication preference, they are reluctant to use the wetased appointment

system because of lack of trust, lack of awareness or simply inability to use the system as most of

the websites are in English language. Several patits prefer to use telephone to schedule an
appointment. Age and gender can be among other factors that restrict the patients not adopting
ITTTETA AT AOT 0860 ApbPi ET Oi AT 08 |/ OEAO AEApOGIeHO AAI
computers, tablets, andnternet service.In the west researchers observed that there was a 300%

increase in selfscheduled appointments within months owing to the Covid 19 pandemic
(Woodcock, 2022). However, in Pakistan, especially KP the trend did show some progress but not
muAE8 4EA T EIi EOAA 1T O OAOOOEAOAA OPOAEA T &£ TT1TETA
waits and delays in the OPDs. Improving quality service also means the timeliness of such services

which is least understood aspect of healthcare service delisein Pakistan.
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Access to Medical Test Reports:

Intermsofpati ent’ s access t o ithwassevealeddhatthe patiedthadanlyon ! i ne

access to his pathology reports which he could download at his convenience in his home. One

EEOAE xAO OEAO OEA OANOGAOO O1 1 AEA AOAEI AAT A A

patient was made by tle Doctor to the technician and then the technician then would
acknowledge the request by calling the patient (B. Bashir, Personal Interview, August 11, 2021).

SURVEY OUTCOMB&IlineAccess To Medical Report®7T,)

A majority of the respondents (46.15%)were undecided on whether the public hospital should
provide them online access to their medical records, including test reports. 44.23% of the
respondents reported that they would like the hospital to provide them online access to their
medical records and test reports. A small nhumber of these respondents (9.62%) were not
bothered or did not concern themselves about even if the hospital does not give them access to
their medical records and tests. Basically, they were unaware of such a system.

During the survey in ATH MTI, Abbottabad, it was reported that a large number of patients and
relatives had come from far flungareas such as Kohistan, Azad Kashmir, Batgram and also from
proximity such as Abbottabad, Havelian, Mansehra. Similarly the survey revedlpeople coming

to LRH MTI, Peshawar from the distant small cities such as Karak, Nowshehra, Swabi, swat, Dir,
Shangla, many form the Merged Districts and even Abbottabad. Online access to medical test
report will give these patients some relief from comimg back to the tertiary hospitals from far
flung areas. However, this accessibility is associated with the ability of the patients to own an
electronic device to access their tests online. As could be seen from the survey results that only
half of these peple surveyed possessed cell phones(51% ), had a computer or tablet (13%) , had
internet facility (36% ) or even had access to 24 hour of electricity(32%). The access issue was
more grave among the femaleéseefigure 41).

Survey Outcomes: (Q9)
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Figure41l: Patient Access Level to Electronic Devices, Internet and Electricity Necessary fc
of Digital Initiatives in the Health Sector

Access to Electronic Devices/ Internet/ Electricity
(HEALTH)

- 4.76%
Access to 24 hrs of Electricity 41%
A 32.69%

. 14.20%

Access to internet 42%

A 36.54%

_ I 9.50%
Possession of Computers/ Tablets 13.20%
13.46%

P 28.57%

Possession of Smart Phones 57.83%

A 51.92%
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More than half of the respondents (52%) in the hospitalseported to possess a smart phone,

however on the contrary the possession of computers/ tablets among them was very low (13%).

The possession of smart phones among females was much lower as compare to males. Only

28.57% of the females surveyed had a cellfsart phone due to cultural restraints as one woman

EOI I +AOAE AEOOOEAO xEIT EAA ATT A O ,2( £ O 004
0OAOEOOT O 8 xA AT180 EAAD AAI1T DPEITTAOG6h TAEOEAO
difficult for some females to answer many questions, as one woman at LRH from Nowshera would
OAPAAOGAAT U OAU O) AiI1T680 ETTxh8 AOE 1 U EOOAAT AN
inconsistency in the possession of electronic gadget among women shows the disparity in their

access to communication and information as compare to males.

48% of respondents who did not possess a smart phone attributed it on their inability to buy one.
The 87% of the respondents who did not possess a computer / tablet also stated that they were
too poor to afford such gadgets. Some did not feel the need to have a smart phone (6%) or a
computer/ tablet (17%).

While 37% of the respondents reported that they had the internet facility, a considerable majority
(63.46%) reported to have no access to imrnet at all; more than one third (36.54%) of the
respondents who said to have access to internet had it on their smart phones; a small number
had internet at their homes (3.85%); and only 0.95% had access to internet at their offices/ work
places. Those Wo did not have access to internet related it to their poverty and inability to own

a smart phone (47.11%); a small number of respondents (4.81%) stated that they could not use
internet or understand it; a very small number (1.92%) did not feel the need tase it. Religious
concern (0.96%) was another reason for not using the internet.
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Thirty three percent of the respondents stated that they had access to electricity for 24 hours;
while 15% had access to electricity but only for 6 hours in a day and five ent had no electricity

at all. Thirty percent of the respondents reported that they had access to 24 hours of electricity

as against sixty six percent who had access to less than 24 hours in a day. 87% had access to less
than 18 hours of electricity andaround five percent reporting that they had no electricity at all.

For inclusivity and marginalized population coverage in health |, there was optimism that

ICTs can achieve these goals provided the local BHUs are equipped with proper infrastructure

and internet availability was ensured to connect patients with hospital consultants. To quote the

IT directorof LRH,O, T T E A Ak WAAODT @ O +01 OAOG8IT T U xAU
A PEAEODP ET AAOxAAT OEA EEI 1T O xEEAE EAA A PAOE.
El OPEOAI 8 )O EO OOAE A OAiT OA AOAA8s OEA EAIEI U
wasnoloC AO OOAAOAAI Ah xAOA OEEAEOEI C EEI O A ET OPEC(
in local BHUs, when these are connected with the LRH, where consultant doctors could see him online

AT A OOAAO EEI 011 OEAOAS8 EAIRAAITIAN (BABANSIGr, Rarstnal AA OO
Interview, August 11, 2021). Implying that each one of the local BHUs needed to be connected

digitally with the tertiary hospital to help facilitate the patient in their local regions and save them

the trouble of shifting to long distance city hospitals, even in critical conditions and through

difficult journeys. For that to work, it was important to install the MRI, C.T Scan and Xray

machines in local BHUs in remote areas and make these generate electronically reports for

sharing with consultants in tertiary level hospitals in cities (B. Bashir, Personal Interview, August

11, 2021).

The IT official in LRH talked aboutr unni ng -me di tehe’ campaign dur
emergency and receiving a very good response from people. Halked about the high level of

AxAOAT AOGO AiiTc AT OE 1 EOAOAOGA A0 xAll AO EI 1 EOAC
to use their phones to stay connected with the hospital services. To quote hi@ET #1 OEA x A

connected with mostly illiterateremote area people, who used android phones to get in touch with

00 AT 1T OATEAT Ol U8BxA Al 061 OI 1 A OEAI OEAO OEAU AAIl
-AAO O1 AT11AAO xEOE OO0O8 OEEO OEIT xO QEBashi,DAT DI A
Personal Interview, August 11, 2021)However the survey results were quite discouraging so far

as the use of telanedicine was concerned (see Figure AB). Only a negligible percentage of people

(0.96%) in the tertiary hospitals were had ever heard of iand none (0.0%) having used it.

The IT official in LRH also argued about e mal e doctor s’ appointments
especially those who enter medical colleges on reserved seats to serve their areas. And for this to
happen, the female doctors needkto be fully facilitated (B. Bashir, Personal Interview, August

11, 2021).Tele medicine more in vogue in developed world is regarded as an effective instrument

for helping female doctors in countries like Pakistan to do practice from their homes, as figs

cite only around a 30 % of females from medical colleges to practice medicine when they leave

their institutions (Husain, 2021). In this connection, female doctors using telemedicine to treat

patients in far flung areas could be another option. Howevethe perception about female doctors

being physically available and treating patients in local BHUs is also very strong among the health
officials, 07 EAT £AT A1 A0 AAATT A A AT AOI Oh OEAU 1T AAA Ol
should be mad®i DHAU £ O OEA AgbATI OAO OEAO OEA CI OAOT I A
(B. Bashir, Personal Interview, August 11, 2021).
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On questions of accessibility through ICT tools, the Deputy Directors Public Health argued that

service delivery in prevvieve services'’ could be efTheycti vely
AOCOAA OEAO OEA OAOOAOEOA OAOOEAAGSE AT OI A TTI1U 7
centres (M. S. Farooqi and A. A. Feroz, FGD, July 26, 2021). They further argued that IGhsin

case could be used to create awareness among the people so that demand for service utilization

is increased (M. S. Faroogi and A. A. Feroz, FGD, July 26, 2021).

Awareness & Use of eHealth Initiatives

The level of ICT usage among people varied fromregion to region depending on the level of

awareness among the people (A. Ibrahim, Personal Interview, July 30,2021 he DHI S di dn’
run any campaigns for raising awareness among the people for using ICTs (A. Ibrahim,

Personal Interview, July 30, 2021)Similarly, the Deputy Directors Public Health also attributed

OEA PATPIAGO 11 x 1 AOGAT 1 £ Aiokkdkor@wahesstahohgtiedE OAOOE
people8 O1 T T Eh 1 6O EOOOA EO OEAO OEAOA AOA T AT U ETO
AAT OO OEAOA AAOEOEOEAO AO O1 xEU xA AOA AT EI C E
words, in the best interest of public, but the public for whose ietgrare we doing, do they know

AAT O Q. £ Bagobai and A. A. Feroz, FGD, July 26, 20Zhpy further contendedO OEA OAOOEA £
which we can provide to the people through ICTs, for example the data that we are collecting in
Covidisjustthetipofth EAAAAOCS8 x A (MA® Rarobdi abd A0A Bdfod, AREDA IS 26,

2021), implying that the government could do much more to increase awareness levels of public

towards service utilization through ICT tools.

The Deputy Directors Public Heatt talked aboutmisconceptions among the people on using

health care facilities through ICTs(M. S. Faroogi and A. A. Feroz, FGD, July 26, 202hey
AOOOEAOGOAA EO O OEA 1 AAE 1T &£ AxAOAT AGO AT A cCci OA«
0 AT Db midudsgd on Polio vaccination campaign cited as one example and that of lack of
knowledge about the Covid vaccine utility and advantages as other exampld4. S. Faroogi and

A. A. Feroz, FGD, July 26, 202004 EAOA EO 11 DOI AET Cle &é nothwwake, AT | 1 OI
AT A OEEO EO AAAAOOA T &£ PpOAIT EA 1 AOEAOCU AT A 1 EEE
telling the public about polio, but still there is misconception among them about polio and now there

are rumours about vaccines, so thiexck of knowledge is either because of knowledge bombardment

SURVEY RESPONSE :12) Awareness of-&lealth Initiatives

Majority of the respondents (83%) were one way or anotheaware of the eHealth initiatives

introduced by the government of Khyber Pakhtunkhwa (see Figuré2)- with Sehat Insaaf Card

(76%) topping the rest of the initiatives and awareness about other-glealth initiatives included
e-Vaccinations (40%); Ambulance system 1122 (20%); Health Complaint registration and

Redressal through Pakistan Citizen Portal or Kiber Pakhtunkhwa Citizen's Portal (6%); online

Al AOT 060 ADPIETOIAT O jobqan (1 OPEOAI xAAOEOAO il
ilaj/ tele -medicine (0.98%).
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Figure 42: SurveyResults Showing Awareness Level and tfseHealth Initiatives among Patients
Visiting Tertiary Hospitals

Awareness & Use of-Blealth Initiatives among Citizens

Not used e-Health initiativesHIIIIIN 36.54
Have used e-Health Programsiiiiiiime - 62.5
Not aware of e-Health InitiativesHIEN 17.31

Aware of e-Health Programsiiii e 82.69
0 0 20 30 40 50 60 70 80 90

= Aware of e-Health Programs = Not aware of e-Health Initiatives

m Have used e-Health Programsm Not used e-Health initiatives

Half of these respondents (83%) who had some knowledge oftdealth initiatives, came to know
about them through personal encounter; 17% through social media and 13% through TV. Other
medium through which people became aware of these initiatives included mespapers (6%);
radio (0.96); pan flex (0.96%). A majority of approx. 52% found out about these initiatives when
they actually used them (see Figurd3).

Figure43: How Patients Came to Know Aboutealth Initiatives

Others Il 2.88
Panflex @ 0.96
Radio W 0.96
News Paper Il 5.77
Television NN 13.46
Social media NG 17.31
Personal encounte i 52.88

0 10 20 30 40 50 60

u Personal encounters Social media ® Television ®News Paper B Radio ®Pan flex ®Others

SURVEY OUTCOMEZRL3, 14)Participation in E-Health Initiatives/ Use of E-Health Tools

While 63% acknowledged using the dHealth tools, 37% reported to have never used these tools

(see Figure4?2). Largest number of respondents had used Sehat Insaaf Cé4@%). Other tools

used by the citizens included é/accinations (28%); Ambulance-p p¢ ¢ j b Qh T T 1 ET A
Appi ET OI AT O jobpgqh OAOOOEAOAA O1T ,2( -4) O0OAOEAx
Appointment facility (see Figure44)
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Despite the fact thatSehat Insaf Card topped the-&overnment initiatives for the provision of

affordable healthcare facility, however majority complained.Sehat Insaf Card was mainly

available for certain drugs but according to patients not for all kinds of expenses. In ATWII,

Abbottabad, many patients explicitly stated that they have been paying for costly drugs from the

outside (the hospital) and Sehat Insaf Card did not provide any relief. One person s&dx EAO E /£
the government is providing health allowances througlich measures (Sehat Insaf Card), they have

AAAT O1 EAET ¢ 1T OO0 A OA ASmil&ly skveral Qi & LRHIMTI| Peshdwvar, D1 AA A
that were surveyed complained about the health expenses, upon asking they would says A E A OA

card but the hospal is not providing any important and costly medicine, we still go out to the

i AOEAO AT A AOU AgbAl OEOA | AAEAET Ao 8

Figure44: Level of Awareness of theHealth Initiatives & Use of-elealth Initiatives
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The IT official in LRH also argued about e mal e doctor s’ appointments

especially those who enter medical colleges on reserved seats to serve their areas. And for this to
happen, the female doctors needed to be fully facilitated (B. Bashir, Personal Interview, August

11, 2021).Tele medicine more in vogue in developed worlds regarded as an effective instrument

for helping female doctors in countries like Pakistan to do practice from their homes, as figures

cite only around a 30 % of females from medical colleges to practice medicine when they leave

their institutions (Husain, 2021).In this connection, female doctors using telemedicine to treat

patients in far flung areas could be another option. However, the perception about female doctors

being physically available and treating patients in local BHUs is also very strong ang the health
officials, 07 EAT £AT A1 AO0 AAATT A A AT AOI Oh OEAU T AAA Ol
OET O1I A AA 1T AAA O DPAU &£ O OEA AgpPAT OAO OEAO OEA
(B. Bashir, Personal Interview, August 1, 2021).
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3.10 Is Change Management an issue in ICTs and Health Service Delivery?

On the one hand, the hospital IT officials reported aigh level of enthusiasm and
innovativeness among the LRH staff and especially the IT head of the hospital for

ET OOT AOAET ¢ ETT1T OAOEOA ) #40 EQGE QM OGEE T O DIOGRA EGR
of the IT head [in hospital], if you want to do something only then you undertake the work [in

) #40YB8EO EO 1 OO0 OAODI 1 OE& ménEbddduseds hebd IAwelaveihd AOEE
COAAOAOO OAR BashirOBefsénhl En@izidn) August 11, 2021)He mentioned the

innovation of Covid Dashboard (the first of its kind), which was created even before the IPMS

(Institute of Para Medical 8iences, KMU offers BS in paramedical sciences) and ensuring the

OOAT OEAO 1 &£ ET OADT ADAADAD OEAEDABOE AT AOA ET #1 C
fr EIl OPEOAI OOAEAEY O1 O A AR Beér Perdodaliieview, ABB11EO EO (
2021).

Others also argue about theeagerness at the higher level of policy planners to get
transparent data for understanding the trends; therefore, not many change management issues
prevailed (M. S. Faroogi and A. A. Feroz, FGD, July 26, 202l # lower levels of data entry
points, issues emerged, not as much due to organizational culture, but due dither internet
connectivity issues or delays caused by overburdened technicians in some BHUs, who were
supposedly multitasking by looking after the patients, providing them medicines, and
simultaneously engaged in manual entry of record, to compile it for further report generatio(M.

S. Farooqi and A. A. Feroz, FGD, July 26, 2021).

The LRH IT official noteda hesitancy on the part of hospital st aff in using computers , which

EA AOCOAA xAO 1T mOAT Ai 1 OEAAOAA OAOOAAT OI i A8d " OC
is being overcome through regular IT trainings and gradual introduction of computerizatiorO 7 A

gave them trainings and Alhamduli AE OEEO AZ£ETI EOEAA OEA AOI OO0A
OAAET EAEAT Oh AT AOT 00 AT A 1 O0QB ABs3hirARerBondd int@le@ET C ¢ A
August 11, 2021).The IT official in LRH pointed outwo issues in organizational reluctance to

adopt ICT changes the inability or unwillingness to use ICT tools in service delivery due

primarily to age related issues among the employees; or reluctancy owing to ICTs ensuring
transparency (B. Bashir, Personal Interview, August 11, 2021He gave the exampl of employee

initial resistance to bio-metric attendance system, which ensured that those who came late should

come on time always B. Bashir, Personal Interview, August 11, 2021)

In order to deal with change management issues among employe#® e-surveillance Apps for
diseases (made for android software) was disseminated along with tutorial videos and

user guide manuals (M. S. Faroogi and A. A. Feroz, FGD, July 26, 20Zhjs was besides
appointment of a focal person for resolving any related issue® guide the technicians. On job
zoom trainings were also provided to the personnel using the ICTM. S. Farooqi and A. A. Feroz,
FGD, July 26, 2021)The DHIS official termed organizational hesitancy a result &fck of on-job
training of para medical staff and the frequent transfer of officials from field to desk jobs
which created issues for officials to settle down and adopt the work practice related to different
nature of these jobs. He though conceded promotion related training taking place regtlia (A.
Ibrahim, Personal Interview, July 30, 2021). He recommended the newly transferred officials at
highest positions to be trained by those who were leaving offices, so that the new official develops
an understanding about the working of the new hospAl AT AOT 60 EAOA O1 xAO0O
process (A. Ibrahim, Personal Interview, July 30, 2021).
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On the part of thepatients too , it was reported by IT officials in LRH that theypreferred to
access health service through the traditional method of physic ally visiting hospitals ,
especially public hospitals in big cities, such as the LRH; the reason being people from remote
areas first visit the quacks, instead of going to the local BHUs and when their cases are spoiled,
they then dash to the LRH, again pferring to avoid the local BHUZB. Bashir, Personal Interview,
August 11, 2021)

For ownership by high officials of ICT initiatives, there were differences of opinion among

officials. The LRH IT official talked about the importance of ownership of digitanitiatives by

higher officials. 0/ 0O $' ( AA1 OE EAA ET OO1 AGAAA "EI I AOOEA A
1 AOGAT 8EA AOGAT EAA s5## 1A OEIi EITOOAITAA I O OEA
automatically reported in the main server, howe@h E O A T (B Bdshir] PeréonaDlAténdew,

August 11, 2021) Issues of ownership were also pointed out, especially in the context of failure

I £ 11T OEOAOGETT AAAAGOA 1T &£ 1 AAE 1 @& -OUODAE EH A QO DPAI
because thedepartment does not have punishment and reward mechanism, which can motivate

o1 i ATT A8 AT A xEAOA AOGAO OEA AT 1T AAPO T &£# EAUA AOO
was also quoted as one of the factors where people who were not performing their duties could

not be punished(M. S. Farooqi and A. A. Feroz, FGD, July 26, 2021)

3.11 Are Resource Scarcity and Technical Glit ches Issues in ICTs and Service
Generation in Health?

Lack of finances was argued as a long-standing issue which meant government always

providing finances less than demande@M. S. Farooqi and A. A. Feroz, FGD, July 26, 202he of

the Deputy DirectorsPublic Health in the Health Directorate himself a doctor, who had served in

the field recalled a survey conducted by their colleagues to understand how much of finances

were reserved by the government per patient per BHU in Khyber Pakhtunkhwa, which was a

AEOI Al AITO0T O T£ 0+2 ©OxADART DAOEAIOE AD AE OOQEAOD
summary, we told them this is our analysis, you people have released this much funds, we have this

much OPDs, these many BHUSs, these many weeks and days inyoyeean do the division and you

will understand if you are giving us Rs 11 for one patient, then which diseases medicine do you expect

00 O bOi OE A AM.GERArboqirarl AE Helo) BGDAJuly 26, 20243 insisted by

him, it was quite unrealistic to expect any BHU to provide medicines, doctor consultation and

tests to patients on such a meagre amount of resources provided. The official sarcastically
commenting 091 & AATTT1 0 AOGAT CAO A PATAATT Ob&Ed £l O
AAOA8 AT A OET AA UT O EAOA OAOT OQM A Fahodbdi and BE.AU OE AT
Feroz, FGD, July 26, 2021)

The Deputy Directors Public Health narrated the presence of trained personnel in HR and logistics
availability, such as tabéts, smart phones, very important for overcoming problems in collection

of real time data on diseasefM. S. Farooqi and A. A. Feroz, FGD, July 26, 202h¢y also talked

about health and education sectoralways facing shortage of funds, which makes the

government take a recourse to donor funding for different programmes. Such programmes once

initiated by the government and run by the donors initially for 5 to 6 years are reverted back to

OEA Ci OAOT i AT 6 AT A CAO 6bi | EOmdhddmong thé pkdE@EEDR S 1 |
S. Faroogi and A. A. Feroz, FGD, July 26, 202hg DHIS official brushed aside the issue of funding
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by government. He blamed the organizational culture for slow progress on ICTs in service
generation (A. lbrahim, Personal Interiew, July 30, 2021).

However, some officialsbrushed aside technical glitches or infrastructure shortages , by

arguing, OT T h xA AT 160 EAOA j ET EFOAOOOOAOOOA OET OOACAC
PETTAO U &6 OAA A QH Bablir, BdrsonalEn@&iénA AugubtBLl, PORI( dle also

dismissed the issue of lack of funds. He took a credit for preparing a detailed presentation and
convincing the management on digitizing hospital services in accordance with international

practice and standards (B. Bashir, Personal Interview, August 11, 2021).

Issues of sustainability of health care services in the face of scarcity of resources by the
government led to the involvement of donor agencies, who often take the initiative too.
However, asthe ssDEAA CAT AOAOAA AU OEA ATT1T 0 AAAT T AOG A A
political ownership by the government and is run by the government then. The Deputy Directors
in Public Health also argued that once a system is in place with donor help, the runginost of
the system is not as expensive. They gave tiexample of e-surveillance of diseases, which
since had started, could now be expanded to include more disease surveillance, without incurring
additional expenses as the same tablets can be used to ad more diseases surveillance in the
system (M. S. Farooqi and A. A. Feroz, FGD, July 26, 202§ IT official in LRH reported no
donor assistance to the setting up and running of IT system in their hospital. Bashir, Personal
Interview, August 11, 2021).

Technological glitches were reported to be impacting at times the systematic entering and use
of data in some case¢M. S. Farooqi and A. A. Feroz, FGD, July 26, 20243ues of internet
connectivity at local levels also delayed the procegd!. S.Faroogi and A. A. Feroz, FGD, July 26,
2021). The context of outdated machines which did not support ICT initiatives in Health were
also pointed out as one aspect of the problem by LRH deputy director of IB.(Bashir, Personal
Interview, August 11, 2021)

The Deputy Director Public Health reportedd e f i ci ency of technical st a
Entry Operators ( DEOs)The goterndentstherefore, got ih teuctewith BHU s
donor agencies who promised to make up for the shortage in 10 distriebf Khyber Pakhtunkhwa

(M. S. Faroogi and A. A. Feroz, FGD, July 26, 20P¢ government was also hiring additional 25

operators on daily wages to remove the issues of backlogging in higisk areas; such backlog at

times reaches the figure of around 88 T mMT@OEA EOOOA | £ OET OOACA EO EAq
Cil OAOT T AT O EO OAEEIT ¢MGOAB atliA. AOFRGZ, RGO Aluly®E, 2028 O OO A ¢
On the issue oflata security, the IT official in LRH dismissed it by saying that there werproper

firewalls that ensured security of data B. Bashir, Personal Interview, August 11, 2021).

312 I CT Tool s, Service Delivery in Health and

The Deputy Directors Public Health connected i t i zen’ s trust awaenesscessi b

levels among them for demand generation and service utilizatiofM. S. Farooqi and A. A. Feroz,

FGD, July 26, 2021)t was also argued that lack of monitoring of specific ICT tools in terms of its

efficacy and efficiency in the health sector (aong the public) made it difficult to understand how

these were developing public trustO7 A AT 1860 EAOA AT U AEOAAO 1 AAEA]
00000yYh AAAAOOA xEAT Ui O £ TAO A OUOOAMIS UTI O Al

Faroogi and A A. Feroz, FGD, July 26, 2021Although, some feedback from the public was
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undertaken by the Independent Monitoring Unit and the PMRU website, which were quoted as
better sources to understand this feedback on public perceptions and trust on the systdiil. S.
Faroogi and A. A. Feroz, FGD, July 26, 2021)

The IT official in LRH responded positively in the context opeopl e’ s trust i mpr
government under the ICTs. He gave the example of patients in LRH were now supposed to pay

any charges, not at théime of admission, but that of discharge. Prior to that the patient attendants

were charged every time a new payment was supposed to be handled. The current bill which is

generated electronically only at the time of discharge shows in detail the expendriincurred by

OEA EIT OPEOAI O1T AAO AEEZEAOAT O EAAAOCHQT OEAEGARIEE OAh
DAOEAT O 00000 AT A /Bl BaghE ReksbnalAnteidwd AuBustA 1) 208101 AeA &

DHIS official reportedp e o p | e’ s mfethe govgrnmenodimproving, but rather slowly

He also mentioned trust increasing because ICTs were improving response mechanisms of the
government, which were missing in the manual systems (A. Ibrahim, Personal Interview, July 30,

2021).

On the improvements in ehealth, the suggestion was IT experts should make multiple
presentations to the government on how under current resources, the system could be improved
based on a comparative analysis with other countriesB. Bashir, Personal Interview, August1,
2021). Additionally, new purchases of equipment should be in line with digital
requirements. He narrated the case of Peshawar Institute of Cardiology that wanted to institute
a paperless electronic system to function in the hospital. However, the servers that were
purchased before such proposals, could not support the system. This resulted in erthg new
purchases which could not be delivered in time due to Covid. The IT official reported that the
institution in this case was facilitated by the LRH server for around 6 months till they switched to
their own server (B. Bashir, Personal Interview, Agust 11, 2021). He, therefore, talked about the
importance of pre-planning for next five years keeping in mind the government resources and
investment in ICT tools (B. Bashir, Personal Interview, August 11, 2021)The DHIS official
proposed the concept of One He al t hWwhich moi anly Bo¢used on, health service
delivery, but also improving road conditions, sanitation, traffic control, basic education having
information on communicable diseases and personal hygiene to kids in schodl&. Ibrahim,
Personal Interview, July 30, 2021).

SURVEY OUTCOMIE311,12):Government Commitment to Healthcare and Citizens Trust

Majority of the respondents (66.35%) in Lady Reading Hospital, Peshawar and Ayub Teaching
Hospital, Abbottabad who had come for their owrtreatment or had brought their relative for
treatment confirmed their belief on the commitment of the KP Government to provide quality
healthcare through ehealth initiatives. On the contrary a smaller percentage of respondents
(17.3%) doubted the commitment of the KP Government in improving the healthcare facilities for
the general public. A similar number of respondents (16.35%) remained undecided on the
government commitment issue.
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Updated Version of PIDE- RASTA RESEARCH PROJECT - HEALTH | KoboToolbox Updated Vegsion of PIDE- RASTA RESEARCH PROJECT - HEALTH | KoboToolbox

12. | think the Khyber Pakhtunkhwa government is committed in

providing quality healthcare through the e-health initiatives.
TYPE: "SELECT_ONE". 104 out of 104 respondents answered this question. (0 were without data.)

11. | am sure the e-health initiatives have improved my trust in the

Khyber Pakhtunkhwa government.
TYPE: "SELECT_ONE". 104 out of 104 respondents answered this question. (0 were without data.)

Agree Disagree Undecided Strongly Agrea Strongly Disagree Agres Undecided Disagree Strongly Agree Strongly Disagree

Agree 50 48.08 Agree 59 56.73
Disagree 21 20.19 Undecided 17 16.35
Undecided 19 18.27 Disagree 16 15.38
Strongly Agree 1 10.58 Strongly Agree 10 9.62
Strongly Disagree 3 2.88 Strongly Disagree 2 1.92

A majority of respondents (58.66%) were certain that enitiatives improved their trust in the KP
Government. 23.07% did not agree and stated that-leealth initiatives introduced by the KP
Government did not improve their trust on the government. 18.27% we undecisive whether
the government digital health initiatives were worthy of their trust and that whether the
government was doing the right thing (see Figurd5 below).

Figure 45: SurveyResults Showing Citizens Respons&ByGovernmenCommitment to EHealth &
Increase in Citizen Trust

Government Commitment & Citizen Trust- HEALTH

m Strongly Agree m Agree mUndecided m Disagree m strongly Disagree

I think the Khyber Pakhtunkhwa government is committe 16.35 2
providing quality healthcare through the e-health initiati :

| am sure the e-health initiatives have improved my trust i 18.27 8
Khyber Pakhtunkhwa government. :

On the average, to a large extent the people did not seem critical of how the government was
handling the health sector. By and large they believed in the commitment of the KP Government
to improve the healthcare facilities for the citizens. A substantial majority of respondents believed
that the government is doing well in dealing with several issues relating to the healthcare sector
such as provision of affordable healthcare facilities @.12%); quality healthcare facility in
tertiary hospital OPDs (86.54%); quality healthcare facility in hospital Inpatient Departments
(86.54%); and trust with patient electronic health data safety (61.54%).
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3.13 Conclusions

The health department digital initiatives reveal several interesting findings. Health officials
AOCOAA AEsEAEAT AU ET Cc1 OAOT T AT Or AAPAOOI AT 660 OA
of speedy generation of data from the end user, which is enter@t software in district hospitals,

and which is then displayed constantly on a dashboard for monitoring, analysis and decision

making by the provincial and central government on a daily basis. There is a strong perception

that the public sector hospitalsshould provide free health care to the people as mostly the very

PDiT O OOEI EUAA EOO EAAI OE OAOOEAROBRT MAEGHIAGA EAQI (
making government organizations generate resources through raising revenues internally.
ThoughmAT U AECEOAI EIT EOEAOEOAO AOA OEAOAR EI xAOAON

more meaningfully in the art of seeking health services digitally.
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RECOMMENDATIONS AND POLICY IMPLICATIONS

The recent introduction of Information and Communication Technology (ICT) tools in governance

of Khyber Pakhtunkhwa has been a unique experience with policy making in this otherwise
economically and socially underdeveloped province. These changes in gov&nce, often known

as egovernance are aimed at improving service delivery through cost efficiency, transparency

and accountability. Since 2013, the province of Khyber Pakhtunkhwa is leading this race by
introducing innovative e-governance reforms in variais departments, such as health, revenue,

education, and district administration. This study explores the use of ICT tools for achieving

efficiency, transparency and inclusiveness in public service delivery through provincial
bureaucracy and in return gaini ¢ OEA AEOQOEUAT 80 000600608 ) O Al Ol
organizational changes in the provincial bureaucracy under such changes.

Pakistan is relatively slow in adoption of egovernance practices as its position on theJN 2018
e-Government Index ranked at 148 out of a total of 193 countries (The World Bank, March 18,

2019, 7578). Whereas the Global Information Technology Report 2016 in its Networked
2AAAET AGO Y1 AAg AEOAA OAEEOOAT 60 bBIOEOEIT AO ppt
of 139 cowntries in terms of adoption of factors, policies and institutions for ICT adoption and

usage in increasing economic competitiveness and wesking. It was up from last year by two

positions (World Economic Forum, July 2016; Bellar, Dutta and Lanvin, 201%,16; Zeb, 20159

The following policy implications and recommendations are suggested:

1 In Khyber Pakhtunkhwa, much needs to be done in order to involve citizens in the
participatory practices of egovernance, where the citizens are not just involved in
utilizing digital governance steps for citizen complaints and redressal, but also play tine
roles in policy formulation and direction. For this to be practical, it is important that the
IT wings (HEMIS, EMIS and HMIS) of both education and health departments must engage
citizens in the process of online consultations before an app or digitaésrice is launched.
It is important to mention here that such online consultations may be popularized
through social media projection. The only recent attempt at engaging citizens is on the
KPESED website, which opens a window inviting citizens to pen thesuggestions on
school syllabus changes. Such steps are noteworthy because citizen participation will
AOOOEAO AT 100 OEAEO O0OOOO ET cCci OAOT i AT O8O0 OA
T )OO EO 110 xEOEI OO0 OAUET ¢ Olapity ¢ bperOshirckdlad O OOAC
information, easily accessible to the public on their websites. Open sources of information

9 The UN assesses and releases every two years th&Bvernment Development Index (EGDI) to ascertain
the level of egovernment readiness across different countries. This is done through an-depth analysis of
survey data across differenministries and levels of government in three components: scope and quality of
online public services (OSI); the development of telecommunication Infrastructure (TIl); and that of the
Human Capital (HCI). Pakistan ranks among the 66 middle Government Devéopment Index countries
(Middle EGDI group), which are ranked at a score of around 0.25 to 0.50 in terms epreeparedness. The
scores for the very high and high groups in-preparedness ranges from more than 0.75 to more than 0.50
respectively (UN EGovemment Survey 2018, 8586). It mentions Pakistan among the 6 Asian countries to
have improved its epresence in terms of service provision (Online Service Index0SI) online from 2016
rankings (UN EGovernment Survey 2018, 94).
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generation from the government also increases the trust of Therefore, there is an urgent
need to update the websites of both Health, asell as Education Departments. This is
highly essential because both the websites include mostly outdated information, or some
very basic set of information. Within Health Department, the Directorate General of Public
Health (DGPH), which is a very critidgpolicy implementation as well as monitoring and
evaluation institution has a website that only contains some very fundamental and
rudimentary information. Similarly, several affiliate institutions of both the KPESED and
HED do not even possess their owwwebsites. A click takes us to messages about URL not
functioning. That needs a thorough and wdepth revamping. Here, the responsibility of
OPAAOCET ¢ AAT AA OAOGEAA OF OEA AAPAOOI AT 680 C
administrators specifically tasked with uploading current set of information on
government websites can be hired.

The interviews and survey questionnaire and informal chat with public also raised the
important issue of digital apps norawareness among the public. This led to under
utilization of service generation apps. At times, the public was even unaware of what ICT
service generation constituted and how to access the same. Therefore, it is the
recommendation that the government should seriously project its new as well as older
ICT initiatives on social and print media platforms and educate public on how such apps
may be optimally utilized. This implies that all such digital programs for learning should
be exposed to proper media coverage campaigns, so that the people have awarsnes
about these initiatives.

It is also recommended that the concerned departments can hold small seminars and
workshop in educational institutions, especially higher secondary schools and colleges to
train and educate the students and teachers about the parttial usage and benefits of such
apps. Awareness campaigns can also be generated through primary school teachers who
are in a better position to motivate and educate their communities on specific benefits to
achieve from accessing service generation thr@h such apps.

This brings us to our next policy recommendation of how to bridge the digital divide. The
guantitative survey analysis brings home the point that a large majority of public schools
are populated by children who come from very lowincome groups; similarly, mostly very
poor patients access public hospitals. There is therefore a serious problem of affordability
on account of differences in socieconomic backgrounds. It is absolutely essential that
students be provided with very subsidized microcredits for purchase of computers and
tablets. The Pakistani companies can assemble or make basic tablets with low prices for
consumption by lowincome households. For this the government of Pakistan may
provide such companies with different tax concessias for inducing them to produce
cheap tablets in bulks for consumption in public schools.

The NGOs and donor agencies can be approached for help in bridging the lack of essential
IT infrastructure as well as training of teachers in IT skills. It is impdint to warn about

the digital divide emerging within public sector schools between those schools that were
exposed to IT labs and computer labs (60 %) and those that were not (around 40%).
Unless infrastructure is not provided, other related changes in #iabus, etc., will not help

the cause of ICTs.
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It is important also that computer subject should be introduced in primary and middle
schools as a compulsory subject, and not as an optional one as the current study suggests.
Only by introducing children ata very early age to computer programming and coding,
we can expect to produce a generation of IT experts. The very fact that computer was an
optional subject and taught only in higher secondary level can directly be related to lack
of essential infrastructure. We should not forget that in specific schemes where children
of early age were introduced to computer programming and coding, they ended up
winning international prizes. The KP Information Technology Board (KPITB), which is a
specialized IT departmentof the Khyber Pakhtunkhwa government should be tasked with
developing and implementing more of such computer programming and coding
programmes.

Agreements with cell phone companies for student packages or teaching packages for
school and college teacherds also a desirable step; this has been attempted by

government of Pakistan in the case of successfully running the online admissions system
for colleges, the service was generated with the help of a renowned cell phone company.

One suggestion is for the&Khyber Pakhtunkhwa government to combine its various IT
focused departments into one large umbrella institutions and task the same with
developing ICT tools for different services by different specialized sections. In its current
form, the Khyber Pakhtunkiwa Information Technology Board (KPITB), theScience and
Technology & Information Technology department (ST&IT); and the Directorate of
Information Technology (DolT)all perform very overlapping set of functions. The over all
performance monitoring of depatments on ICT tools can then be managed solely by the
Performance Management and Reforms Unit (PMRU)

An essential aspect to overcome resistance to ICT usage among the officials is consistent

on-job IT trainings. The fact of the matter is that the4ill ing system failed takeoff in many

government departments because oh1 AOEAAT OOAAZAZL AT A 1 EAEAAOOS
admit it that ICTs are technical domain and need to be continuously reinforced through

regular in-service trainings. Such trainings can be managed by those specialized cells

which either are taking care of LMS and EMIS systems or by affiliate institutes that have

specific mandates on trainings, for example the Directorate of Professional Development

in Education Department. In bigMIT hospitals, there are already IT sections functioning

and reported on providing regular IT trainings to hospital staff.

Another policy recommendation is that there must be intetprovincial sharing of best
practices in ICTs. During field work, it came tdight that there was no ceordination
between the IT departments of different provinces; resultantly all were working in silos,
duplicating resources and infrastructure. The coordination between these IT
departments will also help them learn from shared gperiences and avoid failures from
any new experimentations in service generation through ICTs.

)T OEA mEAT A T &£ AAOAAOEI T h OET AA OAIi T OAT AOGO
to tele-education apps, it is suggested that since the PTVahaide access across all regions

of Khyber Pakhtunkhwa; therefore by way of extension, the PTV services could be utilized
by the KPE&SED as well as the HED for coordinated efforts at televising quality course

109



contents for school and college students to flow. This is absolutely essential especially

in pandemics times, as Corona emergency and resultant school and college closures
wasted precious educational time of those majority students who had little access to
online education system. The PTV has its owtele-education programme, but it was in no
way connected with the education departments of Khyber Pakhtunkhwa.

In the realm of digital health, one important aspect missing is-geferrals in hospitals. If
the MIT hospitals in major cities want patients ® access their local BHUs and district
hospitals first especially in the case of small time diseases, it is absolutely essential that
the patients and doctors be connected digitally with specialists in big hospitals. Since
already the government has provi@éd technicians in BHUs with tablets, and there was also
the planning underway for installing fixed tablets for disease monitoring, the same can be
utilized to connecting district hospital and BHU patients electronically with the tertiary
hospital doctors and services. This will lessen the burden on major hospitals and
encourage people to access basic health services in their hometowns.

The ICT interventions in Khyber Pakhtunkhwa government needs a better understanding

of privacy and security issues onth€ T OAOT I AT 06 O OEAA ANoAeoDET OA 1
OEA ET OPEOATI O ET +EUAAO OAEEOOT EExA EAOA O#
explains to patients their rights about their data usage. In the absence of such a charter,

the propensity to misuse pdient data remains a very valid concern. Therefore, the health
department immediately draft such a charter and make it mandatory to publicly display

it for patients to read and understand their data protection rights.

AEA 7101 A " AESEKE COMADTa@dimg 3EAPET ¢ OEA &OOO
governance domain essential transparency and accountability reforms, which comprise

DOl OEOGETT 1T &£ OOOAT OPAOAT O AT A AAAAOGOGEAI A EIT £
citizens, including budget doamentation transparency. Pakistan had by 2016 declared

its intention to join the Open Government Initiative and undertake fiscal transparency,

however, no major plan has been initiated so far (The World Bank, March 18, 2019, 719).

Therefore, another policy recommendation is that the government, including the Khyber
OAEEOOT EExA T1TA 10060 A1 OOOA TT1ETA AAAAGO O
statements relating to various expenditures and on various projects.

10 Thereport emphasizes thatthere is lack of access to centralized and digitized staff records creating

inefficiencies and lack of transparency as well as lack of coordination and collaboration within and

across departments. Among its recommendations, it places increasing transpamgnin public financial

management (Right to Information Act on financial information; timey disclosure of budget
documentation and execution; publicizing audited financial statements of SOE;peocurement for

transparency, competition and reduced corruptid qh AT A OOOAT COEATEI ¢ AEQOEUA]
public officials accountable and expansion of monitoring efforts at the state level. For this, Technology

holds the key.
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CONCLUSIONS

ICTinterventions and the concomitant publicity carried out by governments around the globe are
shaped by the cultural, social, and economic conditions. The cultural restraints, mostly in the
developing countries, limit sections of population from the use ofetchnology; for example, a
considerable number of women in Khyber Pakhtunkhwa do not have access to electronic devices,
indicating cultural limitations. The socic-economic constraints come in the shape of digital divide
between the haves and the havaots, and the digital skill divide among people. Digital divide
denies access to some particularly, those who are poor, the digiskill divide refers to
differentiation in the possession of digital skills. Citizens in KP not only suffer from the binary
taxonomy of digital-access issue between haves and havaet but also had inequalities of digital
skills. Economic deprivation coupled with skill deprivation creates a much wider gap than is often
conceptualized. Closely connected with the deprivation problem the issue of lack of awareness
among citizens of their right to demand equal services, quality services and timely services
through the ICTs.

Although political policy decisions aim to transform structures, mechanisms and processes
within government agendes, the real transformation can be seen by the observable measures
caused by these initiatives whether digitization or not. The transformation that digitization
brought can be observed by the changes the organizational culture of government departments
had undergone and it can be seen in the improvement of service delivery. However, equally
important is the keenness of the citizens to use these initiatives to avail the services of the
government. The low trust on the digital processes seen in Khyber Pakimikhwa, inhibits people
from using ICT tools effectively. Citizens would choose to physically visit the government offices
AT A EAOA OEAEO x1 OE AiTAn PAOGEAT 0O x1 Ol A POAEAO
appointment or want their test results on paper and would like to carry those files with them
every time they visit the doctor for example several patients unsatisfied with the availability of
their medical test results online, had their medical tests conducted in private labs outside the
tertiary hospital to get their tests results on paper.

The civil servants are also a reflection of the society where they work and whom they serve. The
resultant behaviour of the civil servant also replicates the societal behaviour towards digitization.
The file tracking system which was developed by the PMRU and implemented in 2800 units/
sections, promises to accelerate the office work and improve efficiency in terms of effective
disposal of files and minimize any delay caused by the manual diary sectibtowever, the manual
diary sections still flourish in the government departments. Even where -effice has been
introduced, the file-tracking system works side by side with the manual papebased diary/ file
system, which is still widely used in governmenoffices. The vision of paperless offices might take
time to culminate. The digital morphogenesis promises the optimization of work processes,
change in the organizational culture, and the resultant improvement in public service delivery,
which however, wil OANOEOA OiI i A OOEI A6 AT A O1T 1 A OxEI 18 Al
citizens alike, to accomplish.

Although government commitment to digitization and transformation, techsavvy political
leaders and reasonable budgetary allocation coupled withinternational funding are the
conditions to introduce ICT interventions in the public sector, however, it is also affected by the
guarantee of the civil service to commit themselves to digitization success and deliver services in
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an efficient, transparentand equitable manner. Political commitment has to be supported by the
zeal and innovativeness of the public managers and the availability of appropriate resources for
the execution of digital transformation. Though it is assumed that what the civil servécadopts,
the common man follows; on the contrary civil servants have to surrender to the demands of a
common man by contriving and making service delivery possible by farranging technology
such as the manual systems running side by side the ICT systeff@r example, it all comes to the
choice of the citizens, their preference to choose the medium of communication with their public
servants, a considerable number of whom because of digital mistrust, like to physically interact
with them and receive the sevice. The digital divide along with the digital skill divide discourages
citizens to utilize the benefits of digitization. To reap the profits of digitization, citizens also
require a mindset conversion from traditional attitude which is conservative to anore modern
approach which is progressive. The citizens ability to use and seek benefit from the digital
processes involves a high level of awareness campaign, as a majority were not aware of the tools
which they could use to get easy access to servica#t lalso many did not know in what ways they
could use them.

5.1 Post-Empirical Conceptual Framework

Figure 46: PostEmpirical Conceptual Framework
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Citizens confidence level and trust on their government is not determined by the ICT
interventions or e-Governance initiatives introduced by the government. People have their pre
conceived beliefs and opinion about the governmenthis predetermined view is hardly affected

by the digitization processes of government services. However, if they have easy, affordable and
equitable access to services, citizens develop confidence in their government. Digitization if
aimed at creating transparency, efficiency and inclugeness in the real sense can improve citizens
trust on their governments.

The adoption of technology can revamp the way government functions and deliver services. ICT
interventions in the public sector can transform services making them efficient, transpant and
inclusive service delivery provided the commitment of the managers and service providers to
accept the changes and use them innovatively to provide services to people. This in turn can
restore the trust of the people in their governments. These ciples of service delivery can be
attainable through technology but technology is just the means if used properly by the service
providers and the end users can maximize benefits to the people.
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APPENDICES

Appendix A Interview Questions - Education Departments

1 Khyber Pakhtunkhwa Elementary and Secondary Education Department (KPESED)
1 TheDepartment of Higher Education, Archives and Library Khyber Pakhtunkhwa (HED)

Interview Themes

A. ICT in Education: Programmes

B. Impact on Service Delivery
1. Digital Education Programmes: Efficiency and Effectivity
2. Education for All: Accessibility and Inclusivity
3. Accountability/ Transparency and Digital Assessments

C. ICT in Education: Issues and Problems
1. Change Management Issues/ Organizational culture
2. ICTs in Education: Teachers Appointments and Trainings
3. Technological Infrastructure Shortages, Technical Glitches, Financial Issues

D. ICT in Education: Future Prospects

Interview Questions

T oil AAGA ET OO1 AOGAA Ui OOOAT &£ j1AIi Ah AROGECT AGETTh UAAOO
responsibility.
1 For howlong have you been serving in this department?

A. ICT in Education: Programmes

1 What is Digitateducation and why investment in it is important for the Khyber Pakhtunkhwa
government?

T $1 A0 OEA AOOOAT O AAOGAAOEIT 1 Al rexiad 6E A/PaRiAkbiNaA OET T "
government support ICTs in education?

1 Which digital-education programs have been introduced by Khyber Pakhtunkhwa government at
primary, elementary and higher secondary level/ or college level?

1 Which of these ICT programs in education araifictioning most effectively and why?

Which programs have not been very effective and why?

1 Are officials in-charge of formulation of policies for school education and literacy and
developmental projects in the Secretariat of Elementary and Secondary Eduaaticonversant with
the concept and importance of ICTs in education? How enthusiastic are they in innovating
education through ICTs in Khyber Pakhtunkhwat?

==

B. Impact on Service Delivery
1. Digital Education Programmes: Efficiency and Effectivity

1 Atwhat level of education are children exposed to ICTs in public schools?

1 Secretriat of E&SEAddress:2nd & 3rd Floor, Block A, Civil Secretariat, Peshawa
Phone:091-9223477

Web : https://www.kpese.gov.pk

Open : Mondayi Friday 09:00 AM 05:00 PM
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1 Do you agree that introduction of ICTs enhanced the quality of teaching/ education in government
schools? How?

1 Do you think ICTs have enhanced and facilitated student learning? If yes, How?

1 What technological facilities are provided to public school children, for example, smart boards,
computers, internet access etc? What is your source of information?

1 Whatis the student to computer ratio in government schools®/hat is your source of informatior?

1 How many % age of government schools have access to regular electricity? (Source of
information?)

1 How many % age of government schools have internet access? (Source of information?)

1 How many % age of students use the internet in schools? (Source of infa@tion?)

T 4A11 OO0 O1I i1 ACGEET ¢ AAT OO OEA AECEOAIR2I1©KEBIng 1 ET C D
effectively utilized by students at public schools? How? What is the source of your information?

Have you any measure to determine the number of studentsaking use of this app? What is your
source of information?

T 4A11T 60 AAI 66 OEA OEAAT 1 AAOOOAO EI OEA O6+0 %03 %
which seems to have been taken down by You Tube on account of probably violating the policy of
content ownership?

T 4EAOA EO A11 OEAO AECEOAI OAEITTI1ET G DBOI COAIIT A 1AI
10A00ETTT!T OxAO &1 00I 6 11T "TTClA 01 AU 301 0A8 (1 x
and teachers for questions and answers? A visit to itgebsite reveals very few questions asked
and answered?3

§ Tell us something about the TelA AOAAOQET T 1 ®prafedt AiroAuded in AAdisticts of
Khyber Pakhtunkhwa (2019), where thousands of children were supposed to be provided online
lectures by teachers in Islamabad> How far it progressed?

1 Kindly shed light on the 2020 pilot project of KPESED for integrating the provincial educational
OUOOAI xEOE O'1TiciA + 30EOGA &£ O AOAAOGEI 186 xEOE
digitally train th e teachers and digitally equip institutions for elearning. What is the progress in
this programme?

1 Please tell us about th&hyber Pakhtunkhwa Information and Technology Board (KPITB), and the
Khyber-Pakhtunkhwa Elementary and Secondary Education DepartheO86 O | + 0 %3 %$q O %A O
00T COATTETC ATA )4 %OOAT OEAI O )T EOEAOEOAS OOAETEIT
schools computer programming and coding, etc? How far it progressed and what was the outcome?

f The students (Grade 18) have been givé AAAAOO O1 AECEOAI Al 1 OAT OO 1 ¢
initially developed by Schools Education Department of Government of Punjab for providing

2Thearound 287 animateddeosdubbed inJrdu and217 inPashtdor students of Grade-10 mosty cover
topicsrelatedto Math, General Knowledge and Scien@i€BE&SE Department GoKP, n.d)

13 An observation of the Q/A session this site showfewer interactions of around 59 questions posed thith
first of thequestios askedin August, 2020 and thedaonein January 30, 2021.

1t is based omlended learningwhichis an approach to education that combines online education materials
and opportunities for interaction online with traditional plabased classrooms methods educate millions

of children around Pakistan

15 Tele-Education in Khyber Pakhtunkhwa was launched in 14 districts of Peshawar, Charsadda, Swabi,
Nowshera, Mardan, Mansehra, Abbottabad, Swat, Dir, Chitral, Bannu, Dera Ismail Khan and Lakki Marwat.
Underthis program, grade 4 and 5 students are taught English, Mathematics and Science subjects online. For the
purpose, 150 schools have been selected where 16,000 students would be imparted online education. The
programme has been jointly launched by ESEFIDDPakistan Poverty Alleviation Fund (PPAF) and Tele
education Organisation. Computer labs are to be established in the schools, where the online classes would be
arranged with teachers sitting in Islamabad delivering online lectures (The News, Jar(d1§)2,
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digital lessons?6 How far is this made progress? How many numbers of children are accessing this
particular Cable TV for learning and tuition? (Source of information?)

0l AAGA OA11 OO0 AATI 66 OEA xAA bpi OOAI O, AAOT 31 A0O
gamified cloud learning platform, where more than 2 lac students from Grade B0 are supposedly
learning English, Sciences and Mathematics through animated video lessons, tests/ assessments
and learning games. This has been partnered with Jazz, the website claims to provide high speed
internet bundle at affordable prices. What is the progress here a@do you think the private sector
can be engaged in similar such programmes to help provide internet access to underprivileged
schools and colleges for4earning? How far such a partnership has been successful?

The Directorate of Professional Developmen{DPDKP) working under the KPESED has been
tasked with managing online homework for students on English, Math, Urdu and General Science
and instructions to teachers to encourage students under this app for timely completion of
homework and keeping in touchwith parents. How far is this programme a success? And what
issues are faced by the DPDKP in smooth running of the programme?

Do you think such measures can help-kearning while schools and regions may be lacking in
technological infrastructures?

How have ICTs enhanced the effectiveness and efficiency of administrative activities and
processes?

Is there any inter-provincial exchange of information on the effective use of different digital
education programs and best practices?

2. Education for All: Accessibility and Inclusivity

The KPESED logo4 A3 Al shiAkey leayi AAT ET ch OwAOAAQGEIT A& O Al
Ci OAOT 1T AT 080 POEI OEOEAO &I O ET Al OOEOGA APPOI AAE O
province. Do you think ICTs have the potential to extend not just education to all, but quality
education to all? How?

To what extent current ICT programmes in education have been able to gain the objectives of
inclusivity across gender, class, ethnicity, region and religion?

Do you think children coming from poor, uneducated and rural households can afford igain

access to digital venues of education?

How can ICTs in education be made more accessible to all children irrespective of differences?

Does the KP ICT policy meets the Education for All (EFA) and Millennium Development Goals
(MDG), especially MDG 2 oruniversal primary education and MDG 3 on gender equality in
education. AND the Sustainable Development Goal relating to education especially the SDG 4 is to

—_ Ou

A1l Ge

Do you think the current syllabus taught at schools and colleges requires modifications to
emphasize both theoretical and practical uses of ICTs?

3. Accountability/ Transparency and Digital Assessments

How teacher and student absenteeism can be taekl through ICTs in education?

Has biometric system introduced in schools to ensure regularity and punctuality of the teachers?
If yes, how far school absenteeism has been tackled?

How can ICTs help in improving the examinations systems in government smbls and colleges?
Are the District Education Offices working monitored through ICTs? How?

16
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1 Does the KPESED have any plans for online admission? When?

1 How does the Khyber Pakhtunkhwa the Education Monitoring Authority (KPEMA) assess
performance of governmern schools across the province?

1 Does it also assess schools on ICT usage in educatidd?here a process in place to hold
accountable when a school is failing or performing below expectations?

1 Has such regular assessment improved the performance of schooiderms of teacher and student
attendance and improved results?

1 Another issue is political interference in recruitment, transfers, and postings of teachers with
scholars arguing that the whole system has become hostage to corrupt officials and their pats
leading to poor education service delivery. The Khyber Pakhtunkhwa government has recently
introduced the 54 OAT OEAO OUOOAI xEOE OEA Al AEi OEAO EO

DAOA OEA xAU & O NOAI EOU | DOAI ID@Q8OA T (Aiux OF E I0A AAERQ

1 The app also mentions a grievance redressal mechanism for teachers to submit their grievances
online. How does this feature function in making the system transparent?

C. ICT in Education: Issues and Problems
1. ChangeManagement Issues/ Organizational culture
1 How many % age of teachers in primary and secondary schools are ICT qualified or trained
to handle ICTs in education? (Source of information?)
1 Are teachers afraid to use technology in their class rooms? How far ¢igee management
acts as a barrier to digital learning?
1 What is the function of theEducation Sector Reforms Unit (ESRU), working under the

+0%3%$e 4EA xAAOEOA T AT OEITO EO EO 1 AT AAGAA Ol
the ongoing reforms activiteO¥ D OT COAI 06 AT A DPOT OEOEIT 1 £ OOEH

have any role in ICTs and education?

T 4EA +0%3%$ xAAOEOA A1 O OEIi xO O3AEITI1 -ATAC

directing to another login portal? What sort of data repository is it and is it accessible to
common public? Has it been developed with help from donor partners?

1 Since theSMIS orEMIS7 is an effective planning and management tool which coordinates
data collection from multiple organizations generally involved in provision of education.
So when EMIS was planned, do the needs of the different stakeholders (central ministry
planners, officials of other ministries especially finance department, regional/ district
education officers, donors, NGOs) who rely on this data has been met?

1 Whatis the impact of EMIS on administration?

2. ICTs in Education: Teachers Appointments and Trainings

9 Tell us about the government experience of recruiting schoolteachers through MCQ based NTS
tests. How far are such tests transparent? And what about the allegation that teachers who were
not appropriately trained under CT (certify teachers), PTC (primary teghing certificate) or B.Ed
(Bachelor of Education) certifications were appointed under NTS tests.

1 The NTS and better pay packages tests are credited with appointment of qualified teachers, which
led to the shift of around 34,000 former private school studnts to government schools (The

17 Governments across the globe are the biggest uses the EMIS to streamline the operations of all schools and
gather live data from schools for decision making (Fedena, July 20, 2020). Experts believe that MIS can provide
administrators and teachs with the information required for informed planning, decision making, staff
workload management, human resource management, communication, staff performance, and student
evaluation (Fedena, Feb 24, 2021).
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Express Tribune, 2016). Do you think the trend is still there as most parents can hardly afford
private education?

1 Does professional training of teachers also involves ICT based trainings? Who undertakes the
trainings? Howregularly?

T (1 x AEAEAAOGEOA EO OEA &/ 1 istnipovidihd dolhe Perber aidiAgE | ET C 0
certification for government schoolteachers? How many have been trained under this online
training programme? The web site provides online registratiorfor schoolteachers to get enrolled
in this online training programme.

1 Is the Department of Professional Development Khyber Pakhtunkhwa (DPDKP) under KPESED
also involved inteacher training? The website mentions an online LMS system in use for training
of schoolteachers via curating and sharing of subject wise videos and its scheme of studies is
developed by theDPDKP. How far are such initiatives progressing effective for imparting teachers
training?

1 Were teacher trainings conducted online during Covid 1®mergency? Which ones and How
effective were such online teacher training programmes? Do you think teachers can be effectively
trained through online training programmes?

3. Technological Infrastructure Shortages, Technical Glitches, Financial Issues

1 How far do you think technological and infrastructural issues are hampering ICTs in education?

1 Do you think there have been systematic generation of finances to support ICTs in education in
Khyber Pakhtunkhwa? Has resource deficiency been an issue in the wdyl@Ts in education?

D. ICT in Education: Future Prospects

1 Do you think the government has been able to undertake a robust, effective and target oriented
ICT policy in education?
1 What policy changes or recommendations do you suggest for imparting qualitiigital education
to children in government schools?
T $1 Ui O OEET E OEA AECEOAI AAOAAOQEIT 1T AAOOOAO EAOGA

OAOOGEAA AAI EOAOU AT A ET AOAAOAA AEOEUAT 60 OOB60OO i1

8 The website of KPESED mentions this programme undertakerwighican Board Teaching Certification
(American Board, 201,9vww.americanboard.org).
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Appendix B : Interview Questions - Health Department

E.

Introductory Questions

1 Please introduce yourself (name, designation, years of service, responsibilities).
T 7EAO0 EO UI OO0 AAPAOOI AT 660 OAODPI T OEAEI EOU AT A OiI1 A E

F.

G.

il

2.

E-Health programmes & Importance

What is Health IT? Do you believe investment in Health ICTs is important? And why?

Which particular programs have been introduced in Health ICTs by government of Pakistan? And

the government of Khyber Pakhtunkhwa?

Which of these ICT programs are functiomg most efficiently and productively? And why?

Which programs in Health IT have not been very successful and why?

Are there any disease early warning systems in this hospital which could detect and signal a public

health emergency, such as detect communibke disease through surveillance and response?

Has the government have provided any Electronic Health Records (HER) systems to the hospitals?

Do Pakistan/ Khyber Pakhtunkhwa health systems have an eeferral system?02 A/ EAOOAT EO A D¢
in which a heath worker at one level of the health system, having insufficient resources (drugs,
equipment, skills) to manage a clinical condition, seeks the help of a better or differently resourced
AAAETI EOU AO OEA OAI AGuptetBlE2DE Albes ady@ittien pllicy foAtBeOE OO ET ¢
referral system exists in KP, or in the absence of such a policy, anyone can go to any level of hospital
for treatment irrespective of the seriousness of the illness.]]
Since health is a devolved subject, do you thinkush devolution has helped in achieving or

improving the prospects for ehealth in Khyber Pakhtunkhwa?

Impact on Service Delivery

Improvement in Health Service Delivery: Efficiency, reachability, accountability

Do you have an estimate of how many percerga of patients visiting government hospitals make
use of ICT tools for service generation?

Has ICTs in health led to better provision of health services to the people in Khyber Pakhtunkhwa
and Pakistan? If yes, how can you measure such improvements?

Havethese ICT in health helped reduce health expenditures by the government of Pakistan and
Khyber Pakhtunkhwa on the health sector?

Have ICTs helped in providing quick, cheap, cost effective and quality services to the people in
Khyber Pakhtunkhwa? (efficierty)

How effective are these ICTs in providing health services access to people in far flung/ rural areas,
to women and children? (Reachability or accessibility by public)

Do you think ICTs in health have made these services more transparent and accounggbl
(transparency and accountability)

Do you think ICTs have impacted traditional practices of medicine?

Is there any mechanism to evaluate performance and quality of service of health care professionals
under ICTs?
Do healthcare providers encourage their patients to use webased facilities. Which group is less
likely to use these ICT related health services? (such as women, any ethnic group, -ledgcated,
poor etc). Can they learn and be comfortable with using HehlIT or e-health facilities? How?

Productivity of Health Care Workers and Work Practices/ processes
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H.

How far the working and management of public sector hospitals in Pakistan and Khyber
Pakhtunkhwa have changed with ICT usage? Kindly elaborate.

Have ICT m health care led to improvements in productivity, work practices and ethics in
hospitals? Or How ICT in health has changed the work practices of paramedical staff in hospitals?
Has the introduction of ICTs in the health sector improved communications artdamwork inside
hospitals? How?

Is health ICT, such as the HIS (civil registration and vital statistics (CRVS) registration, nationally
notifiable diseases, private sector data including insurance, and confidentiality and other official
statistics) coveredby legal framework of the government. Usually in the absence of legal coverage,
officials, staff and other related personnel drag their feet in the implementation of HIS system
believing that they are not legally bind to carry out the task.

Do the HIS assssment system focus on the inputs of all stakeholders such as health care providers
(doctors, physicians, nurses), the clients (patients/citizens), donors, policy makers etc. Does the
health department develop a standard questionnaire to be filled by athe HIS stakeholders to help
diagnose the gaps between inputs and outputs/ impact in-bealth service provision?

Issues/ Problems of ICTs in Health Care Provision

1. Change Management Issues/ organizational culture

1 Do you think bureaucracy resistance ian issue in the adoption of ICT? Do hospital doctors
and paramedical staff readily adopt it?

1 Do you think the officials/ administrators feel threatened by the use of technology?

Are customers/ patients willing to embrace them happily? If yes, why?

1 How far organizational culture is responsible for the success or failures of ICT
interventions in Health? Such as lack of communications and poor teamwork?

]

2. Capacity building/ Trainings of staff to handle ICTs

What problems are faced by health professionals irhe use of ICT in hospitals? Do you think there
is hesitancy to use ICT tools by health care professionals due to lack of training and understanding?
Do you think hospitals have the required trained workforce for health informatics to successfully
use the CT tools in hospitals?

At the subnational level (province, districts) are there designated fultime health information
officer positions and they are duly filled?

Does the health department/ hospital provide any trainings to healthcare providers in ICT420ow
many capacitybuilding activities have been conducted place over the past few years for HIS staff
and health facility staff?

Do such trainings focus on management, analysis and use of data?

Is the Health Informatics System user friendly? Did the vends give any training relating to the
use of this system?

Are there any written guidelines for the processes of HIS data collection, management and
analysis?

Do you plan on training them further and how?

3. Issues faced by patients in ICT usage

il

What are the problems faced by the patients while accessing ICTs and Health services in the
hospitals?

Are patients aware of such ICT tools in health service?

How are citizens informed/ made aware of the provision of specific 4ealth services by the
government?
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T AreDAOEAT OO AxAOA 1 &£ OEAEO OECEOO O1 ARAO #EOEUAT 380
charters inform the citizens of their rights and the provision of specific services by a public agency.
$1 ET OPEOAI O EAOA AT U #EOEUAnduerstandit@Orias?x EEAE DAO
4. Technical Glitches/ infrastructure problems
1 What are the technical glitches (delays, interruptions) of IT?
1 Are Computers and other basic communications technology infrastructure (internet access,
telephones, email) available at provincial and district level for the rapid compilation of
subnational data?

5. Health Information System Monitoring (HIS) and administration

1 Is there any HIS administrative unit in the ministry of health to design, develop and support health
information collection, management, analysis, dissemination and use for planning and
management.

1 Is there a system to monitor the HIS and its various subsystems such as telemedicine? Or Is there a
Health Metrics (system of measurement) to assess the Health Informatiosystem in Khyber
Pakhtunkhwa, which could identify the strengths and weaknesses of the provincial health
information system? Assessing the HIS will help identify the issues and challenges faced by the
system or/and the usefulness/ strength and cost effdtveness of the system and sharing this
information with partners, general public and the potential donors and recipients.

91 s there any official policy to conduct regular meetings at facility, district and rural levels to review
HIS information and takeaction based on that information?

6. The issue of health inequalities: accessibility and inclusiveness; Digital divide
1 Do you think patients prefer the traditional way of treatment in hospitals?
1 Do you think ICTs in health accentuates the health inequality ithe country? Do you think poor
and uneducated can accessleealth facilities in public sector hospitals?

7. Security of Patient Data
1 How far is the health data secure? Do you think privacy of data and especially its security is difficult
in our hospitals and IT systems?
T $1 UT O OEETE DPAOEAT 660 AAOA OEIT O1 A AA EOAAT U AQGAE
How sensitive is this topicof privacy and consent of the uséet
1 Should patients be given the right to obtain and use their own health data awdllaborate with the
clinicians?

8. Performance Evaluation of ICTs

1 Does the HIS system help districts and provinces compare their performance against objective
standards of health care? Health Technology Assessment (HTA) issystematic evaluation of
properties, effects and/or impacts of health technologies and interventionswhich started in high
income countries in the 1980s and moved to middikéncome countries since 2000; they have
established specialist units, committees or programmes in order to evaluate health technology
initiatives and provide recommendations to decisbn-makers.

9. Government Commitment to-kealth; allocation of funds
T (I x AT Ui &6 OAA OEA cCi OAOI1 i Aiitdvés/ IGT tdols i Dé publi® ET DOI
health sector? Are you satisfied with the measures?
1 Have there been delays in implementatiof e-projects by the government and why?
91 Did resource issues or lack of finances create problems? How much of resource commitment is
required from the government for the adequate functioning of the HIS?
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I.  Euture Prospects of ICTs in Health
1 Do you think ICTin health has a future in Pakistan and Khyber Pakhtunkhwa?

1 What are the policy prescriptions/ recommendations to improve ehealth usage and practice in
Khyber Pakhtunkhwa?
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Appendix C: Interview Consent Form

Department of Political Science
University of Peshawar

Project/ Research Title

Transforming Public Service through Digital Governance Initiatives in Khyber
Pakhtunkhwa: Bureaucratic Conduct, Transparency in Service Delivery and Citizen Centric
E-Governance Project

I Ms. Shagufta Aman, PhD., Research Scholar and faculty (visiting) at the Department of Poli
Science, University of Peshawar am conducting a research project oig&ernance in Khyber
Pakhtunkhwa. This project, which is funded by PIDE aims aéxploring how the use of
Information and Communication Tools (ICT) is affecting efficiency, transparency an
inclusiveness in service delivery by the provincial bureaucracy in Khyber Pakhtunkhwa an
El x AECEOAI EUAQOET 1T AZ£EAAOO AdeldéEylrithedprovinCediizc
case study is three governments departments of Health, Education and Police. This is a pul
academic and policyoriented research and the information collected through interviews shall
be treated as confidential and usedrgirely for academic purposes.
1) 888888888888888888888888888xI
88888888888888888888888
in
8888888888888888888888888888888888888t¢
8888 OI1 01 OAAO O DPAOOEAEDPAOA ET OEEO
Aman from University of Peshawar. | understand that the project is designed to gath
information about e-government initiatives undertaken by the KhyberPakhtunkhwa
government in service providing departments.

| confirm that my participation in this research project is voluntary.

| understand that | will not receive any payments for participating in this research

interview.

1 I understand that | have the right to decline to answer any question or to end th

interview at any time | deem fit.

The interview will be recorded (audio-taped) and a transcript will be produced.

| understand that | can communicate to the researcher farot mentioning my name in

the research drafts, if | want so.

I understand that my confidentiality as a participant in this study will remian secure.

| have readand understood the explanation provided to meby the interviewer.

| know that If | wish to review the notes, transcript, or other data collected during my

interview, | cannot be denied.

1 | agree that the researcher may publish documents that contain quotations by me ar

y £ ) AITT60 xEOE O AA 1T A1 AA xeadQHe inOrisidvers
during or soon after the interview.

By signing this form, | agree to the terms indicated above.

E

=a =

= —a =

Signature of participant Signature of researcher

Dated:
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Appendix D : Education Survey Questionnaire

Education Survey Questionnaire

19/01/2022, 20:31 PIDE- RASTA RESEARCH PROJECT - EDUCATION

PIDE- RASTA RESEARCH PROJECT - EDUCATION

DEMOGRAPHICS - SECTION A: Instruction: Please tick the relevant option or write the answer.
Govt. Higher Secondary Schools and Govt. Colleges in Abbottabad and Peshawar

Name of School / College:
Peshawar / Abbottabad

O Government College Peshawar for boys, Peshawar

O Government Frontier College for Women, Peshawar

Government Post-Graduate College No. 1 for boys, Abbottabad

Government Girls Degree College for Women, Abbottabad

Government Shaheed Osama Zafar Centennial Model Higher Secondary School No. 2 Peshawar
Government Lady Griffith Higher Secondary School, Peshawar

Government Higher Secondary School No. 1 Abbottabad

O0000O0

Government Comprehensive Girls High School, Abbottabad

Name

Grade 9

O
Q Grade 10
O
O

Grade 11

Grade 12

https://kf kobotoolbox.org/#/forms/aUiYaiw Ugfjt700TWC8qu5/edit
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Appendix E: Health Survey Questionnaire

19/01/2022, 20:31 Updated Version of PIDE- RASTA RESEARCH PROJECT - HEALTH

Updated Version of PIDE- RASTA RESEARCH PROJECT -
HEALTH

DEMOGRAPHICS - SECTION A: Instruction: Please tick the relevant option or write the answer.
Tertiary Hospitals in Abbottabad and Peshawar

Name of Tertiary Hospital:
O Lady Reading Hospital MTI, Peshawar

O Ayub Teaching Hospital MTI, Abbottabad

Name

Are you the patient or patient relative?

O Patient

O Patient relative

Age
14-25

O
() 25-35
O

35 and above

Gender

Male

O
O Female
O

Other

https://kf kobotoolbox.org/#/forms/aqtDK YATANSCrAb9rH6cUA/edit
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Appendix F: Health and Education Sector —Survey Sites in Peshawar and
Abbottabad

Khyber Pakhtunkhwa Leading Public Colleges

Government College Location Number of
respondents
Boys
Government College Peshawar Adjacent to Shahi Bagh, Peshawar 25

Government PostGraduate College No. 1 | Near FBR Regional Tax OfficEpllege Rd, | 25

Abbottabad Abbottabad
Women
Government Frontier College for Women, 26
Peshawar
Government Girls Degree College for 25

Women, Abbottabad

Grand Total | 101

Khyber Pakhtunkhwa Leading Higher Secondary Schools

Government Higher Secondary School Location Number of
respondents
Boys
Government Shaheed Osama Zafar Centennial | Opposite Sarhad Chamber of 25

Model Higher Secondary School No. 2 Peshawa| Commerce, GT Rd, Peshawar City

Government Higher Secondary School No. 1 Opposite Peshawar High Court, 25
Abbottabad Abbottabad City

Girls
Government Lady Griffith Higher Secondary 25
School, Peshawar
Government Comprehensive Girls High School, 25
Abbottabad

Grand Total | 100
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Health Sector: Survey Sites iReshawar and Abbottabad

Khyber Pakhtunkhwa Leading Public Hospitals

Hospital Name Location Number of Respondents
1 Lady Reading Hospital MTI | Peshawar 52
2 Ayub Teaching Hospital MTI | Abbottabad 52
Grand Total | 104
Total Number of Survey Sites 10
Total Number of Survey Questionnaires administered 305
Number of Cities 2
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Appendix G: The KP Government ICT policy 2015 -16; KP Digital Policy 2018 -
2023; and Good Governance Strategy (PMRU 2019)

The KP Government ICT policy 20146; KP Digital Policy 20182023; and Good Governance

Strategy (PMRU 2019) also stressed upon good governance through legislative vigour. KP became

the first province to enact landmark laws, notable among these are the Rigio Information and

Right to Services (RTS) laws. The government policy emphasis is on using ICT technologies to
increasepublic sector productivity, response delivery of citizens services, improved collection of

revenues, development of a weltrained workforce, improvement in quality of education, the

growth of local ICT companies and purposeriented research in leading academic institutions

(KP ICT Policy 201516). There is also promise of good governance through the utilization of ICTs

to involve actve citizen participation, to increase its own efficiency, transparency and
accountability and provide citizencentric services. The 4 target groups of this ICT policy included

the government, citizens, businesses and the academia. The aim of the ICT pblicAAET ¢ OO1T OA
duplication and complexities to achieve cost effectiveness, improved business continuity,

optimum utilization of government resources, enhanced information security and protection of

intellectual rights (KP ICT Policy 201516). A Digital OOAT O &I Oi AGETT 1T &£ +0 EC
leveraging Information and Communication Technologies (ICTs) for job creation, connectivity,

Al DT xAOIi AT O AT A ET Al OOEOA AAT T 202E R 1@.OliereB &S j +0 $
the promise of improving govenment service delivery through digital interventions with

emphasis on digital workforce, digital literacy, digital skills at all levels of education and ensuring

inclusion of women, youth and marginalized groups. The digital transformation can enable true

democratic form of governance based on data driven decisions, efficient and transparent
government dervices, ensuring the privacy of citizens, andnproving digital literacy levels;

maximizing the use of technology in primary, secondary and tertiary educian (KP Digital Policy

2018-2023). Technology driven and efficient service delivery paradigm for public accessibility

and eradicating obstacles are the conveniences offered by the KP Government Good Government
Strategy. There is also the promise to ensur@ublic service delivery through improved

DAOAEI OF ATAA T &£ Oi AOO 1 AT ACAi A1 68 O%AEAEAEAT O DO/
number of performance indicators with general public as beneficiaries of such acts which include

among others the onlineadm®OET T OUOOAT | (%$qn | AAEAET A AOAEI A
the BHU and RHC (IMU, Health Dept); teachers presence in all schools and schools with missing

facilities (IMU, Education, E&SE); health related and education related complaints resolved

through Pakistan Citizen Portal (Pakistan &KP Citizen portal, PMRU); satisfactory feedback on

resolved complaints related to health and education sector (Pakistan & KP Citizen Portal, PMRU);
healthcare establishment penalized for norcompliance of healthcareprovisions. (IPMSGGF,

PMRU) etc. (p 2224). Open government refers to transparent and accountable process of

services; Efficiency refers to smart management of service delivery through technology driven

improved performance; and Inclusivity refers to accssibility of the common man to information

and public offices and lending an active voice in decision making.
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>Postgraduate College No 1 (GPGC), Abbottabad;
>Government Girls Degree College for Women (GGDC),

Appendix H : Information about Government Colleges Surveyed

>Government College for Boys (GPeshawar
>Government Frontier College for Girls (GFC), Peshawar

Abbottabad;
GPGC Abbottabad GGDC No.1 GC Peshawar GFC Women
Abbottabad Peshawar
(Girls)
1 | Total number of students | 2263 1193 3189 1650
in
grade 11 & 12
2 | Total number of teachers | 61 70 113 111
3 | IT Labs Yes Yes Yes Yes
4 | Who built the computer | KP Government KP KP Government KP
labs in your college? Government Government
(Ownership)
5 | How many computers in | 61 53 18 25
the computer lab?
6 How many permanent IT | 4 5 7 7
staff?
7 | Do teachers have access| Yes Yes Yes Yes
to computer?
8 | How many smart None None None None
boards/ one screen in the
college?
9 | Isinternet facility Yes Yes Yes Yes
available?
10 | working website? https://gpgc -atd.edu.pk/ No https://gcp.kp.gov.pk/ No
11 | Facebook page? No official Facebook page | No official No official Facebook No official
Facebook page Facebook
page page
College Finances (per year)
Sr.No College Name 2019-20 2020-21 2021-22
1 GPGC Abbottabad 182.3m 184.75m 195.39m
2 GGDC No.1 Abbottabad (Girls) 95.6m 99.5m 105.5m
3 GC Peshawar 166.2m 192.4m 190.5m
4 GFC Women Peshawar 151.1m 157.9m 1739 m

Source: Mr. xyz, HEMIS CELL
Higher Education Archives & LibrarieDepartment
Government of Khyber Pakhtunkhwa
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Appendix | : Information about Government Schools Surveyed

> Government Higher Secondary School No. 1
Abbottabad
> Government Comprehensive Girls High School
(GCGHSS), Abbottabad. Code: 36718

> Government Shaheed Osama Zafar Centennial Mod
Higher Secondary School No. 2 Peshawar (GH$S 2)
> Government Girls Lady Griffith Higher Secondary
School (GGHSS), Peshawar. Code: 36729

GHSS No.1 | GCGHS, GHSS No. 2 for | GGHSS Lady Giriffith,
for Boys Abbottabad Boys, Peshawar
Abbottabad (Girls) Peshawar
1 | Total number of students/ total - 1171 - 800
enrolment
2 | Total number of teachers - 73 - 46
3 | Who built the computer labs in - - - -
your college? (Ownership)
4 IT Lab - Yes - yes
5 | How many computersin the - 16 16
computer lab?
6 How many permanent IT staff? - 2 - 2
7 | Do teachers have access to - - - -
computer?
8 How many smart boards/ one - One available and | - One available and
screen in the college? fully operational fully operational
9 Is internet facility available? - - - -
10 | working website? - - - -
11 | Facebook page? - No official - No official Facebook

Facebook page

page

Source: Mr. xyz, Reform and Initiative section, EMIS

Government of Khyber Pakhtunkhwa

Notes: No information was available with the computer operator about the above mentioned 2 boys
schools and he asked for the Code number for these schools. On telling him that how would they

know as these codes were assigned by his own department, he was clu€lesAT A AT O1 AT 60 A&ET .

names of these boy schools on the dash board although he wasimarge to maintain the latest data

for KP schools.

About school budget:

The Section Officer Budget (SO Budget) EMIS informed the research team EMIS or Education

DeparOi AT O Al

TTO0 Al1TT AAOGA AOAGCAO Oi

AT U OAETT1 08

are two kinds of educational institutions namely; 1. Autonomous bodies such as Cadet Schools and
Colleges (for which we do not provide any budget) 2. The oribat are being run under annual grant

but these are a few schools, such as Fazl | Haq School and College Mardan, UPS (University Public
School), APS (Agricultural Public School). But these grants are provided through ETEA, not through

Education Departmentd

Moreover, he said that currently, DEOs are given 449,000 conditional grant which they use on the
direction of DC.Beside, 2.99 m rupees are given to the Directorate but the money is being issued
on demand from the Directorate. The concerned Head/ prinpal of the school writes to the

Directorate for funds. And in the year 20262021, 88,000,00 Rs were allocated to the DEO Offices
to be utilized for the IT related purposes.
However, there is no such thing as peschool budget or release of money from the dtication

Department! Everything is on demanddirected to the directorate and DEOs office. The section
officer budget EMIS told the research team to contact DEOs office in every district for more

information.
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Appendix J A Comparison of Education Indicat ors in the Region (South Asia)

If we compare the government expenditure on education (%of GDP) (2013018) of

countries in the region, Pakistan spends 2.9% of the GDP on education and ranks 7
among the 8 countries in the region. The table 1.1 below shows the regional comparison
of education indicators:

| Table: 1.1: Education Indicators

Government

Literacy rate adult Male Female Expenditure on

(15 years and above) | Literacy Literacy Education (% of GDP)
Countries | (2008 -2018) rate rate (2013 -2018)
Maldives 97.70% 98.40% 99.10% 4.10%
Siri Lanka 91.70% 98.50% 99% 2.10%
India 74.40% 93% 90.20% 3.80%
Bangladesh 73.90% 91.80% 94.90% 2%
Nepal 67.90% 94% 90.90% 5.20%
Bhutan 66.60% 93.30% 92.90% 6.60%
Pakistan 60% 81.30% 67.50% 2.90%
Afghanistan 43% 74.10% 56.30% 4.10%

Source: Pakistan Economic Survey 202P1. Government of Pakistan, Finance Division. Page
199. Retrieved December 2021 fronittps://www.finance.gov.pk/survey 2021.html

137



https://www.finance.gov.pk/survey_2021.html

Appendix K : Web Presence of KP Schools/ Colleges

School/ college

Website

Facebook page

Government College for
boys, Peshawar

https://gcp.kp.gov.pk/

https://www.facebook.com/pages/ca
tegory/Education/Government-
CollegePeshawarHED-KPK-
156866728316121/

Government Lady Griffith
Higher Secondary School,
Peshawar

http://schools.kpese.gov.
pk/webportal/cms/conte
nt/186/36729 )

https://www.facebook.com/pages/ca
tegory/Education/G -G-H-S- S Lady-
Griffith -Peshawar
342590795764504/

Government Shaheed Osam
Zafar Centennal Model
Higher Secondary School
No. 2

No Website Available

https://www.facebook.com/pages/ca
tegory/Elementary -
School/GovernmentShaheedOsama
Zafar-CentenniatModel-Higher-
SecondarySchool
157406384796042/

Government Higher
Secondary School No. 1
Abbottabad

No Website Available

https://www.facebook.com/pages/ca
tegory/School/Govt-High-SchootNG-
1-Abbottabad-695646837272121/

Government Comprehensive
Girls High School,

No Website Available

No Facebook Page

Abbottabad

GovernmentFrontier https://admission.hed.gk | https://www.facebook.com/pg/Govt -
College for Women, p.pk/college.php?college_ji Frontier-CollegeFor-Women-
Peshawar d=4 Peshawar

645781155791863/posts/ )

Government PostGraduate
College No. 1 for boys and
girls, Abbottabad

https://www.gpgc -
atd.edu.pk

https://www.facebook.com/gpgclab
bottabad).

Government Girls Degree
College for Women,

Abbottabad

http://www.admission.he
d.gkp.pk/college.php?coll
ege id=153

https://www.facebook.com/ggpgcno.
labbottabad/
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https://gcp.kp.gov.pk/
https://www.facebook.com/pages/category/Education/Government-College-Peshawar-HED-KPK-156866728316121/
https://www.facebook.com/pages/category/Education/Government-College-Peshawar-HED-KPK-156866728316121/
https://www.facebook.com/pages/category/Education/Government-College-Peshawar-HED-KPK-156866728316121/
https://www.facebook.com/pages/category/Education/Government-College-Peshawar-HED-KPK-156866728316121/
http://schools.kpese.gov.pk/webportal/cms/content/186/36729
http://schools.kpese.gov.pk/webportal/cms/content/186/36729
http://schools.kpese.gov.pk/webportal/cms/content/186/36729
https://www.facebook.com/pages/category/Education/G-G-H-S-S-Lady-Griffith-Peshawar-342590795764504/
https://www.facebook.com/pages/category/Education/G-G-H-S-S-Lady-Griffith-Peshawar-342590795764504/
https://www.facebook.com/pages/category/Education/G-G-H-S-S-Lady-Griffith-Peshawar-342590795764504/
https://www.facebook.com/pages/category/Education/G-G-H-S-S-Lady-Griffith-Peshawar-342590795764504/
https://www.facebook.com/pages/category/Elementary-School/Government-Shaheed-Osama-Zafar-Centennial-Model-Higher-Secondary-School-157406384796042/
https://www.facebook.com/pages/category/Elementary-School/Government-Shaheed-Osama-Zafar-Centennial-Model-Higher-Secondary-School-157406384796042/
https://www.facebook.com/pages/category/Elementary-School/Government-Shaheed-Osama-Zafar-Centennial-Model-Higher-Secondary-School-157406384796042/
https://www.facebook.com/pages/category/Elementary-School/Government-Shaheed-Osama-Zafar-Centennial-Model-Higher-Secondary-School-157406384796042/
https://www.facebook.com/pages/category/Elementary-School/Government-Shaheed-Osama-Zafar-Centennial-Model-Higher-Secondary-School-157406384796042/
https://www.facebook.com/pages/category/Elementary-School/Government-Shaheed-Osama-Zafar-Centennial-Model-Higher-Secondary-School-157406384796042/
https://www.facebook.com/pages/category/School/Govt-High-School-NO-1-Abbottabad-695646837272121/
https://www.facebook.com/pages/category/School/Govt-High-School-NO-1-Abbottabad-695646837272121/
https://www.facebook.com/pages/category/School/Govt-High-School-NO-1-Abbottabad-695646837272121/
https://admission.hed.gkp.pk/college.php?college_id=4
https://admission.hed.gkp.pk/college.php?college_id=4
https://admission.hed.gkp.pk/college.php?college_id=4
https://www.facebook.com/pg/Govt-Frontier-College-For-Women-Peshawar-645781155791863/posts/
https://www.facebook.com/pg/Govt-Frontier-College-For-Women-Peshawar-645781155791863/posts/
https://www.facebook.com/pg/Govt-Frontier-College-For-Women-Peshawar-645781155791863/posts/
https://www.facebook.com/pg/Govt-Frontier-College-For-Women-Peshawar-645781155791863/posts/
https://www.gpgc-atd.edu.pk/
https://www.gpgc-atd.edu.pk/
https://www.facebook.com/gpgc1abbottabad
https://www.facebook.com/gpgc1abbottabad
http://www.admission.hed.gkp.pk/college.php?college_id=153
http://www.admission.hed.gkp.pk/college.php?college_id=153
http://www.admission.hed.gkp.pk/college.php?college_id=153
https://www.facebook.com/ggpgcno.1abbottabad/
https://www.facebook.com/ggpgcno.1abbottabad/

Appendix L : Lady Reading Hospital MTI, Peshawar & Ayub Teaching Hospital MTI,

Abbottabad

Lady ReadingHospital, Ayub Teaching Hospital
Medical Teaching Institute, Medical Teaching Institute,
Peshawar Abbottabad

1 | Established in 1924 1998

2 | Number of Departments 33 -

3 | Hospital Beds 1691 1460

4 | Doctors 1350 500

5 | Staff 4500 60 residents & fellows +

200 nurses

6 | OPD Patients in 2021 1169497 -

7 | Emergency Patients in 2021 | 852998 -

8 | Admit Patients in 2021 105041 -

Source:Lady Reading Hospital, MTI, Peshawar website. Retrieved January 2, 2022 from LRH
website https://www.Irh.edu.pk/

'iT+o0h OFTTEAU "TAOA8 +EUAARAO O0AEEOOI EExA8 - 4)
https://policyboardkp.gov.pk/mtis/
.1 6Ad ''T AOOAI PO OI OAAA TO AT xTI1TAA -Board O

KP website was futile https://policyboardkp.gov.pk/downloads/

Note: The ATH, MTI, Abbottabad website is down since many months showing error
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Appendix M: KPHED Permission Letter

B |

To

Subject:

AKHTUNKHWA

OF KHYBER P
GOVERNMENT KR ERARIES DEP ARTMENT

HIGHER EDUCATION, ARC

NO.SOG/HE/2-83/PIDE/2021
Dated 29-12-2021

Miss.Shagufta Aman, .
Principal Investigator Research Project,

Faculty (Visiting) and Ph.D Scholar,
Department of Political Science,
University of Peshawar.

REQUEST FOR_FACILITATION IN THE RESEARCH PROJECT:
TRANSFORMING PUBLIC SERVICE THROUGH DIGITAL
GOVERNANCE _INITIATIVES __IN _KHYBER PAKHTUNKHWA:
BUREAUCRATIC __ CONDUCT, TRANSPARENCY _IN SERVICE
DELIVERY AND CITIZEN CENTRIC E-GOVERNANCE. BENEFIT FOR

ALIEN REGISTRATION CARD HOLDERS UTILITIES.

Respected Madam,

| am directed to refer to your letter No. /POL Science dated 20-12-2021

on the subject noted above and to convey the permission/NOC of this department, to

carry out the survey and interview of the proposed officials/colleges.

(Encl: as above) \/ UJ;/“%/, '

(MUHAMMAD YASIN)
SECTION ORFICER (General)

Endst: No & Date even.

Copy forwarded to the:-
1- Director Higher Education, Khyber Pakhtunkhwa.

2
3-
4-
5-

6-
7=
8-

Principal, Govt. College Peshawar.

Principal, Govt. Post Graduate College No. 1, Abbottabad. (With the request
Gouvt. Frontier College for Women, Peshawar. Facilitate the
Govt. Girls Degree College for Women, Abbottabad. Survey team.

PS to Secretary, Higher Education Department.
PS to Special Secretary, Higher Education Department.
PA to DS (Admn), Higher Education Department. A

o)

SECTION Of£FICER (General)
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Appendix N: KPESED Permission Letter

-

&
Y
@""éff

.

o

A »
&) Government of Khyber Pakhtunkhwa,
&g Elementary & Secondary Education Department

No, SOGE&SET1-1582021
Dated Peshawar the 207122021

To
Miss, Shagutta Aman
Principal Investigator Research Project,
Faculty (Visiing) and Phl, Research Scholar
Department of Political Science, University of Peshawar,
Subject: REQUEST FOR FACILITATION IN THE RESEARCH PROJECT:

TRANSFORMING  PUBLIC _SERVICE _THROUGH DIGITAL

GOVERNANCE _INITIATIVES IN KHYBER PAKHTUNKIWA:
BUREAUCRATIC _CONDUCT. TRANSPARENCY IN SERVICE
DELIVERY AND CITIZEN CENTRIC F-GOVERNANCE.

I am directed to refer to your letter No.  /POL Science dated 13-12-2021
on the subject noted above and to convey the permission™NOC of this depariment |

to carry out the survey and interview of the proposed officials’schools,

\

\
Scetion ()mnb 74]’3[)

£ndst: No. and date even.

Copy forwarded 10:

1. Director E&SE, Khyber Pakhtunkhwa
2. School Principals (Government Shaheed Usama Bin |

Zalur Centennial Model Higher Secondary School With the request to
Peshawar City, Gove Higher Secondary School No, | ;  facilitate the survey
Abbottabad, Govt Lady Griftith Higher Secondary ‘ team.
School Peshawar and Govt Comprehensive Girls High J

Schoel Abbottbad.

P.S to Seerctany, FESE Department,
A 1o Additional Secretary (E), E&SE Depariment.
A 10 Deputy Secretary (Admn), E&SE Department.

o

Section Officer
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Appendix O: KP Education Monitoring Authority Permission Letter

“Our Falth, Corruption Free Pakistan”
Government of Khyber Pakhtunkhwa

' H . . .
LT Education Monitoring Authority
Eresene. House No.7A, Near Aimy Check Post Shami Road Peshiawar
FOUEO2208 Fax 110919201127 | mall 2 ade e peshana gl com

——

NOCADCAMAG-27/2001/81 Dated: //),()7.20.!!

Miss, Shaguftia Aman,

Principal Investigator Research Project,

Faculty (Visiting) and PhD, Research Scholar,
Department of Political Science, | Iniversity ol Peshawar.

SUBJECT:- REQUEST FOR FACILITATION IN THE RESEARCH PROJECT,

Lam directed 1o refer to the letter No.SOG/E&SE/I-1572021 dated: 13/07/2021 received

from Section Officer (General) E&SE Department on the subject noted above and to state that Education
Monitoring Authority will facilitate the project team at maximum, It is further stated that this office may

be intimated regarding the schedule in prior of the interview/survey, please.

s

Vi 07-2]

LCTOR (COORDINATION)

ASSISTANT 1
A copy is forwarded for information to the: -
1. Director General, Education Monitoring Authority (EMA).
Director, Education Monitoring Authority.
Section officer (General) E&SE Department with reference to his letter mentioned above.

4. Office Copy.
/[/ /’/ L0

ASSISTANT IZI RECTOR (C({()RI)INA'I'I()N)

ed 12
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Appendix P : KPESED Permission Letter

Gover e
Elen sovernment of Khyber Pakhtunlhwa,
" ; 'Y " \ . o) .

ienfary & Secondary Education Department

No, SOG/E&SE/1-15/2021
Dated Peshawar the 13/07/2021

e

# Miss, Shagufta Aman
/ lflincipnl Investipator Research Project, /l,//
Faculty (Visiting) and PhD, Research Scholar
Department of Political Seience, University of Peshawar.

/

Subject: REQUEST FOR FACILITATION INTHE RESEARCI PROJECT.

r to your letter No. 29/POI, Science dated 0 1-07-2021

1 am directed torefe
the pcrmiﬁsion/N(J(} of this department {0 €

on the subject noted above and to convey arry
out the survey and interview the officers of this department.

I am further directed to request you that proposed plan for survey and

interview may also be shared with this department in advance, please.

%/
a//he
4
Scction Officer (General)

Indst: No. and date even.

Copy lorwarded to:
/‘ 1. Director E&SE, Khyber Pakhtunkhwa. With -
2. Director General Khyber Pakhtunkhwa Education = 0 request
EolopLIHEIeL S ‘ facilitate the survey
team.

3. School Principals (Government Shaheed Usama Bin

Zafar Centennial Model Higher Secondary School
ary School No. | Abbottabad).

/ Monitoring Authority.

Peshawar City and Government | ligher Second
4. P.S to Seeretary, E&SE Department.
5. P.A 1o Additional Secretary (L), & SE Department.
P.A to Deputy Secretary (Admn), E&SE Department.

(.Q/C Section Officer .enzl)
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Appendix Q: KPESED Permission Letter

ey
{‘}; R Government of Khyber Pakhtunkhwa,
s N . > v " »
‘:{_,, ¥ Elementary & Secondary Education Department
o,
gy &
No. SOGIE&SE/ -15/202]
Dated Peshawar the 29/07/2021
lo
Director General,
Education Monitoring Authority,
Khyber Pakhtunkhwa,
Subject: REQUESTFORFACILITATION IN'THE RESEARCH PROJECT,

I am directed 1o refer to this department letter of even number dated
13-07-2021 on the subject noted above and to state that survey team of Department of
Political Science, University of Peshawar is desired to visit your office on 30-07-2021 at

11:30AM.

lam further dirccted to request you to facilitate the survey team, please.

Scction Officer (Getiera
Lndst: No, and date cven.,

Copy forwarded to:

1. School Principals (Government Shaheed Usama Bin
Zatar Centennial Model Higher Secondary School
Peshawar City and Government Higher Secondary School No. | Abbottabad).
P.S 10 Secretary, E&SE Department.

P.A 10 Additional Sccretary (), E&SE Department.
P.A to Deputy Sceretary (Admn), E&SE Department.

- W

x;& 7 ‘bp Section Officer (G

< »
";7.7 \% n
@“ ¥
| R}J W
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Appendix R: Health Department Permission Letter

T H 3 1 . " 4
= iy GOVERNME Ny OF KNYDER Mmhb;\md' A
\“ ‘)‘ J A m‘zlf:um D 1" NT |
i : 3.2 anlth Soctal flalodms Unif)
: .,}:\:;‘Lg. aln D‘M‘] “0...-.....-.....- .-og . SVl FIED Uil Ehygbnr Pomd Faghasar
Didas 1res wiag srsmsrons Kra W brannafifgensy Phaie bl aganntn lae .l,‘v:w)l?'mr.
Dtz Ity Lo 1t s Saris Ha. TH6.27HBRUIM '
f

Cohyer o \ '
. Diroctol SiRekMHSAN Borvicon Khybor Pakniynknwa D‘,MM' R
Hospltal aid Madliop! Direcigr of MTI Lady ReadIng bg“bmlnl Peshawar, o
“ ’

_ Ilt'uplt.'\l and Modical Qiroctor of Tl Ayub Teachin oapital Abbattahdd 1 i
sunEeT: Requsattor fnglitatlondn rosonrsh nrolost Thbtoamlss Publs Sorvice rous

dinlal H

transparency 1n servicea dollvory aned cltlzon ¢ 1]

Dear Su
| am deectod to refer to the pubject cllod nbovo and 1o oncluse haro-with, o Tettar from Poltical
Science Oepartine 1t University of Peshawar, nddiossed fo worlhy Sacrotary Heallh Deportment whare-in
pormission was ought lo Inlorview concorned officluls of hoults dapartment pnd Medical Teaching
Instituticns, 0 the contoxt of the subject rasonrch project

This reuearch projoct alms at exploring the o!lof:l of Infermalicn and Communication Tpols (ICT)
by the provincial bureaucracy in Khyber

upon transparency. efficiency and incluslvanoss In servicos dolivary
o to ba Intervievied by the researchers:

Pakhiunkiwa (KP} In this regard, the following concernod ofliclaln ar

Director General Health Services {DGHS) Khyber Pakhlunknva

Director & Deputy Director Public Health, DGHS-KP

Director Admin, DGHS-KP

Officials in-charge of ICT in Heallh Depariment

Hospital and Medical Direclors, MIS Incharge of MT1 Lady Reading Haospital Peshawar

and Ayub Teaching Hospital Abbollabad,

A Publie Hearn

N AL
[T 7 X Q.

ors of the subject project

Dale
sacton i
alh

nd office is therefore requested lo please facilitate the research

* Your .
he Interview questionnaire is altached here-with

nceerding to the scope of the project. T
sitive response In this regard would ke highly appreciated.

)

in collecting data
thie letter for pervsal and information. Po
ehzad Polilical Sclence department

¥

L&\

G
Dr APTAYLLAH KHAN

{Coordinator-li)
HSRU, Health Department.

in case of any gueries, the undersigned and Mr. Sh

(+923423252806), may please be approached.

Copy to:

Chief HSRU, Health Depariment, Government of Khyber Pakhlunknwa

P.S fo Secrelary, Health Depariment, Government of Khyber Pakhtunkhwa

P.S fo Special Secretary (B&D) Heallh Depariment, Government of Knyber Pakhtunkhwa
Ms. Shagufta Aman, Deparimen of Political Science Universily of Peshawar

D@‘%Q*Q - Pey 2,

AN

B L.
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Appendix S: LRH MTI Permission Letter

DEPARTMENT OF POLITICAL SCIENCE
K (4 UNIVERSITY OF PESHAWAR

c"f 4 Phie 9201 0310701 Rat) D164

Jated: 13.12.2021
4\'\).‘}}_ Pol Science Datec

The Medical Divecton

Lady Reading Hoypital MU

Peshawar

1 j ¢ Servi iilal Governance
Subject: Request for Facilitation in the Research Project: ! manmn/.l /fu///lt ls’/"/("t‘:'l’"m;/{,/:, I/’Z/;ﬁ:(’;”mm”“
Dt i Ahvder PeMhtenkheexe: Bureaucratic Conduct, Transparency in Service Delivery and Citizen € v

aar Sie g - )
:l\\: for vour Kind information that the Department of Political Science, Unlwim(y (.)f l’g’sll-I’Wd( h;S "'CC;":);;;
project from Pakistan Tostitute o Development Economics (PIDE) entitled, rlrlll:r/tﬂl'lllng /llb/l't vm/w; C”, o
D@::I Governance Inittatwes in- Myber Pakhtunkhwoa: Bureaueratic (,'umlmt{ T HIVIS/'I’(II(II() n .Sm/{ce I’).r/weplla:x | Ol rl;,
Ceatic B-Govenance. This project, which is funded by PIDE under its I((lb (‘/1 grant series aims at e p g
how the use of Information and Communication Tools (IGT) is allecting efficiency, transparency anc
inclusiveness i service delivery by the provincial bureaucracy in' Khyber Pakh!unkhw'a‘ anr,J making it
undergo  organizational and  cultwral  changes. Further, how dlgll‘ﬂllzi.ltlon affects citizen’s trust ‘on
government's service delivery in the province. The case study of the project is !hnrcc government departments
of Health, Education and Police. For this purposc, the rescarch team of the project will collect data through
field surveys, interviews, focus group discussions and analysis of government documents, reports and other
secondary sources of data. This is a purely academic and policy-oriented research. Thc’ findings of the study
shall be disseminated through reports, publications, thesis and seminars. The team will als'o. seek access to
government reports, data and any other documents permissible under the government laws. The project also
intends (o understand the perception of common people on the [acilitation of health services through the
ICTs. Your kind office is requested to provide us with the permission to conduct interviews from key officials
in LRH MTI, including:

v*  Hospital Director and Medical Director in Lady Reading Hospital MTI, Peshawar
v In-charge MIS'in the above mentioned hospital
*  Permission to conduct survey questionnaires from visiting patients/attendants from the above
mentioned leading hospital in Khyber Pakhtunkhwa.

We reckon that the Health Department has spearheaded a number of policy initiatives concerning
the initiation, promotion and regulation of many c-governance initiatives in LRH MTI with the aim to
provide quality health care to residents of Khyber Pakhtunkhwa. I assure you that this project will benefit
your office in any future endeavours to facilitate the provision of E-service delivery in the Department. The
f‘lndll:lgb of'thc project will also benefit the students, rescarchers and policy makers working in the relevant
area in Pakistan. ’

We are looking forward for your cooperation. Thanking in anticipation.

Best Regards Endorsed by:

e A
.'Shagfta) Aman Q"]

Principal Investigator Rescarch Project

Faculty (Visiting) and PhD., Rescarch Silidlar Prof. Dr. Abdul Rauf

Department of Political Scicnee Chairman
8nfriv§erlsi]§}}; of Peshawar B:;li’:e‘";f?én;fogel’ﬁlitical Science
1C1a : +92-9] - Shawar
il i (?nc 92-91.9216751 Official Phone: +92.91.
ell Phone: 03339419992 . 19216751

Do, BI34109%, Cell Phone: 03335939357
g /@g)‘w‘ z\l)(lulrau!@uop.cdu.pk

Ge “l““s\ N
O p\g\‘i S&Q&Vm
L oe) v
/) s F‘ 2 g:“a«%‘ 2
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Appendix T: ATH MTI Permission Letter
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Appendix U: Additional Institutions Connected with KPE&SED

KPE&SED Affiliated Institutions

1 | Khyber Pakhtunkhwa Education Monitoring Authority (KPEMA):

AOAAOEIT1T -TTEOQOIOETC ! OOEI OEOUh +EUAAO O0AEEO
"AOOAO , EOET ¢ 30A1T AAOA Orade inQ&LE @msiai dstabshir® Ppérformaihdé
monitoring mechanisms over schools and increasing public awareness and ensuring soc
accountability by giving access to information about school facilities, infrastructure and service deliver
outcomes; infamation on key indicators is posted on the web for citizens to review. Data evaluation
also one of the tasks done to evaluate the performance of public schools across the province.
OAAADOOAOA AT A OEI Al U8 AAOA E QepardénB BsM@Il. KPEMAOS s
required to randomly select a sample of schools in various Districts for ensuring accuracy of data a
AAOAT 1 PET ¢ OAI AAEAT 1 AAOOOAOG & O AAOGA ETAITO
presence across th province and also information about the total number of schools and madrassas
KP province (EMA GoKP, 2014).

Link: http://175.107.63.45/newimusite/

2 | The Elementary and Secondary Education Foundation (ESER:

It is another affiliated institution, which is tasked with setting up informal community schools in those
hilly areas of Khyber Pakhtunkhwa where there are few government schools available (GoKP ES
n.d.).

Link: https://eef.org.pk/

3 | Education Management Information System (EMIS):

%-)3 EO OAT )1 & OI AGETT 3UOCOAI &I O -AT ACAOO 1

Data collection
Storage
Integration
Analysis
Dissemination

agrwnNE

This unit of KPE&SED, headed by a director, it is responsible for all IT undertakings in primary and
secondary education, including HR Information System, School Management Information System, E|
Transfer System, Biemetric Attendance System and other ITelated activities. The director of EMIS,
reported EMIS Cell functioning in each district of Khyber Pakhtunkhwa and manned by around 400 t
450 technical manpower §. M. Khan, Personal interview, July 14, 2024hk:
https://ese.kp.gov.pk/page/education_management_information_system_emis

4 | Education Sector Reforms Unit (ESRU):

This body working under the KFE& %$ EO | AT AAOGAA O Obi AT h Al
ITCIEITC OAZE O 06 AAOCEOEOEAOYTDPOI COAI Ohd O1T AAOO/
and future reforms activities (KPESED, 2021). The website provides a list of donors and the ambof
money provided to the ESRU, which accounts for a total PKR 55,338 million, spent on providi
incentives to female teachers in disadvantaged districts of Kohistan, Shangla, Battagram, Tank, [
Upper and Buner. Additionally, in order to promote gird 6 A A OgilssQdentd (yrades 610) in
Khyber Pakhtunkhwa are also provided with stipends through the local Post Offices & Educatic
District Offices. The website claims 309090 students have benefited from this project in 2049 and
around 90 poor intelligent students have been provided admission in7 class in centers of excellence
in the province (KPESED, 2021).

Link: https://ese.kp.gov.pk/page/education_se ctor_reforms_unit_esru#:~:text=
The%20Main%20Purpose%200f%20the,and%20future%20reforms%?20activities

Y%2Fprograms.

5 | Private School Regulatory Authority (KPPSRA):

A further body adjunct to the KPE&SED is the Private School Regulatory Authority (KPPSRAQ
xAAOEOA 11 OEA +0%Q03%$860 AEOAAO O O Al xT1T1TA
against the private schools. The portal also shows the number of private schools registered w
KPPSRA to be around 8893.

Link: https://psra.gkp.pk/
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Appendix V: Additional Institutions connected with KPHED

KPHED Affiliated Institutions

1 | Directorate of Higher Education fttps://hed.kp.gov.pk/ )

2 | Directorate of Archivesand Libraries (http://kpdal.gov.pk/ )

3 | Higher  Education Teachers Training Academy (HETTA) (no separate websit
https://hed.k p.gov.pk/page/higher_education_teacher_training_academy_hefta

4 | Project Management Unit fittps://hed.kp.gov.pk/page/project_management unif)

5 | Higher Education Regulatory Authority(HERA) (ttp://www.herakp.gov.pk/ )

6 | Testing and Evaluation Agency
(https://hed.kp.gov.pk/page/educational_testing_and_evaluation_agengy

7 | Frontier Education Foundation (FEF) fittps://kpef.edu.pk/public/app )

8 | Employee Education Foundation (EEF)

(https://hed.kp.gov.pk/page/employeeseducationfoundationeef)
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Appendix W: Total Number of Schools & Madrassah in Khyber Pakhtunkhwa
(KPEMA)

Website visited in May, 2021

Schools Break Up

Mosque 766 o

Primary 12596 8660

Middle 1439 1199

High 1435 830

Higher Secondary 470 269

Total 16706 10958 27664

Source: KPEMA, GoKP. (n.d). Schools Break Up. Retrieved May 2, 2021 from website
http://175.107.63.45/NewIMUSite/index.aspx#

Website visited in February, 2022
Schools Break Up

Mosque 326 0

Primary 8727 6812

Middle 1098 991

High 1060 633

Higher Secondary 321 192

Total 11532 8628 20160

Source: KPEMA, GoKP (n.d). Maols Break Up. Retrieved February 2022 from website
http://175.107.63.45/NewIMUSite/index.aspx#
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Appendix X: Total Number of colleges in Khyber Pakhtunkhwa (KPEMA)

(Website visited in May, 20221)

Level Total Males Females
Colleges 189 114 75
Students 164,886 106,198 58,775
Post-Graduate Colleges 20 15 5
Teaching staff 5531 - -
PostGraduate Colleges

Source: HED, GoKP. (n.d). Welcome to Higher Education Archivelsilgraries Department Government of
Khyber Pakhtunkhwa. Retrieved May 2, 2021 from websitehttps://hed.kp.gov.pk/

Website visited in Feb, 2022

Level Total Males Females
Colleges 177 109 68
Students 150,691 95,014 55677
Post-Graduate Colleges 20 15 5
Teaching staff 5531 - -

Source: HED, GoKP. (n.d). Welcome to Higher Education Archives & Libraries Department Government of
Khyber Pakhtunkhwa. Retrieved Feb 2, 2021 from websitehttps://hed.kp.gov.pk/

Note: The number of colleges are however underreported on the website. According to a
newspaper report, there are 303 fully functional colleges in Khyber Pakhtunkhwa, out of these

177 are maleand 126 are female colleges. As reported in newspapers, around 67 new colleges

are under construction, with 29 of these colleges for females. In the last financial year (2602@),

around 20 colleges were completed. Under the current 2021 Annual DevelopmeRtrogram

(ADP), 12 new colleges will be built in erstwhile FATA (The News, August 29, 20Z1. quote the

(%$ -ETEOOAOh OI AOT AEET C T £ xAA PT OOAI A& O (ECE.
EO AT Ei bi OOAT O OOAD OI xAOAKP.B,ADEO AT A OOAT OPAOAZ
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Appendix Y: Early Age Programming and | T Essenti e

Projects Date Districts covered Number of Number of beneficiaries
launched schools (students)
Phase | Jan 2017 Dec 2017 13 districts 57 schools 3000 students
Phase Il Jan 2018 June 2019 14 districts 300 schools 17000 students
Phase llI currently running 10 districts 225 schools 11000 students

AEEO ET EOEAOEOA Z£AI 10 O AARAO OEA $ECEOAI OEE
300A0AcuUs AT A EO DPOAEOAA Au OEA +0)4" xAAOEC(
remarkable results and the computer literacy and digital skill level of the maigalized
OOOAAT OO AO Cci OAOTT AT O OAEIT 110 EAOA EIiI DO OAA
I £ OAETT18 OAAOQGEITT OEI x0O @eKROKPIDE Barly5A9e EO
Programming, n.d.).
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Appendix Z: Information on Different Apps Launched by KPE&SED

KPESED Apps on Google Play

Apps Launched | Downloads | Rating, Reviews & Link
KPESED February | 1000+ Rating: 3.1
Books App | This app is 5, 2022 Reviews: very bad reviews with
developed to complaints about norravailability of
facilitate users by books and inability to open the books.
E Reading of Link:
books in SOft https://play.google.com/store/apps/details?id=com.sad.schoolbooks
form.
KPESE- A question August 10,000 Rating: 3.3
Virtual answer platform 17, 2020 Reviews: with complaints of not
Teacher for student, working
parent and Link:
general pu bI|C tO https://play.google.com/store/apps/details?id=com.asif.virtualteacher
spark the sprit of
conceptual
knowledge.
Experts answer
any question in
Elementary
education level in
the subjects of
Physics,
Chemistry,
Biology and
Mathematics
With the hope to
improve
knowledge ofthe
students and
general public
KPESE Human Resource | Sep 3, 100,000+ Rating: 3.2
(HRIS) Information 2021 Reviews: Complaints of it being time
System consuming, nonruser interface, not
working ..
With complaints of it not working
properly, lots of bugs, errors and
showing incorrect information terming
EO OEI OOEAI A APDPdN
OADPDI EAAOQEIrportafriotA A
x] OEET ¢cn O11 AAOA
OPiI T O ET OAOEAAAR E
x1 OEET C6 AOAS8
(httgs://glay.google.com/smre/aggs/ details?id=com.asif.kpese_hris&hl=en&gl
=US&showAllReviews=trug.
Link:
https://play.google.com/store/apps/details?id=com.asif. kpese_hris
KPESE School Qualy Nov 13, 500+
SQMI management 2020 Rating: No rating
(EMIS) initiative (SQMI) Reviews: complaints of not working
to revitalize the Link:
fu nCtiOﬂ Of the https://play.google.com/store/apps/details?id=com.ese.sqmi
ASDEOSs and
SDEOSs to inspect
the quality of
teaching and
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learning
processes in
primary schools
and to provide
regular, timely
feedback to the
observed teachers
and head teachers

for remedial
actions
KPESED KPESED Feb 9, 10,000+ Rating: 4.5
Monthly introduced 2020 Reviews: Complaints of the app not
Assessment | induction working properly
Induction program for Link:
PI‘Og ram nery recruited :g(;;illlJpslay.googIe‘com/store/apps/detaiIs?id=com.induction‘MA.kpk,api&hI=e
teachers. This
application will be
used to conduct
monthly
assessment
Induction The first of its March 7, 10,000+ Rating: 3.1
Program EET A O)1 42020 Reviews: problems with video
KP (ESED) |0 Ol COAI 6 uploading, time-consuming and
PITE, newly hired disappointing
Peshawar, | teachers to Link:
KP enhance thelr https://play.google.com/store/apps/details?id=com.induction.Sec.kpk

content
knowledge and
pedagogical skills
in the subjects of
English, Math, and
Science.

The program has
been designed by
Directorate of
Curriculum and
Teacher
Education (DCTE)
and will be
implemented by
Provincial
Institute of
Teacher
Education (PITE).
The program will
be delivered to
primary, middle
and secondary
school Beginning
Teachers BTS).
A specialized
learning
management
system has been
developed for the
delivery of
content in the
above-mentioned

subject areas and
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to manage the
learning process
of these teachers
over an extended
period of more
than six months.
Note: This
application for
government
teachers of
Khyber
Pakhtunkhwa.
application need
an additional
download of 16-
18 Gb content
which is already
copied to
OAAAEAOGBC
Other users who
wish to download
the application
may need
additional data to
run the program

e-Transfer
KPE&SED

Transfer Process
of Teachers
simpler, efficient
and Transparent
E-Transfer Policy
for
transfer/posting
of teaching staff in
the province
implemented
through a mobile
application.
KPESEe-Transfer
is android based
application
available free of
cost on Google
Play Store.
KPESEe-Transfer
consists of the
following options.
1. Search Posts:
Search in a list of
vacant posts
added/announced
by the concerned
DEO.

2. Transfer
Application:
Applying for
transfer

3.My
Applications:

After successfully

March 12,
2020

10,000+

Rating: No rating

Review: Complaints about the web
server not working properly.

Link:

https://play.google.com/store/apps/details?id=.
com.asif.development.etransferappnew&hl=en&gl=US

https://apkcombo.com/kpese -
etransfer/com.asif.development.etransferappnew/
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submitted your
transfer
application you
can
view/download
your application.
Also you can
check your
Application status
(Pending, verified,
order issued)
4.Settings:
Changing
password and
logout.
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