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VMware is pleased to launch the research report Digital smart: Accelerating digital government for citizens 
in the Asia-Pacific in partnership with Deloitte. We commissioned this research to provide insights into how 
governments across the region are creating a digital experience for citizen services and how can they shape digital 
transformation to meet changing citizen expectations.

The last few years have brought governments to the forefront of technology adoption to drive a positive impact on 
public services. The pivot to digital delivery of essential services was the starting point of scaling-out digital services 
widely, in every sphere of public service, from healthcare to taxation, from immigration to public transport safety. 
As a result, over two-thirds of citizens now expect the quality of government services to be at par with the private 
sector. Moreover, government IT spending in the region is set to increase with the growing demand for digital 
services. The research shows spending forecast to grow 8% annually to reach US $151 billion by 2025. I

While governments have progressed in making services more accessible digitally, the report finds that 41% of 
Asia-Pacific citizens still need someone’s help to access digital services – emphasising the imperative for design of 
services with the citizen at the centre. By 2025 there will be an additional 900 million people joining the Asia-Pacific 
online community. While this may seem challenging, it is a huge demographic opportunity that can be harnessed 
if governments are able to shift from designing services based on government requirements to having the citizen 
experience as the focal point.

While digitising public services is important for overall efficiency and experience, research also indicates that 
enhanced digital services can improve the general perception and trust in governments. It can also influence equality 
and inclusivity while supporting operational sustainability goals. In a time when we see ‘trust’ to be a critical factor in 
government stability, it is important that digital services be seen as foundational to every government’s charter. 

While some countries have secure digital foundations, some have leapfrogged in the last two years to build their 
digital backbones. This research provides trends across the Asia-Pacific, with a specific focus on Singapore, Australia, 
Indonesia, India, Vietnam, South Korea and Japan. 

Countries must take actions that create a fundamental shift in government-citizen engagement to drive digital 
inclusion and accelerate the pace of delivery of digital citizen services. This report will help you understand how 
different regional markets are progressing and how governments can adapt their strategies to respond to new 
expectations and opportunities.

Foreword

I Calculation performed by Deloitte using Gartner data. 
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Digitisation in the age of COVID-19

The advancement of digital technologies has driven massive changes in societies and people’s 
daily lives. Digitisation has radically shifted the way we engage with essential services including 
government services. The impact that digital technologies have had on day to day lives is 
undeniable.

The rate of digital technology innovation and adoption shows no signs of slowing down. Digital 
technologies are becoming faster, more powerful and cheaper and their impacts are increasingly 
felt in all parts of society. The growing expectations around the efficient delivery of public services 
have influenced how governments are leveraging digital technologies to provide greater value  
to citizens.

COVID-19 proved the importance of being digital and made digital imperative to the delivery of 
many services. When lockdowns, border closures and other social distancing measures confined us 
to our homes, we were forced to operate digitally.

What’s more, governments had to quickly scale-up and pivot to a digital delivery of essential 
services. This led to a rapid expansion in everything digital, including health services, online learning 
and remote working. For example, India’s first telemedicine provider treated over three million 
patients in just seven months.1 In Vietnam, over 22 million school students in Vietnam transitioned 
to online learning.2

Throughout the pandemic, digital tools enabled governments to better deliver services. Not 
surprisingly, governments who had invested to develop their digital infrastructure prior to the 
pandemic were better able to roll out critical pandemic services in a timely manner. These 
governments could integrate COVID-19 services into existing digital systems, encouraging greater 
uptake, trust and confidence from citizens. Further, countries with a more digitalised population 
pre-COVID were better able to receive public health alerts, contact health officials and transition to 
working from home. 

Further digitisation presents an enormous opportunity for government
Digitisation will play a key role in shaping the future of Asia-Pacific. As the region recovers from 
COVID-19 and engages in further digital innovations, individuals and businesses alike will connect, 
invest and operate digitally. 

Further digitisation presents an enormous opportunity for Asia-Pacific governments. Not only has 
the pandemic created an insatiable appetite for digital government services among its citizens, 
digitisation also enables governments to increase productivity and efficiency. The digital economy 
will accelerate, with over 65% of Asia-Pacific GDP expected to be digitalized by 2023.3 All seven  
Asia-Pacific countries (Australia, Singapore, Indonesia, Vietnam, India, Japan, South Korea) covered 
in this study have an active e-government strategy (see page 29). 

However, governments’ readiness to embrace digital opportunities varies across Asia-Pacific.  
While Singapore’s first e-government action plan was introduced in 2000, Vietnam’s plan was 
launched in mid-2021. As such, Singapore has become a global leader in this digital transition, with 
almost 95 per cent of government services able to be completed digitally from beginning-to-end.4 

Many of the digital initiatives undertaken by governments over the past two years have been in 
reaction to the external circumstances of the pandemic. Moving forward, governments should 
proactively invest in digital in order to become future-ready. 

Citizens’ expectations for digital government services will continue to increase. The need for 
governments to develop and evolve digitally to stay at the forefront of citizen service delivery has 
never been more important.
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The digital opportunity is huge and cannot be ignored. According to the World Bank, a 
10 percentage point increase in fixed broadband penetration can increase GDP growth by 1.2% 
in developed economies and 1.4% in developing ones.5 Across the seven markets covered in 
this study, around 55% of citizens are now online.6,7 This is expected to keep growing in the next 
three years as digital awareness grows, infrastructure improves and technologies become more 
accessible. 

There will be an additional 900 million internet users across the seven markets by 2025 which 
governments have to serve, a 36% increase from 2021.8,9 As an increasing number of people 
across Asia-Pacific turn to the internet to meet their everyday needs, this will open up new exciting 
opportunities for governments, unlocking benefits in digital government services.

Internet and the enabled technologies have played a critical role in helping communities in  
Asia-Pacific deal with the pandemic. Yet, the past two years have also highlighted the digital divides 
that have surfaced. This can take many forms, from infrastructure, reliability of connectivity, reach 
and accessibility of content and services. 

This growing appetite for digitally-enabled services means governments have to invest to meet 
the expectations of citizens, ensuring that digital public services cater to all demographics with 
emphasis on accessibility and inclusivity. Government IT spending is forecast to grow an 
average 8% each year to US$151 billion by 2025,10 outpacing the average growth rate of 6% 
in overall government spending in Asia-Pacific.11 This places the public sector in the top five 
industries in IT spending terms and second after the energy and utilities sector in average annual 
growth in IT spend across Asia-Pacific in 2025.

Governments have a challenging task ahead
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Citizens are rapidly increasing their use of government services

The amount citizens use government services is growing 
fast. Nearly four in ten (38%) Asia-Pacific citizens have 
increased their use of government services over the 
past two years (see Chart 2.1). Much of this increase was a 
by-product of the COVID-19 pandemic. During the pandemic, 
citizens increasingly relied on the services of government 
to provide public health information, income support, tests 
and vaccinations.1 As such, citizens begun to interact with 
government more and more regularly. 

In the future, citizens expect to use government services more 
than ever before. Nearly half (46%) of Asia-Pacific citizens 
expect to access government services more frequently 
over the next five years (see Chart 2.1). 

There are many factors that may explain why rapid growth in the 
public’s use of government services is expected. In the future, 
governments will be expected to embrace new technologies 
including artificial intelligence, face new challenges (such as 
climate change and inequality), and deliver an expanding list 
of social services to an aging population.2,3 Collectively, these 
factors are likely to increase the number and efficiency of the 
public’s interactions with government. 

Five years from now compared to todayToday compared to two years ago

20%

38%

42%

38%

17%

46%

Less frequent No change More frequent

Chart 2.1: Use of government services over the past two years and moving forward 
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The digitisation of government services during COVID-19

Government services have changed significantly over the 
past two years (see Figure 2.1). Public health orders relating to 
the COVID-19 pandemic limited the ability of governments to 
deliver services in-person, spurring governments to innovate.1 
Furthermore, the pandemic made the tasks of government more 
important than ever – governments were required to introduce 
public health messaging, dictate social distancing restrictions, 
track the virus and distribute vaccines.2

This led to a number of changes relating to government services, 
with 73% of respondents agreeing government services 
have become more digitized since the start of the pandemic. 
Citizens were also likely to say government services improved 
in quality, have become easier to use, and are more important 
today (see Figure 2.1). 

Interestingly, citizens of emerging Asia-Pacific countries (India, 
Indonesia and India) were 53% more likely to say government 
services have become easier to use and 51% more likely to 
say they had improved, relative to those in developed nations 
(Australia, Japan, South Korea and Singapore). 

Citizens are upskilling in digital

During the COVID-19 pandemic, Asia-Pacific citizens
became more digital (see Chart 2.2). Compared to before
COVID-19, 64% of Asia-Pacific citizens said they increased
their social media use and 45% worked remotely more.
Furthermore, the majority of respondents said they were
more comfortable engaging with digital technologies (71%)
and more willing to learn a new digital skill (70%).

The younger cohort has seen the biggest growth in how
often they use digital technologies. Those aged 18-35 are
more likely to have increased their use of social media
(79%) and the amount they work from home (56%), than
those aged 55+ (43% and 24% respectively).

Chart 2.2: Proportion of respondents that agree with 
the following statements relating to their use of digital 
technologies today compared to two years ago. 

Figure 2.1: Perceptions of government services today compared to two years ago

Think government services 
have become more digitized 

since the start of the 
pandemic. 

73%
Think government services 
have adapted well to public 
health orders relating to the 

COVID-19 pandemic.

63%
Agreed government services 

have become easier to 
use (60%) and improved in 

quality (56%).

60%
I generally feel more

comfortable engaging

with digital technologies

I am more willing to 
learn a new digital skill 
or use a new platform 

I use social media 

more

I work remotely more

Agree/Strongly agree

45%

64%

70%

71%

Said that government 
services are more  
important today.

68%
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The digitisation of government services during COVID-19

The way Asia-Pacific citizens access government services is 
changing. Previously, citizens relied more on non-digital mediums 
to access government services such as in-person visits and 
phone calls.

Yet, in the past two years, there has been substantial increase 
in the use of digital mediums to access government services. 
In fact, more than three quarters (77%) of citizens now 
primarily use a digital platform to access government 
services. This is an increase of 18% compared to two years’ 
ago (before COVID-19). 

The COVID-19 pandemic has accelerated this digital transition.1 
The pandemic caused Asia-Pacific governments to introduce 
widespread lockdowns and social distancing restrictions.2 
This prevented many Asia-Pacific citizens from accessing 
government services in-person, causing in-person services to 
halve in two years.

The shift away from in-person services is here to stay, with 
almost 80% of Asia-Pacific citizens expecting to access 
government services primarily through a digital medium in five 
years’ time. 

Looking to the future, the most utilised mediums will continue 
to be:

Chart 2.4: Which of the following mediums would you typically use to access government services? (rank 1)

Government 
websites (ranked first 

by 28% of people)

Mobile apps 
(ranked first by 
25% of people)

Over the phone 
(ranked first by 
11% of people)

Digital (e.g., government websites, mobile apps) Non-digital (e.g., in-person, over the phone)

Two years’ ago

35%

65%

Today

77%

23%

Future

79%

21%
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Convenience and data security are some of the most important features of digital 
government services

There are many features of digital government services that 
are important to Asia-Pacific citizens. When accessing digital 
government services, Asia-Pacific citizens selected ease 
of access (ranked first by 21% of people) and data security 
(16%) as the most important factors today. In contrast, far 
fewer citizens selected familiarity (3%) and personalisation (4%) 
as being the most important. However, of the people who didn’t 
rank data security first, many also excluded it from their top 
three factors – prioritising ease of access, speed and reliability 
instead. This suggests that while some Asia-Pacific citizens view 
data security as their top priority, the rest have several other 
features that matter to them. 

Furthermore, when asked which features would have the biggest 
impact on government services in the future, data security 
and integrated services came out on top. 17% ranked data 
security as the top feature and 16% ranked integrated services 
first. Integrated digital platforms enable data sharing between 
different government systems, so that citizens only have to share 
personal data once.

Asia-Pacific citizens’ concern with data security is well-supported 
by previous research. In fact, a recent survey found that  
Asia-Pacific residents are the most likely globally to stop using a 
service due to data privacy breaches – with half of Asia-Pacific 
respondents indicating they would stop using a company’s 
services following a serious data breach.1 Research has also 
found that less than half (44%) of Asia-Pacific citizens trust 
government organisations with their data, suggesting that 
government could be doing to assure citizens that their data  
is secure.2

Chart 2.7: When accessing digital government services, how would you rate the following factors in terms of importance?

21%

16%

15%

13%

11%

8%

5% 5%
4% 3%

Convenience/
ease of access

Data
security

Speed/
e�ciency
of service

Reliability Safety Availability Inclusive
services

O�ered in
my language

Personalisation Familiarity
0%

5%

10%

15%

20%

25%
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Technology more likely to impact government services than other parts of citizens’ lives

Asia-Pacific citizens expect technology to change government 
services dramatically. In fact, citizens believe that technology is 
more likely to change the way they access government services 
(38%) than almost any other facet of their lives including the way 
they work (36%), shop (33%), or socialize (26%). In other words, 
nearly 40% of people believe that government services 
will be in the top three activities changed by technology 
over the next five years – more than for any other activity. 

There are many factors that may contribute to the growing 
impact of technological change in government services relative 
to other services. 

	• Asia-Pacific citizens continue to demand greater digitisation 
of government services. While citizen desire for remote 
work and online shopping has begun to plateau, calls for the 
expansion of online government services are getting louder – 
in Australia, 92% of people want more government services.1 

	• Governments have substantive plans to digitise. All seven 
Asia-Pacific countries examined in this report have released 
an extensive plan for digital government. In 2021 alone, the 
Singaporean government planned to spend S$3.8 billion on 
information and communications technology procurement.2 

	• Citizens access government services throughout their lives. 
Unlike for work or school, adult citizens in all life stages are 
affected by technological changes in government services.

Chart 2.9: Looking forward, how likely is technology to change the way you undertake each of the following activities in the next  
five years? (ranked top 3) 

The way I socialize

The way children are educated

The type of work I do

The way I shop

The way I work

The way I bank

The way I access government services

33%

38%

37%

28%

26%

26%

36%

Perceptions vary by age

In general, older generations are more likely to say 
technology will impact government services over other 
parts of their lives (see Chart 2.10). People aged 65+ are 
27% more likely to rank government services in their top 
three activities most likely to change due to technology, 
compared to those aged between 18-24 years. 

Three key factors explain why older citizens expect 
technology to transform their use government services 
relative to other activities. First, older generations are 
more likely to use several key government services 
(e.g., allied health services, pension support).3,4 
Second, as citizens age, they are less likely to work or 
receive education (and, as a result, are less likely to be 
affected by technological changes to education or work). 
Third, older generations are more likely to expect to 
continue choosing in-person options for recreational 
activities and shopping.

Chart 2.10: Looking forward, how likely is technology to 
change the way you access government services in the 
next five years? (ranked top 3) 
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Country insights | India Population: 1.4 billion4

Use of government services and impacts of COVID-19

Increasing digital competency among citizens since the onset the pandemic…

Work remotely more

More comfortable engaging with digital technologies 

More wiling to learn new digital skills or use a new platform 89%

63%

85%

World Bank GovTech Maturity Index (2020)2

India is classified as a GovTech leader by the World Bank GTMI with a score 
of 82 out of 100.82

Digital competency score (2019)1

The World Economic Forum digital competency score (2020): scale 1  
(not at all) to 7 (to a great extent). Median score across Asia-Pacific: 4.7. 4.4

Indians are… Government strategy
Indian Government’s Digital India presents 
a vision to transform India into a digitally 
empowered society and knowledge 
economy, with a focus on providing 
seamless and integrated services as well 
as ease of access.3 

Most likely to say:
“A positive experience from using 
government online services is likely 
to improve my trust in government.”

Least likely to agree:
“their access of government would 
become more frequent over the next 
five years.”

Citizen expectations

Looking ahead, what do Indian citizens most look forward to when accessing 
government services?

Easy access from 
any devices

Better transparency (e.g. I would want to 
know how my personal data is stored safely)

Data  
security

Today, mobile apps are the most common 
medium for accessing government 
services.

How do Indians access government 
services?

About surveyed Indians (N=549)

Gender: 52% female vs 48% male* 

Median age range: 35-44 years

Median household annual income range: 
US$7,700-15,500

Employment status: 77% employed, 
13% unemployed/not in the labour force, 
9% student

Education level: 84% tertiary vs 16% 
non-tertiary
* �When asked about gender in the survey, the 

following categories were included: female, 
male, other, and prefer not to say.

GDP per capita: $1,900 USD5

Two years 
ago

Today In the future 
(expected)

Most Indians (83%) agree or strongly agree government services have become more 
digitised and…

Agree or strongly agree services
have become easier to use

80% of Indians agree or strongly agree that the 
use of technology in government services will 
improve equality in the society.

86% of Indians agree or strongly agree that 
government needs to invest more in technology 
to better prepare for the future.

86% of Indians expect most government services 
to be available online over the next five years.

Key actions for government
	• Increase digital skills across the population through reskilling and upskilling initiatives that can 
be scaled across the population.

	• Invest in secure data storage solutions and be transparent in communicating how citizens’ data 
will be used, to help build trust.

	• Build on the success of India’s Co-Win initiative to drive transformations across other service 
areas such as in transport and education.
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Agree or strongly agree services
have adapted well during COVID 

78%                                                        81%
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Leading practice examples

Governments in Asia-Pacific are already making significant progress in their digital transformation 
journeys, with the provision of high-quality citizen-centric digital government services at the core 
of many digital strategies. Asia-Pacific is a diverse and digitally divided region. While it is home to 
some of the world’s pioneers in digitalising government services, the region also has some of the 
least digitally connected nations, grappling with uneven digital infrastructure in the country and high 
internet costs.

The case studies selected for this report feature leading examples of how governments in the region 
are actively engaging with digital technologies to promote the delivery and use of government 
services. At the same time, these initiatives highlight the important role of government in driving and 
leveraging innovation through partnerships to deliver solutions swiftly to create value for individuals 
and for society.

The following case studies demonstrate how digital technologies have enabled the transformational 
work by governments across industries such as health, education and finance with the ambition to 
drive sustainable outcomes that improve citizens’ lives.

	• ServiceNSW (Australia): Built internal agile working and development capability to effectively deliver 
product and service updates quickly to meet changing citizen needs and expectations.

	• Co-WIN (India): Invested in digital technologies to help ensure all citizens regardless of 
socioeconomic status and geographical location could easily access key health services.

	• Laku Pandai (Indonesia): Provided financial equality for informal businesses and access to reliable 
and safe financial services for vulnerable households during the pandemic.

	• Gunma University Hospital ( Japan): Utilised virtualisation technology to create a patient-oriented 
system that provides service continuity safely.

	• National University of Singapore (Singapore): Partnered with a technology company to enable 
increased accessibility to learning for students as well as empower more data-led decision making 
for facilities management.

	• Electronic Medical Record (South Korea): Deployed a safe and reliable platform to enable access 
to integrated health records, empowering citizens and allowing clinicians to focus on higher value 
activities.

	• E-invoicing (Vietnam): Enabled improved effectiveness and transparency of the tax system for 
citizens whilst bringing cost savings to government.
















































