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Abstract

This study assessed the impact of digital transformation on the public service delivery of
the Professional Regulation Commission (PRC) Region 2 and its effect on client satisfaction.
Employing a descriptive research design, the study involved 221 professionals (Professional
Teachers, n=104; Nurses, n=57; Geodetic Engineers, n=30; and Fisheries Professionals, n=30)
who acquired their licenses in 2017 and underwent their first renewal in 2019–2020 in Region 2.
Sample size was determined using Slovin’s formula. Data were collected through a validated and
reliable structured questionnaire (Cronbach’s α = 0.911) adapted from relevant literature. The
instrument consisted of three parts: respondent profile, level of satisfaction across three
dimensions (processing time, resource utilization, and accessibility), and problems/challenges
encountered. Data were analyzed using frequency and percentage, weighted mean, one-sample t-
test, and Chi-square test with Cramer’s V.

Findings revealed that the respondents were highly satisfied with the digital
transformation initiatives. Satisfaction levels were: processing time (M = 4.49), resource
utilization (M = 4.42), and accessibility (M = 4.41), with an overall mean of 4.44—all
interpreted as “Strongly Agree.” One-sample t-test results showed significant differences from
the neutral benchmark (test value = 4) across all dimensions (p = .000), rejecting the null
hypothesis. Among profile variables, only profession had a significant relationship with
satisfaction in all dimensions (Cramer’s V = 0.324–0.389, p < .05), while age, sex, and
occupation showed no significant relationship. The study concludes that PRC Region 2’s digital
transformation significantly enhances client satisfaction in license issuance and renewal. An
action plan was proposed to sustain and further improve the digital services, particularly
addressing profession-specific needs and identified challenges. The findings offer valuable
insights for other government agencies pursuing similar digital initiatives.

Keywords: Digital Transformation, PRC Region 2, Client Satisfaction, License Renewal, Public
Service Delivery, E-Governance, percentage, weighted mean, one-sample t-test, and Chi-square
test with Cramer’s V.
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INTRODUCTION

The evolution of digital technologies has revolutionized the way organizations operate,
causing transformations in public and private sectors alike. Government agencies, as key
providers of essential services, are increasingly under pressure to adopt innovative strategies to
increase their efficiency, accessibility and transparency. The conventional paper-based
transactions became inadequate in meeting the growing demands of citizens in an interconnected
world.

The necessity to adopt digital transactions came from the expected excellent service
delivery, reduced operational costs, and the mitigation of corruption and fraud. With digital
transactions, citizens can access services anytime and from anywhere without needing to visit
physical offices, saving time and effort. They could also track and monitor their transactions
through the online system, which reduces opportunities for corruption and fraud. The automation
of processes ensures faster processing of requests, approvals and transactions. It can lower
operational costs by reducing the need for physical resources such as paper, office supplies, and
even administrative staff. Furthermore, global crises, such as the COVID-19 pandemic,
underscored the urgency of adopting digital frameworks, as physical interactions were limited.
Thus, by adopting online transactions, government offices can promote better citizen
engagement, enhance trust in public institutions, and adapt to the demands of a digital society.

Literatures said that the digitization of transactions in government offices is a critical step
towards creating a more efficient, transparent, and responsive public sector. Through the
automation of administrative procedures, information asymmetries between the government and
citizens, is reduced, and vulnerabilities can be easily identified and addressed (Santiso, 2022).
Moreover, the integration of digital technologies into government operations can speed up
policy-making processes and enhance the quality of public services, leading to a more
collaborative and efficient government (Novianto, 2023). The process-centric approach to e-
governance, as opposed to the traditional function-based model, can further streamline
government activities and bring government activities closer to the public, while enhancing and
tackling various forms of corruption (Sharma, 2002; and Ulyar et al., 2021).

Despite its promising potential, the digitization of government transactions has
challenges and disadvantages. This includes digital divide, wherein certain segments of the
population, particularly the elderly and low-income individuals, may lack the necessary
technological skills or access to participate fully in online transactions (Santiso, 2022). There is
also a challenge on heightened risk of cybercrime and data breaches associated with online
transactions. This is due to the digital transmission of personal and financial information, which
could be accessed illegally. Another challenge lies in the potential for system failures and
technical glitches that can disrupt the seamless operation of online transactions.

Despite the challenges and disadvantages of online transactions, existing literatures
suggested that its implementation in government offices can have significant impact on client
satisfaction (Chin & Rakhmatullayev, 2019). This implied that issues on digital service
inclusivity and accessibility, cost and resource management, and data security and privacy,
should be addressed (Latupeirissa et al., 2024). Digital transformation in the government sector
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requires management of citizen expectations and create value in digital services (Teixeira et al.,
2021).

Digital government strategies are fundamental in modernizing the public sector (Torfing
et.al, 2021). These strategies help identify and develop the organizational structures needed to
support digitization efforts, build effective ways to interact with citizens and businesses, and
reduce costs and layers of organizational business processes. Digital government projects can
only be implemented with the right digital government strategy that matches the on-the-ground
realities of a particular jurisdiction. Digitization programs in the public sector cover a diverse
array of operations with the goal of enhancing service delivery, efficiency, and design to attain
transparency and citizen satisfaction (Meh and Rao, 2016). To achieve successful digitization
initiatives, governments must adopt new ways of working with stakeholders, implement new
service delivery practices, and create effective strategies to engage with the market. Technology
is transforming service delivery and practice in many regulated professions, altering required
skills, scopes of practice, and the organization of professional work. Professional regulators face
considerable pressure to facilitate technology-enabled work while adapting to digital changes in
their practices and procedures. However, our understanding of how regulators are responding to
technology-driven risks and the impact of technology on regulatory policy is limited. Regulators
face ongoing challenges with providing equity-based approaches to regulating virtual practice,
ensuring practitioners are technologically competent, and leveraging regulatory data to inform
decision-making. Policymakers and regulators across Canada and internationally should
prioritize risk-balanced policies, guidelines, and practice standards to support professional
practice in the digital era. (Leslie, et.al. 2024)

The Professional Regulation Commission (PRC/Commission) is the licensing and
regulatory agency of the national government for the practice of regulated professions. Republic
Act No. 8981 otherwise known as the PRC Modernization Act of 2000 the Commission
exercises three functions: 1) executive functions; 2) quasi-legislative functions; and 3) quasi-
judicial functions. It had also set its new thrusts and priorities such as customer-focused service,
modernization through full computerization and re-structuring, integrity of licensure
examinations, good governance, protection and promotion of Filipino professionals and support
to national development priorities.

Simultaneously, the Professional Regulation Commission demonstrated its forward-
looking approach by initiating the computerization of the database of registered professionals in
1975, a groundbreaking move facilitated with assistance from the National Computer
Center. This technological leap underscored the Commission’s commitment to efficiency,
accuracy, and embracing emerging technologies.

The Professional Regulation Commission served more than 4.9 million professionals (as
of October 2022) from 46 various regulated professions and the hundreds of thousands of
aspiring professionals who take the licensure examinations every year. Thus, PRC stakeholders
include the professionals, would-be professionals, accredited professional organizations, foreign
professionals seeking temporary permit to practice their professions in the country, schools and
academe, and other government agencies.
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With the desire to continuously expand its reach and serve more clients, especially in the
far-flung areas, PRC, at present, has established at least thirty (30) Service Centers, and One-
Stop Service Center for OFWs (OSSCOs) nationwide. With a strong commitment to delivering
its core processes by facilitating ease of access and bringing its services closer to the people.

This research aimed to examine the impact of digital transformation of public service
delivery of the Professional Regulation Commission Regional Office 2 and determined the
challenges encountered in digital transformation in Professional Regulation Commission
Regional Office 2. Furthermore, it explored the benefits of digitization in public service delivery
and provided a comprehensive review of digitization initiatives to understand their impact on
improving efficiency and effectiveness in public service delivery.

Statement of The Problem

This study aimed to assess the impact of digital transformation of the public service
delivery of Professional Regulation Commission Region 02 on clients’ satisfaction.

Specially, it sought to answer the following questions:

1. What is the profile of the respondents in terms of:
1.1 Age
1.2 Sex
1.3 Profession
1.4 Occupation?

2. What is the level of satisfaction of the respondents on the digital transformation service
delivery of Professional Regulation Commission in the issuance and renewal of license in
terms of:
2.1 Processing Time
2.2 Resource Utilization
2.3 Accessibility

3. Is there a significant difference on the level of satisfaction of the respondents on the digital
transformation service delivery of Professional Regulation Commission in terms of?
3.1 Processing Time
3.2 Resource Utilization
3.3 Accessibility

4. Is there a significant relationship between the level of satisfaction of the respondents on the
digital transformation service delivery of Professional Regulation Commission and their
profile variables?

5. What are the problems or challenges encountered by the respondents in the digital
transformation service delivery of Professional Regulation Commission?

6. What action plan can be proposed based on the result of the study?

METHODS AND PROCEDURES

Research Design
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This study employed a descriptive research design to examine the impact of digital
transformation on the public service delivery of the Professional Regulation Commission Region
02 and its effect on clients' satisfaction. The descriptive design was appropriate for this study as
it aimed to systematically describe the current state of the PRC's digital services, specifically in
the renewal and issuance of licenses, and determined how these services are perceived by clients.

Respondents of the Study

To identify appropriate participants for this study, inclusion and exclusion criteria were
carefully established. The participants who met the following criteria were the professionals who
applied their initial registration and acquired their licenses in 2017, by assessing their first
renewal experience in 2019-2020 in the region the respondents that did their first renewal only
includes Professional Teachers, Nurses, Geodetic Engineers, and Fisheries Professionals. All
Professionals not mentioned above were excluded. The statistical method used was the Slovin’s
Formula, denoted as n = N / (1 + Ne²), this is used to determine the required sample size (n) for a
study having known the total population size (N) and an acceptable margin of error (e). It's a
relatively simple formula often used in research, particularly when no prior information about the
population is available. The source of the data of respondents came from Professional Regulation
Commission and are summarized in the following table:

Table 2. Respondents of the Study

Profession Total Population Sample Population Renewal 2020
Teachers 271 104 8,259
Nurses 129 57 2,984

Geodetic Engineers 69 30 93
Fisheries

Professionals 70 30
30

TOTAL 539 221 11,366

Data Gathering Tool

The researcher utilized a structured questionnaire checklist as the primary instrument for
data collection.

The data collected through an adapted survey instrument from the study of Kala, D. et. al
(2024) on “Impact of user satisfaction with e-government services on continuance use intention
and citizen trust using TAM-ISSM framework.” The researcher reconstructed the adapted survey
to meet the study’s specific needs. The instrument validation and examine its face and content
validity.

Prior to the administration to the target respondents the questionnaire underwent
reliability test and validation of experts which was distributed to the 30 respondents in same
profession of respondents. The result of Cronbach's α was 0.911 which indicated the
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questionnaire was in the excellent level, then the questionnaires were administered to target
respondents.

The questionnaire is composed of three (3) parts:

1. Part I – Profile of Respondents.

This section gathered basic demographic and professional information, including age, sex,
profession, and current occupation of the respondents.

2. Part II – Satisfaction with Digital Transformation in Service Delivery.

This section assessed the respondents’ level of satisfaction with the digital transformation initiatives
of the Professional Regulation Commission (PRC), specifically in relation to the issuance and
renewal of licenses. It focused on three key dimensions of service delivery: Processing Time,
Resource Utilization, and Accessibility.
Each dimension consisted of five (5) structured statements, measured using a Likert scale and
descriptive value of 1.00-1.80 "Strongly Disagree"; 1.81-2.60 "Disagree"; 2.61-3.40 "Neutral";
3.41-4.20 "Agree"; 4.21-5.00 "Strongly Agree", to evaluate the quality and effectiveness of the
PRC's digital services.

3. Part III – Problems and Challenges Encountered
This section identified the issues and challenges experienced by respondents in using the
PRC’s digital service delivery systems. It included nine (9) guided questions aimed at
uncovering specific difficulties and areas for improvement in the digital transformation
process.

Data Gathering Procedure

The researcher wrote a letter of permission from the Office of the President through the
Director of the Internal Review Board, noted by the Dean of the School of Business
Administration and Governance to conduct this research. Then, the researcher secured an Ethical
Clearance from the Office of the Internal Review Board (IRB). After which, the researcher sent a
letter to the Regional Director of the Professional Regulation Commission Region 02, requested
and sought for his approval to conduct research and gathering data for the total number of
professionals who applied their initial registration and acquired their licenses in 2017, by
assessing their first renewal experience in 2019-2020. The data was the reference on whom the
researcher gave the survey questionnaire. The researcher reached out to the respondents who
applied for their renewal of license at PRC Regional Office 2, including PRC offsite service
centers and conduct mobile service in the region, by determining their registration date through
their Professional Identification Cards or PRC ID, their renewal form and through verifying into
the online system (LERIS). The researcher explained the questionnaire together with the Inform
Consent Form “Appendix E” through all means possible like administering a questionnaire
without violating any data privacy law. The questionnaire was administered to the consenting
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respondents by filling out a hard copy of the questionnaire that was collected within 20-30
minutes. All gathered data was tabulated, tallied and treated with integrity while keeping
confidentiality. The questionnaires were destroyed after the completion and approval of this
study.

Statistical Tool

The data gathered was analyzed using the following:

Frequency and Percentage Distribution. This was used to describe the profile of the
respondents

Weighted Mean. This was used to describe the level of satisfaction of the respondents on
the digital transformation service delivery of PRC in the issuance and renewal of licenses in
terms of processing time, resource utilization, and accessibility.

T-test. This was used to test if there is a significant difference in the level of satisfaction
of the respondents on the digital transformation service delivery of PRC

Chi-square Cramer’s V. This was used to describe the significant relationship between
the level of satisfaction of the respondents on the digital transformation service delivery of PRC
and their profile variables

Mean and Ranking. This was used to describe the problems or challenges encountered by
the respondents in digital transformation service delivery of PRC.

Summary of Findings

1. Profile of the respondents
Most of the respondents were 26-35 years old, female, Professional teachers and Government
employees.

2. Level of satisfaction of the respondents on the digital transformation service delivery of
the Professional Regulation Commission in the issuance and renewal of licenses.
2.1 Processing time

Respondents were highly satisfied with the PRC's digital transformation in
processing time in the issuance and Renewal of Licenses

2.2 Resource Utilization
Respondents were very satisfied with the resource utilization of the PRC’s digital
transformation in the issuance and renewal of licenses

2.3 accessibility
Respondents expressed a high level of satisfaction with the PRC digital
transformation in license issuance and renewal processes, particularly in terms of
accessibility

3. Comparison of the level of satisfaction of the respondents on the digital transformation
service delivery of the Professional Regulation Commission Regional Office 2.
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There was a significant difference in the satisfaction level of the respondents with the
PRC's digital transformation services in processing time, resource utilization, and
accessibility based on the baseline satisfaction set.

4. Correlation between the profile variables and the level of satisfaction of the respondents
on the digital transformation service delivery of the Professional Regulation Commission
Regional Office 2.
The respondents' profession showed a significant relationship with all the dimensions of
the digital transformation service delivery of the Professional Regulation Commission.

5. Problems or challenges encountered by the respondents in the digital transformation
service delivery of the Professional Regulations Commission Regional Office 2.
Personal information on the online platform was the top problem or challenge
encountered by the respondent’s digital transformation service delivery.

Conclusion

Based on the findings, there was a significant difference in the level of satisfaction of the
respondents regarding processing time, resource utilization, and accessibility when compared to
the baseline satisfaction. This indicated that the digital transformation initiatives had a
measurable and positive impact on service delivery across the three dimensions. Therefore, the
null hypothesis is rejected, as evidence shows that differences in satisfaction levels do exist. The
results revealed that the profession of the respondents has a significant relationship with all
dimensions of satisfaction related to digital transformation service delivery. This suggested that
respondents’ occupational background influences their perceptions and experiences of the PRC’s
digital services. Hence, the null hypothesis is partially rejected, since at least one profile variable
(profession) showed a significant relationship with the level of satisfaction.

Despite the overall positive evaluation of the PRC’s digital transformation efforts,
challenges were still identified. The most prominent issue encountered by respondents was
concern over personal information on the online platform, highlighting the need for strengthened
data privacy and information security measures.

In conclusion, the digital transformation initiatives of the PRC Regional Office 2 have
significantly enhanced service delivery and client satisfaction. However, continuous
improvements, particularly in ensuring data privacy and addressing profession-specific needs,
are essential to sustain public trust and further improve the effectiveness of digital services.

Recommendations

Based on the conclusions of the study, the following recommendations are proposed to
further improve the PRC Regional Office 2’s digital transformation initiatives:

1. Strengthen Data Privacy and Information Security Measures. PRC should enhance its
cybersecurity infrastructure by implementing advanced data encryption, multi-factor
authentication, and regular security audits. Clear data privacy policies should be
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communicated to users to address concerns regarding the safety of personal
information on digital platforms.

2. Conduct Continuous System Monitoring and Evaluation.
Regular assessments of digital systems should be conducted to ensure efficiency in
processing time, optimal resource utilization, and reliable accessibility. User feedback
mechanisms may be institutionalized to promptly identify and resolve system issues.

3. Develop Profession-Specific Digital Service Features.
Since profession significantly influences satisfaction levels, PRC may customize
certain digital services, interfaces, or workflows to cater to the unique needs of
different professions, ensuring a more inclusive and user-centered system.

4. Enhance User Education and Digital Literacy Programs.
Orientation sessions, tutorials, and step-by-step guides should be provided to help
clients navigate the digital platforms efficiently. This will improve user confidence,
especially among professions that may be less familiar with digital technologies.

5. Improve System Accessibility and Platform Reliability.
PRC should ensure that digital platforms are accessible across various devices and
internet conditions. System downtime should be minimized through infrastructure
upgrades and backup systems to maintain uninterrupted service delivery.

6. Institutionalize Feedback and Complaint Management Systems. A responsive digital
feedback and grievance mechanism should be established to capture client concerns,
particularly regarding data privacy and system usability, and to ensure timely action
by the concerned offices.

7. Continuous Capacity Building for PRC Personnel.
Regular training for PRC staff on digital system management, cybersecurity
awareness, and customer support will help sustain service quality and improve client
interactions in a digital environment.

8. Policy Review and Alignment with National Data Privacy Standards. Existing
policies should be reviewed and aligned with the Data Privacy Act of 2012 and other
relevant regulations to ensure compliance and strengthen public trust in PRC’s digital
transformation initiatives.

These recommendations aim to sustain the gains of digital transformation while
addressing identified challenges and enhancing overall service delivery effectiveness.



Volume 2 Issue 5 (2026)

1053

REFERENCES

Alindajao, I. D. U., Abbot, N. D., Mariňas, J. B., Malang, B. P., & Vigonte, F. G. (2023).
Impacts of Digitization of Business Permits and Licenses in District 3 Quezon City. International
Journal of Multidisciplinary: Applied Business and Education Research, 4(8), 2933-2942.
https://doi.org/10.11594/ijmaber.04.08.30

Arfeen, M.; Saranti, D. Digital Government Strategies for Sustainable Development: A Case
Study of Pakistan. Preprints 2021, 2021050725.looooooooooogtrf=4]- [p vt5o

Asif, A., & Rathore, K. (2021). Behavioral Drivers of Performance in Public-Sector
Organizations: A Literature Review [Review of Behavioral Drivers of Performance in Public-
Sector Organizations: A Literature Review]. SAGE Open, 11(1), 215824402198928. SAGE
Publishing. https://doi.org/10.1177/2158244021989283

Berman, S., & Bell, R. (2011). Digital transformation: Creating new business models were
digital meets physical. In IBM Institute for Business Value (Ed.), IBM global business services:
Strategy and transformation [Executive report]. IBM Global Business Services.
https://www.ibm.com/downloads/cas/KWRV8QK6

Bracken, M., & Greenway, A. (2018). How to Achieve and Sustain Government Digital
Transformation. https://doi.org/10.18235/0001215

Christ-Brendemühl, S., & Schaarschmidt, M. (2020). The impact of service employees’
technostress on customer satisfaction and delight: A dyadic analysis. Journal of Business
Research, 117, 378–388. https://doi.org/10.1016/j.jbusres.2020.06.021

Filgueiras, F., Flávio, C., & Palotti, P. L. de M. (2019). Digital Transformation and Public
Service Delivery in Brazil. In F. Filgueiras, C. Flávio, & P. L. de M. Palotti, Latin American
Policy (Vol. 10, Issue 2, p. 195). Wiley. https://doi.org/10.1111/lamp.12169

Fredriksson, A. (2020). One Stop Shops for Public Services: Evidence from Citizen Service
Centers in Brazil. In A. Fredriksson, Journal of Policy Analysis and Management (Vol. 39, Issue
4, p. 1133). Wiley. https://doi.org/10.1002/pam.22255

Indama, A. C., & Haipa Abdurahim-Salain. (2023, January 1). Exploring the Impact of Digital
Technology on Public Service Delivery and Citizen Engagement.
https://www.researchgate.net/publication/379505277_Exploring_the_Impact_of_Digital_Techno
logy_on_Public_Service_Delivery_and_Citizen_Engagement

Janowski, T. (2015). Digital government evolution: From transformation to contextualization. In
T. Janowski, Government Information Quarterly (Vol. 32, Issue 3, p. 221). Elsevier BV.
https://doi.org/10.1016/j.giq.2015.07.001

Kadir, S. L. S. A., Abdullah, M., & Agus, A. (2000). On service improvement capacity index: A
case study of the public service sector in Malaysia. In S. L. S. A. Kadir, M. Abdullah, & A. Agus,



Volume 2 Issue 5 (2026)

1054

Total Quality Management (Vol. 11, Issue 4, p. 837). Routledge.
https://doi.org/10.1080/09544120050008291

Kala, D., Mishra, D. K., & Roopnarain, R. (2024). Impact of user satisfaction with e-government
services on continuance use intention and citizen trust using TAM-ISSM framework.
International Journal of Information and Knowledge Management, 19(1), Article 001.

Kalaja, R. (2023). Determinants of Patient Satisfaction with Health Care: A Literature Review
[Review of Determinants of Patient Satisfaction with Health Care: A Literature Review]. Deleted
Journal, 6(1), 43. https://doi.org/10.2478/ejnsm-2023-0005

Kekez, A., Howlett, M., & Ramesh, M. (2019). Collaboration in public service delivery: what,
when and how. In A. Kekez, M. Howlett, & M. Ramesh, Edward Elgar Publishing eBooks.
Edward Elgar Publishing. https://doi.org/10.4337/9781788978583.00009

Korachi, Z., & Bounabat, B. (2019). Integrated Methodological Framework for Digital
Transformation Strategy Building (IMFDS). In Z. Korachi & B. Bounabat, International Journal
of Advanced Computer Science and Applications (Vol. 10, Issue 12). Science and Information
Organization. https://doi.org/10.14569/ijacsa.2019.0101234

Lalla, N., Cowden, R. G., & Karodia, A. M. (2015). Customer Satisfaction within the Rapid
Product Consumption Industry: A Case Study of Woodmead Pick n Pay, Gauteng (South Africa).
In N. Lalla, R. G. Cowden, & A. M. Karodia, International Business Research (Vol. 8, Issue 4).
Canadian Center of Science and Education. https://doi.org/10.5539/ibr.v8n4p233

Latupeirissa, Jonathan Jacob Paul, Ni Luh Yulyana Dewi, I Kadek Rian Prayana, Melati Budi
Srikandi, Sahri Aflah Ramadiansyah, and Ida Bagus Gde Agung Yoga Pramana. 2024.
"Transforming Public Service Delivery: A Comprehensive Review of Digitization
Initiatives" Sustainability 16, no. 7: 2818. https://doi.org/10.3390/su16072818

Leslie K, Myles S, Alraja AA, Chiu P, Schiller CJ, et al. (2024) Professional Regulation in the
digital era: A qualitative case study of three professions in Ontario, Canada. PLOS ONE 19(5):
e0303192. https://doi.org/10.1371/journal.pone.0303192

M. N. I. Sarker, M. Wu and M. A. Hossin, "Smart governance through bigdata: Digital
transformation of public agencies," 2018 International Conference on Artificial Intelligence and
Big Data (ICAIBD), Chengdu, China, 2018, pp. 62-70, doi: 10.1109/ICAIBD.2018.8396168.

Materu, J. W., Pallangyo, W., & Materu, J. (2019). Have Public Service Reforms Improved the
Quality of Service Delivery? Evidences from Selected Executive Agencies in Tanzania. In J. W.
Materu, W. Pallangyo, & J. Materu, International Journal of Political Science (Vol. 5, Issue 4).
https://doi.org/10.20431/2454-9452.0504003

Matt, C., Hess, T., & Benlian, A. (2015). Digital transformation strategies. Bus Inf Syst Eng, 57,
339–343 (2015). https://doi.org/10.1007/s12599-015-0401-5



Volume 2 Issue 5 (2026)

1055

Meshu, T.; Rao, S.R. Framework for Securing Educational E-Government Service. Int. J. Cybern.
Inform. 2016, 5, 29–37.

Mlitz, K. (2021, January 22). Forecast revenue big data market worldwide 2011–2027. Statista.
https://www.statista.com/statistics/254266/global-big-data-market-forecast/

Noroña, M. I., Louisse, T., & Evangelista, L. I. (2020). An Ergonomics- ServQual Approach in
Enhancing the Service Delivery Performance for a Government Agency in the Philippines. In M.
I. Noroña, T. Louisse, & L. I. Evangelista, 2019 IEEE 6th International Conference on Industrial
Engineering and Applications (ICIEA). https://doi.org/10.1109/iciea49774.2020.9101922

Novianto, N. (2023). Systematic Literature Review: Models of digital transformation in the
public sector. In N. Novianto, Policy & Governance Review (Vol. 7, Issue 2, p. 170). Indonesian
Association for Public Administration. https://doi.org/10.30589/pgr.v7i2.753

Onwuegbuna, G., Etim, E. and Fatile, J. (2022), "Impact of the ‘New Normal’–Induced Digital
Transformation on Public Service Delivery and Governance in Nigeria: Challenges and
Opportunities", Ogunyemi, K. and Onaga, A.I. (Ed.) Responsible Management of Shifts in Work
Modes – Values for a Post Pandemic Future, Volume 1, Emerald Publishing Limited, Leeds, pp.
197-215. https://doi.org/10.1108/978-1-80262-719-020221016

Orange, T. (2022, December 14). The champions of the 2022 GCash Digital Excellence Awards.
Orange Magazine. https://orangemagazine.ph/2022/the-champions-of-the-2022-gcash-digital-
excellence-awards/

Osah, J., & Khene, C. (2020). E-government strategy formulation in resource-constrained local
government in South Africa. In J. Osah & C. Khene, Journal of Information Technology &
Politics (Vol. 17, Issue 4, p. 426.Routledge. https://doi.org/10.1080/19331681.2020.1715907

Pedrosa, G. V., Kosloski, R. A. D., Menezes, V. G. de, Iwama, G. Y., Silva, W. C. M. P. da, &
Figueiredo, R. M. da C. (2020). A Systematic Review of Indicators for Evaluating the
Effectiveness of Digital Public Services [Review of A Systematic Review of Indicators for
Evaluating the Effectiveness of Digital Public Services]. Information, 11(10), 472.
Multidisciplinary Digital Publishing Institute. https://doi.org/10.3390/info11100472

Perante-Calina, L. E., & Brillantes, A. B. (2018). An Assessment of Governmental Services in
The Philippines From Spanish To Contemporary Times. https://doi.org/10.2991/aapa-18.2018.44

Peranzo, P. (2020, March 4). What is digital transformation & why it’s important for businesses.
imaginovation.net. https://www.imaginovation.net/blog/what-is-digital/

Philippine Information Agency (2024, December 29). PRC XI affirms commitment to embrace
digital services system - Philippine Information Agency. Philippine Information Agency.
https://pia.gov.ph/prc-xi-affirms-commitment-to-embrace-digital-services-system/



Volume 2 Issue 5 (2026)

1056

Professional Regulation Commission. (n.d.). History. Retrieved from
[https://www.prc.gov.ph/history]

Rajapakshe, W. (2024). Fundamentals of Performance Management. In W. Rajapakshe,
Advances in logistics, operations, and management science book series (p. 1). Routledge.
https://doi.org/10.4018/979-8-3693-4387-6.ch001

Rajneesh, S. (2013). Guarantee of Services to Citizens: A Case Study of Karnataka. In S.
Rajneesh, Indian Journal of Public Administration (Vol. 59, Issue 1, p. 26). SAGE Publishing.
https://doi.org/10.1177/0019556120130104

Rhee, S., & Rha, J.-Y. (2009). Public service quality and customer satisfaction: exploring the
attributes of service quality in the public sector. In S. Rhee & J.-Y. Rha, Service Industries
Journal (Vol. 29, Issue 11, p. 1491). Taylor & Francis.
https://doi.org/10.1080/02642060902793441

Shin S.C. and Rakhmatullayev Z. M., "Digital Transformation of the Public Service Delivery
System in Uzbekistan," 2019 21st International Conference on Advanced Communication
Technology (ICACT), PyeongChang, Korea (South), 2019, pp. 703-709, doi:
10.23919/ICACT.2019.8702014.

Santiso, C. (2022). Govtech against corruption: What are the integrity dividends of government
digitalization? In C. Santiso, Data & Policy (Vol. 4). Cambridge University Press.
https://doi.org/10.1017/dap.2022.31

Sharma, T. (2002). E-Governance: Process Reengineering Approach. In T. Sharma, Indian
Journal of Public Administration (Vol. 48, Issue 4, p. 606). SAGE Publishing.
https://doi.org/10.1177/0019556120020404

Singh, G., Pathak, R. D., & Naz, R. (2010). Public service delivery in Fiji, Solomon Islands and
Papua New Guinea: analysing quality in public services. In G. Singh, R. D. Pathak, & R. Naz,

International Journal of Services and Standards (Vol. 6, Issue 2, p. 170). Inderscience Publishers.
https://doi.org/10.1504/ijss.2010.036174

Speer, J. (2012). Participatory Governance Reform: A Good Strategy for Increasing Government
Responsiveness and Improving Public Services? In J. Speer, World Development (Vol. 40, Issue
12, p. 2379). Elsevier BV. https://doi.org/10.1016/j.worlddev.2012.05.034

Tangi, L., Janssen, M., Benedetti, M., & Noci, G. (2021). Digital government transformation: A
structural equation modelling analysis of driving and impeding factors. In L. Tangi, M. Janssen,
M. Benedetti, & G. Noci, International Journal of Information Management (Vol. 60, p. 102356).
Elsevier BV. https://doi.org/10.1016/j.ijinfomgt.2021.102356

Teixeira, A.F.; Gonçalves, M.J.A.; Taylor, M.d.L.M. How Higher Education Institutions Are
Driving to Digital Transformation: A Case Study. Educ. Sci. 2021, 11, 636.



Volume 2 Issue 5 (2026)

1057

Tensay, A. T., & Singh, M. (2020). The nexus between HRM, employee engagement and
organizational performance of federal public service organizations in Ethiopia. In A. T. Tensay
& M. Singh, Heliyon (Vol. 6, Issue 6). Elsevier BV.
https://doi.org/10.1016/j.heliyon.2020.e04094

Thamjaroenporn, P., & Achalakul, T. (2020). Big Data Analytics Framework for Digital
Government. https://doi.org/10.1109/ibdap50342.2020.9245461

Torfing, J.; Ferlie, E.; Jukić, T.; Ongaro, E. A theoretical framework for studying the co-creation
of innovative solutions and public value. Policy Polit. 2021, 49, 189–209.

Treceñe, J.K.D. (2021). The Digital Transformation Strategies of the Philippines from 1992 to
2022: A Review, Engineering & Technology Review,2(1), 8-13. Doi:
https://doi.org/10.47285/etr.v2i1.66

Uyar, A., Nimer, K., Kuzey, C., Shahbaz, M., & Schneider, F. (2021). Can e-government
initiatives alleviate tax evasion? The moderation effect of ICT. In A. Uyar, K. Nimer, C. Kuzey,
M. Shahbaz, & F. Schneider, Technological Forecasting and Social Change (Vol. 166, p.
120597). Elsevier BV. https://doi.org/10.1016/j.techfore.2021.120597

Walker, C.K. (2019). Digital Regulation: A New Frontier for Public Service Delivery,
Surveillance and Compliance. In: Sullivan, H., Dickinson, H. (eds) The Palgrave Handbook of
the Public Servant. Palgrave Macmillan, Cham. https://doi.org/10.1007/978-3-030-03008-7_8-1

Webster, J., & Watson, R. T. (2002). Analyzing the past to prepare for the future: writing a
literature review Review of Analyzing the past to prepare for the future: writing a literature
review. 26(2).

Westerman, G., Calméjane, C., Bonnet, D., Calméjane, C., Ferraris, P., & Andrew McAfee.
(2011, Nov 17). Digital transformation: A road-map for billion-dollar organizations. Capgemini.
https://www.capgemini.com/it-it/resources/digital-transformation-a-road-map-forbillion-dollar-
organizations/

Ylinen, M. (2021). Incorporating agile practices in public sector IT management: A nudge
toward adaptive governance. In M. Ylinen, Information Polity (Vol. 26, Issue 3, p. 251). IOS
Press. https://doi.org/10.3233/ip-200269

Yukhno, A. Digital Transformation: Exploring big data Governance in Public
Administration. Public Organiz Rev 24, 335–349 (2024). https://doi.org/10.1007/s11115-022-
00694-x

Zanti, S., & Thomas, M. (2021). Evidence-Based Policymaking: What Human Service Agencies
Can Learn from Implementation Science and Integrated Data Systems. In S. Zanti & M. Thomas,
Global Implementation Research and Applications (Vol. 1, Issue 4, p. 304). Springer Nature.
https://doi.org/10.1007/s43477-021-00028-x


