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1. Overview Background and Introduction

Digitalization is the use of digital technologies to change a business model and provide new
revenue and value-producing opportunities (Gartner, 2022). It holds enormous potential to
support growth, promote innovation and facilitate connectivity. COVID-19 has acted as a catalyst
for digital transformation. Digital connectivity has proven to be a crucial factor, allowing economies
to successfully contain the spread of the virus and enabling business continuity across the globe,
saving millions of jobs. For instance, digital cash transactions through mobile phone platforms
have reduced the risk of COVID-19 spread associated with physical cash transactions.

Studies have shown that technology adoption has enhanced the competitiveness of Micro, Small,
and Medium-sized Enterprises (MSMEs) (UNCTAD, 2020). As diverse as they are, emerging
digital technologies offer MSMEs a range of applications and solutions to improve performance
and overcome the size-related limitations they face in doing business compared to large firms.
Digital tools such as e-commerce platforms, resource management, and collaboration software
have helped small companies and startups leverage their networks and employees (The Network
Readiness Index 2021, 2021).

Despite potentially significant benefits, MSMEs still lag in digitalization (OECD, 2021). Since over
95% of all firms in many countries and regions are MSMEs, their digitalization is critical for
innovation, economic growth, and job creation. It plays a crucial role in creating sustainable
societies (OECD, 2021). MSMEs' failure to adapt to technological changes may further entrench
digital inequalities vis-a-vis large firms. Enabling MSME digitalization has become a top policy
priority for most countries because the MSME digital gap has increased inequalities among
people, places, and firms. There are concerns that the benefits of the digital transformation could
accrue to large firms broadening these inequalities.

Further, the digital transformation of MSMEs does not distribute equally across countries. The
digital divide is evident across countries. MSMEs in high-income economies with more digital
skills and greater access to resources continue to leverage technology better than emerging and
lower-income nations with limited skills and access to fewer resources. Therefore, it is essential
that emerging and low-income countries overcome developmental challenges, structural
limitations, and fragmented regulatory environments in this new era of accelerated digital
transformation. Like any country and region, MSMEs in Lancang-Mekong countries face several
challenges that delay their adoption of digital technology and its application.

2. Study Aims and Objectives

To foster digitalization and adoption of innovative technologies in MSMEs, Mekong Institute (M),
with the support of the People’s Government of the People’s Republic of P.R. China, is
implementing the project on “Fostering Digital Connectivity in the Lancang-Mekong Countries.”
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The project seeks to identify challenges and opportunities in digital connectivity in the MSMEs
sector and enhance the key stakeholders’ capacity to adopt digital platforms and technologies,
contributing to enhanced digital connectivity among LMC member countries.

This study looks at the current status of MSMES' digital uptake, including in the context of the
COVID-19 crisis in Lancang-Mekong countries. This research aims to be an evidence-based
study to understand the current status, issues, challenges, and opportunities of digital connectivity
for MSMEs in LMC. The specific objectives of this study are as follows:

« Examine the current status of the adoption of digital technology by MSMEs in the Lancang-
Mekong countries

+» ldentify the primary enablers and benefits of digital technology adoption for MSMEs in the
Lancang-Mekong countries

+« Examine the main challenges and barriers facing MSMEs for digital technology adoption
in the Lancang-Mekong countries

+» Provide recommendations for future actions that will enhance the digitalization and digital
connectivity of MSMEs in the Lancang-Mekong countries

3. Overview of Lancang-Mekong Cooperation

The Lancang-Mekong Cooperation mechanism (LMC) was formally launched in March 2016 at a
gathering of heads of government from P.R. China, Cambodia, Lao PDR, Myanmar, Thailand,
and Vietnam. LMC has been hailed by many as a vital next step in deepening cooperation,
boosting connectivity, enhancing sustainable development of sub-regional countries, improving
people's well-being, and narrowing development gaps. As part of the broader connectivity
objective, LMC has been proactively working towards enhancing digital connectivity in the region.
Digital connectivity is one of the priority areas of the LMC framework to provide opportunities for
the region to cope with the current COVID-19 crisis and overcome long-term development
challenges. The total population of the six countries reached 1.643 billion in 2019 and constituted
36.2% of the ASEAN people. The total area of the six countries is 11.54 million square kilometers,
making up 25.9% of the total area of Asia. The GDP of the six countries stands at 15.3 trillion U.S.
dollars, accounting for 48.35% of the GDP of Asia. A brief summary of these countries is provided
in the box below:

P.R. China - With a population of 1.4 billion and an annual growth rate of 0.33%, P.R. China
covers a land area of 9.6 million square kilometers (official statistic of P.R. China). Its urbanization
rate is 60.6%, and its GDP is 14362.87 billion U.S. dollars, up by 6.1% year-on-year. P.R. China's
GDP per capita is 10,276 U.S. dollars, up by 5.8% year-on-year. Its total volume of export and
import is 4.58 trillion U.S. dollars.

Cambodia - With a population of 16 million, Cambodia is 180,000 square kilometers in area. Its
GDP is 26.8 billion U.S. dollars, up by 7.1% year-on-year. Cambodia's GDP per capita is 1679
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U.S. dollars. Bilateral trade between Cambodia and P.R. China is 9.43 billion U.S. dollars, up by
27.7% year-on-year.

Lao PDR - With a population of 7.23 million, Lao PDR is 236,800 square kilometers in area. The
country’s GDP is around 19 billion U.S. dollars, and its GDP per capita is 2765 U.S. dollars.
Bilateral trade between Lao PDR and P.R. China is 3.92 billion U.S. dollars, up by 12.9% year-
on-year.

Myanmar - With a population of 54.58 million, Myanmar is 676,600 square kilometers in area. Its
GDP is 76 billion U.S. dollars. Its bilateral trade volume with P.R. China is 18.7 billion U.S. dollars,
up by 22.8% year-on-year.

Thailand - With a population of 69 million, Thailand is 513,100 square kilometers in area. Its GDP
is 523.7 billion U.S. dollars, up by 2.4% year-on-year. Bilateral trade between Thailand and P.R.
China is 91.75 billion U.S. dollars, up by 4.8% year-on-year.

Vietnam - With a population of 96.2 million, Vietnam is 329,600 square kilometers in area.
Vietnam's GDP is 262 billion U.S. dollars, up by 7.02% year-on-year, and its GDP per capita is
2800 U.S. dollars. Its total export and import volume is 517.3 billion U.S. dollars, up by 7.6% year-
on-year. Bilateral trade between Vietnam and P.R. China is 162 billion U.S. dollars, up by 9.6%
year-on-year.

Source: Lancang-Mekong Cooperation (2021)

4. Nature and Definition of SMEs

The definition of MSMES varies across countries. According to the World Bank, Micro, Small, and
Medium Enterprises (MSMESs) are defined based on the firm’s number of employees as follows;
Micro enterprises are made up of 1-9 employees, Small enterprises are made up of 10-49
employee, and medium made up of 50-249 employees (OECD, 2005; 2022). According to OECD,
micro, small and medium-sized enterprises (MSMESs) are non-subsidiary, independent firms that
employ fewer than a given number of employees. This number varies across countries and also
across industries. Micro-enterprises have at most 10, or in some cases 5, employees. Small firms
are generally those with fewer than 50 employees. The most frequent upper limit designating an
SME is 250 employees, as in the European Union. However, some countries set the limit at 200
employees, while the United States considers SMEs to include firms with fewer than 500
employees. Financial turnover is also used to define SMEs. In the European Union, the turnover
of medium-sized enterprises (50-249 employees) should not exceed EUR 50 million; that of small
enterprises (10-49 employees) should not exceed EUR 10 million, while that of micro firms (less
than 10 employees) should not exceed EUR 2 million (OECD, 2005). In ASEAN and LMC
countries also, the definition of MSMEs varies across countries and depends on various factors,
including the number of employees, the sector in which they operate, the value of investments
and assets, and legal basis (ADB, 2020). The MSME definition and contribution by each country
in LMC are given below.
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Thailand

In Thailand, MSMEs definition is defined based on the size of the enterprises. The total number
of MSMEs was 3,105,096, accounting for 99.53% of all enterprises in 2019 and contributing to
35.3% of the national GDP (OSMEP, 2020). The Office of Small and Medium Enterprises
Promotion (OSMEP), established in 2000, is the foremost organization providing support and
other mechanisms to promote MSMEs in Thailand. The definition for MSMEs for Thailand is given

below.

Micro and Small Enterprise

Type of Business

Annual Incomefl Employment §Annual Incomel§ Employment §Annual Incomefll Employment
(Miliion baht) (Person) (Miliion baht) (Person) (Miliion baht) (Person)

Medium
Enterprise

= TR "’w\'r-rr—-‘\ (. N AT = -——_'-W'r-vj--f-:“
- Manufacturing <18 | <100 | <50 <500 <200

—

e

= ‘s_m R W—WTﬁ E__: -
, = <18 N | k <50 (| <30 .

SSOCS
<300 <100
<

-

Figure 1: Definition of MSMEs
Source: (OSMEP, Thailand)

According to the OSMEP (2020) report, in Thailand, Micro Enterprises make the largest
percentage, 84.7%, followed by Small and Medium enterprises, 13.33% and 1.42%, respectively.
However, considering GDP by enterprise size, it was found that Micro Enterprise accounted for
only 2.9%, while Small and Medium Enterprise accounted for 15.3% and 17.1%, respectively. The
remaining 64.7% come from Large enterprises. The number of MSMEs in the business sector in

Thailand is given below.
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Total Number of MSMES 3,105,096
Enterprises

Figure 2: MSMEs by Business Sector in Thailand
Source: (OSMEP, Thailand)

P.R. China

MSMEs are defined by the number of employees and operating income in P.R. China. It is
characterized by enterprises with less than 300 employees or less than 100 million yuan operating
income. From 2016 to 2020, the number of total enterprises nationwide has increased from
approximately 87 million to 138 million enterprises, and the proportion of MSMEs has increased
from 94.1% to 96.8% during this period. MSMEs in P.R. China contributed to more than 60% of
GDP in 2021 (www.chyxx.com/industry/202112/989592.html). The main sectors of Chinese
MSMEs are the industrial and commercial market segments, followed by technological innovation
and urban labor employment. The Southern region in P.R. China has the highest number of
MSMEs, accounting for 57% of total MSMEs, especially in Guangdong, Jiangsu, and Zhejiang
provinces.

Vietham

The government has defined SMEs as Micro, Small, and Medium Enterprise based on the number
of employees less than 200 and either have a total investment capital that is not more than 100
VND billion (approximately 4.4 Million USD) or a previous year’s total revenue of not more than
300 VND billion. This law is applied to SMEs in agriculture, forestry, fisheries, construction, trade,
and service. Currently, in Vietham, MSMEs represent approximately 97% of the total number of
enterprises, or 593,629 enterprises. The most significant portion is Micro Enterprise 74%, followed
by Small and Medium, 24%, while Large enterprises only accounted for 2%. MSMEs contribute
to the country’s total GDP is 40%. The largest sector of MSMEs in Vietnam is the wholesale,
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retail, and service sector, which account for 63%. The rest are in the manufacturing, construction,
and transport sector.

Cambodia

MSMEs represent 99.8% of total enterprises in Cambodia, which is a total of 512,870 enterprises.
In 2018, MSMEs provided over 70 percent of employment opportunities (UN-DESA, 2020). The
majority of MSMEs are in the food and food production industry contributing approximately 70%,
manufacturing 16%, and the rest are in the service sector 16%. MSMEs contribute 58% of the
total GDP (Open Development Cambodia, 2020). The enterprises are classified into four
categories i.e., micro, small, medium, and large enterprises. Micro enterprises have less than ten
employees or a start-up capital of less than USD 50,000. Small enterprises have 11 to 50
employees or start-up capital of USD 50,000 to USD 250,000. Medium enterprises employ 51 to
100 employees or with startup capital from USD 250,000 to USD 500,000. Large enterprises are
those with more than 100 workers with start-up capital of more than USD 500,000 (Open
Development Cambodia, 2020).

Lao PDR

The total number of MSMEs is 124,567 enterprises, accounting for about 99% of total enterprises.
In terms of classification, micro-enterprises have less than five employees; small have 6-50
employees, and medium has 51-99 employees. In other words, firms with less than 100
employees are classified as MSMEs (ADB Asia SME Monitor, 2020). MSMEs contribute about
20% of the total country’s GDP and 80% of employment in the country (ILO, 2021, World Bank
Group, 2019). MSMEs proportion is as follows: Micro Enterprise 16%, Small Enterprise 58%,
Medium Enterprise 21%, the remaining Large and others 5%. It can be seen that more than 90%
of MSMEs own family businesses. In terms of sector, the largest industry of MSMEs is wholesale
and retails 62.9%, followed by other services 16.2%, manufacturing 12.4%, Agricultural 4.9%,
Transportation and construction 4%.

Myanmar

The number of MSMEs in Myanmar is 75,116 enterprises, accounting for 90% of total enterprises.
MSMEs in Myanmar contributed 42.2% of the GDP (http://msmemm.org/en). The largest sector
of MSMEs is in the food and beverages and service sector, accounting for 82%, and the rest are
in construction and mineral and petroleum products.

Table 1: General Statistics of MSMEs in LMC

Number of Employment by MSMEs'
Country MSMEs MSMEs contribution to
(% of total) (% of total) GDP (%)
Cambodia 99.8 70 58
Lao PDR 99.8 82 20
Myanmar 89.9 - 42
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Number of Employment by MSMEs'
Country MSMEs MSMEs contribution to
(% of total) (% of total) GDP (%)
Thailand 99.8 86 35
Vietnam 97.2 38 40
P.R. China 96.8 - 60

Source: Compiled by Authors

5. Research Methodology

The study framework is presented in Figure 1. As seen in the figure, the research study consists
of three sequential phases involving secondary and primary data collection.

5.1. Secondary Desk-Based Review (Phase 1)

This included a review of both qualitative and quantitative information and data sources. The
qualitative part reviewed relevant reports, including project reports and reports from leading inter-
governmental and governmental organizations such as World Bank, OECD, Asian Development
Bank, non-profit organizations, think tanks, industry, and consulting firms. In addition, government
websites, company websites, policy documents, and news articles were reviewed to develop a
critical understanding of the current status, challenges, and opportunities in the Lancang-Mekong
Countries and other regions. In terms of qualitative analysis, thematic analysis, which involves
identifying, analyzing, and interpreting patterns of meaning (or "themes"), was employed. The
qualitative data drawn from the various secondary sources were assembled, coded, and
analyzed.

The quantitative review and analysis were conducted primarily on data gathered from statistical
databases of the World Economic Forum, UNCTAD, World Bank, and other relevant sources and
reports. In terms of quantitative data analysis, suitable statistical analysis (frequencies,
percentage growth, percentage shares, comparisons and relationships between indicators, etc.)
was performed using Microsoft Excel. The qualitative and quantitative analysis results were then
combined to construct a clear and comprehensive picture.

Overall, the qualitative and quantitative desk-based review phases facilitated the identification of
key informed the primary research phase. The insights derived were used to develop the
workshop, interviews, case study protocols, and develop the survey instrument.
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Research Aims and Objectives

/ Secondary Desk-based research on Digital \

Connectivity in MSMEs (Qualitative and
Quantitative)

Challenges and opportunities from digital
connectivity in general and in the region — Phase 1

g

Current state of digital connectivity in Lancang-

k Mekong Countries (LMC) /

Development of Interview/Focus Group and Case Study
Protocols and Survey Instrument (From Phase 1)

/ Primary Research \
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4

Online Survey
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Results - Synthesis of findings from Phase 1, 2

and 3 to develop comprehensive understanding Phase 3
in line with research aims and objectives

— Phase 2

Figure 3: Study Framework
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5.2. Primary Research (Phase 2)

A sequential multi-phase mixed-method research design involving both qualitative and
quantitative methods was adopted in this study, as shown in Figure 4.

Online Learning

Workshop Case Studies

Figure 4: Sequential Multi-Phase Mixed-Method Research Design for Primary Research

5.21. Online Workshop

The workshop provided a forum and platform for key stakeholders in LMC to discuss and share
their ideas, proposed initiatives, and experiences of ongoing and completed projects to foster
digital adoption. The workshop aimed to equip, deepen, and stocktake issues related to digital
connectivity among MSMEs from various key stakeholders to ensure that digitalization benefits
everyone and advances the SDGs despite the pandemic in the Lancang-Mekong countries. The
3-day online workshop was held from December 20-22, 2021. The workshop featured discussions
on best practices- what works & what does not in digital connectivity and platforms. The workshop
also featured experts who gave a snapshot of how global digital connectivity has been addressed
thus far during COVID-19. Specifically, the workshop focused on the following:

+ Highlights on the current condition, issues, and challenges associated with the digital
connectivity in Lancang-Mekong countries' MSMEs

» Exchange of views on the barriers to adoption and enhancement of digital connectivity by
MSMEs in Lancang-Mekong countries

» Identify potential future actions to be launched to facilitate regional cooperation

A total of 36 participants, including government officials who are involved in promoting innovative
technologies in MSMEs development, development practitioners, representatives of MSMEs,
digital service providers, financial service providers, development organizations, non-
governmental organizations working on the areas of digital and MSMEs development and experts
in the areas of the digital economy and MSMEs development from Cambodia, P.R. China, Lao
PDR, Myanmar, Thailand, and Vietnam participated in the online workshop.

5.2.2. Online Survey

An online survey using a structured questionnaire was conducted to explore the current state,
issues, and challenges associated with the digital connectivity of MSMEs in LMC countries. This
method facilitated structured data collection from a large representative sample population, which
is critical for enhancing the generalizability of the findings to a larger population. Moreover, the
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survey is a valuable approach to reducing subjectivity bias. They obtain straightforward
information from respondents and can easily be distributed to large groups of respondents,
including distant ones.

Thailand was chosen as the case country to conduct the survey, given that Thailand is in the in-
between state wherein the country has seen adoption and, at the same time, facing challenges.
The extent of digitalization in Thailand is below P.R. China but above Vietham, Myanmar, and
Cambodia

The scales used in the survey will include five-point Likert scales such as the Agree-Disagree
scales, Satisfied-Dissatisfied scale, and High Extent-Low Extent scale measured from 1-to 5 to
capture the opinions/perceptions of various respondents. The stakeholders targeted for the
survey will include the following key stakeholders from Thailand:

« Government
« Third-party digital service provider (digital/ financial/ marketplace)
<% MSMEs

Qualtrics, a leading survey research platform, was used to develop and share the online survey.
The links will be shared with the participants through email and other electronic means. The
respondents will have the opportunity to complete the survey at their own convenient time, thereby
increasing wide participation. A total of 807 participants started the survey. After removing
incomplete responses, 585 usable responses were obtained for analysis. Most respondents who
participated in the survey were business owners, CEOs, COOs, Managing Director, and those at
senior manager levels. The demographic details of the survey participants, their firms, and their
industry is given below.

Total Work Experience of Respondents (%)

4%

m 0-2 Years ® 3to5Years 6 to 10 Years

11to 15 Years m 16-25 Years = 25+ Years

Figure 5: Total Work Experience of Respondents
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Work Experience of Respondents in Current Organization (%)

<

18%

23%

m 0-2 Years m3to5Years m61to10Years = 11to 15 Years m 16-25 Years = 25+ Years

Figure 6: Work Experience of Respondents in Current Organization

Years the Respondents' Organization been in Operation (%)

17%

m 0-2 Years m3to5VYears m61to 10 Years = 11to 15 Years = 16-25 Years = 25+ Years

Figure 7: Years the Respondents' Organization been in Operation
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Firm Size (Employees)
0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0%

0-0 |, 50.3%
10 to 25 NN 2.0
26-50 N °.7%
51-100 N 5.1%
101-250 I 3.7%
251-500 W 1.2%
501-1000 | 0.9%

1001+ | 0.2%

Figure 8: Firm Size (Employees)

Annual Turnover (% Firms)

0.00% 10.00% 20.00% 30.00% 40.00% 50.00% 60.00%
Less than 250,000 USD I 49.83%
250,000 - 500,000 USD NG 21.03%
500,001 - 1 Million USD I 10.34%
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5 Million - 10 Million USD [l 3.62%
10 Million - 50 Million USD Il 2.41%

Above 50 Million USD [ 0.86%

Figure 9: Annual Turnover (% Firms)
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Industry/Sector of MSMEs
0.0% 5.0% 10.0%  15.0%  20.0%  25.0%
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Media, Entertainment and Recreation m— 4.2%
Transportation, Logistics and Supply Chain . 2.6%
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Others mE——————— 11.2%

Figure 10: Industry/Sector of MSMEs

Export or Cross-border Transactions

25%

75%

mYes = No

Figure 11: Export or Cross-border Transactions
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5.2.3. Interviews

The interviews are helpful to obtain a more in-depth understanding and for the participants to
elaborate on examples and case studies that they may not have included in their written response
to the questionnaire. Due to the COVID-19 restrictions, interviews were mainly conducted online.
The questions were shared with participants in advance to enable them to come prepared. The
details of interview participants, including their position, and the organization they represent, are
provided in Table 2. For interviews, a semi-structured interview approach was preferred because
the scope of the discussions revolved around the current status, issues, and challenges
associated with digital connectivity in LMC’s MSMEs. The detailed interview protocol used in this
study is given in Appendix 3. A purposive sampling, a non-probability sampling technique, will be
used to recruit the participants. This is because, to get quality, in-depth information from
participants, it was impossible to recruit any professional at random for interviewing; instead, it
was necessary to ensure the designation and experience of the interviewees were relevant to the
posed questions. Also, purposive sampling ensured that interview participants represented cross-
sections of the stakeholders (i.e., government, digital service provider, and MSMEs) across LMC
countries. The details of the interview participants are given below.

Table 2: Interview Participants

Country  Organization Participant Profile
Government and Associations
Thailand Digital Economy Promotion Agency (DEPA) Vice President, Northern Region
The Office of Small and Medium Enterprise Director, SME Knowledge and Service
Promotion (OSMEP), System Department
Myanmar Ministry of Cooperate and Rural Development Director, Department of Small Scale
Industries
Ministry of Transport and Communications Assistant Director
Myanmar International Freight Forwarder’s Joint Secretary
Association
Vietnam Viethnam Chamber of Commerce and Industry Director
Cambodia | Ministry of Industry, Science Technology and Director, Small and Medium
Innovation Enterprise Department
Lao PDR Department of SMEs Promotion Director, Entrepreneur Development
Division
The Lao ICT Commerce Association (LICA) Director
Ministry of Technology and Communication Director, Technology Promotion and
Transfer Center
Lao National Chamber of Commerce and Director
Industry
P.R. China | Kunming Federation of Industry and Commerce | Assistant Chairman
SME Service center of Kunming High Tech General Officer
Industrial Park
Internet/Mobile Platform provider
Thailand | LINEMAN Wongnai (Food Delivery Application) | Head, Public Affairs
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Country Organization Participant Profile
Purple Ventures Co., Ltd CEO, Robinhood
(Robinhood) (Food Delivery Application)

Vietnam Lazada Vietnam (E-Commerce Platform) Marketing Director
Sen Do Joint Stock Company (E-Commerce Senior Supply Chain Manager
Platform)
Lalamove Vietnam (Last-Mile delivery) Director

P.R. China | Yunnan Qingzhong Digital Management Co., Deputy Director
Ltd (Digital Marketing service)
Kunming Sigma Internet Technology Co., Ltd) Managing Director
(E-Commerce Platform)

5.24. Learning Case Studies

Three learning case studies were conducted. The aim of the learning cases studies was to obtain
a more in-depth understanding of the supportive digital ecosystem available in public and private
sectors for MSMEs to succeed. This includes a case study of a popular E-commerce marketplace
in which MSMEs rely upon to sell their products and two public sector entities that have
undertaken the digitalization drive to make their process efficient and timely, which has helped
MSMEs that rely on them for their services. The details of the case studies are given below.

Case study 1: Robinhood Thailand (Private Sector — Platform Provider)
Case study 2: Digital Economy Promotion Agency (DEPA), Thailand (Public Sector)

Case study 3: The Office of Small and Medium Enterprise Promotion (OSMEP), Thailand (Public
Sector)

The following in-depth interviews were conducted with each case company as part of the learning
case studies.
Table 3: Case Study Participants

Organization Position

Digital Economy Promotion Agency (DEPA) Vice President, Northern Region
The Office of Small and Medium Enterprise Director, SME Knowledge and Service
Promotion (OSMEP) System Department

Purple Ventures Co., Ltd (Robinhood)

(Food Delivery Application) CEO, Robinhood
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5.3. Synthesis of Results (Phase 3)

Thematic analysis, which involves identifying, analyzing, and interpreting patterns of meaning (or
"themes"), was employed for analyzing the secondary and primary qualitative data. The
qualitative data were assembled, coded, and analyzed to identify emerging themes and sub-
themes in line with the study objectives. Descriptive and inferential statistics will be used to
analyze the survey results. The findings derived from the multiple phases (Phase 1 and 2) were
then combined to develop a comprehensive picture of the various facets of digital connectivity in
micro, small and medium enterprises (MSMESs) in the Lancang-Mekong Countries (LMC).

The study findings are expected to help LMC countries and regional programs develop concrete
policy action to speed the MSME digital transformation and raise a series of considerations to
advance the digital economy.

6. Research Findings

6.1. The Digital and Business Landscape in Lancang-Mekong Countries

Before we examine the specific digitalization opportunities, benefits, and challenges of MSMEs,
it is crucial to examine the generic digital and business ecosystem of the Lancang-Mekong
countries. This is because having a supportive digital and business ecosystem is critical for the
digitalization drive of MSMEs. Numerous nations cannot access the full advantages of digital
technologies due to ongoing developmental challenges, structural limitations, and fragmented
regulatory environments. Barriers such as geographical restrictions, lack of physical
infrastructure, and digital illiteracy contribute to the digital divide among countries. LMC can take
steps to help bridge the current gaps and increase access to digital technologies at the country
level, especially in the LMC countries that are lagging. For instance, it is sobering to note that
more than 40% of the world’s population does not currently have usable access to the Internet
(ITU 2020). Lack of high-speed internet access directly impacts the E-commerce and other
digitalization success of MSMEs, such as digital and social media marketing.

Similarly, a high-speed broadband connection is a prerequisite for using other digital technologies.
Uneven access to high-speed broadband is also one main factor associated with digital gaps
across MSMEs. Much will depend on government policies to bring down universal and affordable
internet access barriers, including inadequate physical infrastructure, inoperability between
systems, and the lack of a supportive policy and business environment.

6.1.1. Information and Communication Technology (ICT) Readiness
Index

Launched in 2002 with the World Economic Forum, The Network Readiness Index (NRI) captures
the impact of digital technologies at a country level. It is one of the leading global indices on the
application and implications of information and communication technology (ICT) in economies
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worldwide. In its latest version of 2021, the NRI Report maps the network-based readiness
landscape of 130 economies based on their performances in four different pillars: Technology,
People, Governance, and Impact. Each of these pillars comprises three sub-pillars (see Figure
12) that have been populated by a total of 60 variables (The Network Readiness Index 2021,
2021).

Technology People Governance Impact

Trust Economy

Quality of Life

Businesses Regulation

SDG
Contribution

Future
Technologies

Governments Inclusion

Figure 12: Network Readiness Index Pillars

The description of each of the technology pillars is as follows:

Table 4: Technology Pillars
Technology Technology is at the heart of the network economy. It is the
primary category of NRI. Three sub-pillars accomplish the
Technology pillar's purpose:

Access: The fundamental access level to ICT in countries,
including issues about communications infrastructure and
affordability.

Content: The type of digital technology produced in countries
and the content/ applications that can be deployed locally,
including research on the subject derived from scientific and
technical articles.
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Pillars Description

Future Technologies: The extent that countries have prepared
for the future of the network economy and new technology
trends such as Atrtificial Intelligence (Al) and the Internet of
Things (IoT).

People The prevalence and quality of technology reflect countries’ (and
any organization’s) skill, access, and ability to utilize technology
resources in productive ways. Therefore, the People pillar
measures how people apply ICT at three levels of analysis:
individuals, businesses, and governments.

Individuals: how individuals use technology and leverage their
skills to participate in the network economy.

Businesses: How businesses use ICT and participate in the
network economy.

Governments: How governments use and invest in ICT for the
benefit of the general population.

Governance Governance refers to the structures that uphold an integrated
network for the safety and security of its users. Therefore, the
Governance pillar concerns the establishment and accessibility
of systems that promote activity within the network economy
across three levels:

Trust: The safety of individuals and firms in the context of the
network economy, reflected in an environment conducive to
trust and the trusting behavior of the population.

Regulation: The extent to which a government promotes
participation in the network economy through regulation, policy,
and planning. Inclusion: The digital divides within countries
where governance can address issues such as inequality based
on gender, disabilities, and socioeconomic status.

Inclusion: The digital divides within countries where
governance can address issues such as inequality based on
gender, disabilities, and socioeconomic status.

Impact Readiness in the network economy is a means to improve the
growth and well-being of society and the economy in general.
Therefore, the Impact pillar seeks to assess the economic,
social, and human impact of participation in the network
economy across three levels:

Economy: The economic impact of participating in the network
economy.
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Pillars Description

Quality of life: The social impact of participating in the
network economy.

SDG contribution: The impact of participating in the network
economy within the context of SDGs. ICT has a critical role
within the network economy and receives particular focus with
indicators integrated across health, education, and the
environment.

The 2021 NRI score and rank for Lancang-Mekong countries except Myanmar is given in Table
5.

Table 5: NRI Score and Rank for Lancang-Mekong Countries

2021 2021 2011 10 Year Improvement
Overall Score Overall Rank in Ranking
Overall Rank

(100)
P.R. China 65.6 29 36 +7
Thailand 55.3 54 59 +3

Average Overall Score for Asia & Pacific for 2021 - 54.38

Vietnam 511 63 55 -8
Cambodia 36.4 106 111 5
Lao PDR 35.6 110 - -

It is clear from the table that P.R. China is leading the digital readiness in the Lancang-Mekong
countries with an overall score of 65.6 and a global rank of 29. Compared to the 2011 ranking,
P.R. China has improved by seven places. Thailand is the second most digitally ready country
among the group. It has an overall score of 55.3 and is currently ranked at 54, an improved ranking
position by three compared to 2011. Both P.R. China and Thailand's overall score is above the
Asia and Pacific average. Vietnam is currently third in digital readiness with an overall score of
51.1 and a global rank of 63. However, compared to the 2011 ranking, it went down by eight
positions. Its score is also below the average score for Asia and the Pacific. Despite improving its
ranking compared to 2011, Cambodia remains outside the top 100 countries in digital readiness.
Also, Lao PDR remained outside the top 100 list and emerged as the least ready country in the

group.

Next, we look at the readiness of each country in Lancang-Mekong countries except Myanmar for
each of the digital readiness pillars and sub-pillars.

P.R. China

P.R. China ranks 29th out of the 130 economies included in the NRI 2021. Its main strength
relates to the Impact pillar. The highest scope for improvement is related to ‘Governance’.
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Figure 13: P.R. China Ranks

When it comes to sub-pillars, the strongest showings of P.R. China relate to Economy,
Businesses, and SDG Contribution, among others. More could be done to improve P.R. China’s
performance in the Regulation, Inclusion, and Quality of Life sub-pillars. Overall, P.R. China ranks
as one of the strongest performers in the region, standing amongst the top 20 in the Impact (13th)
and People (20th) primary pillars.

Table 6: Sub-pillars of P.R. China Rank

Sub pillars Global Rank

Technology

Access 31
Content 43
Future Technologies 32
People

Individuals 19
Businesses 6
Governments 43
Governance

Trust 36
Regulation 87
Inclusion 48
Impact

Economy 3
Quality of Life 54
SDG Contribution 17
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Thailand

Thailand ranks 54th out of the 130 economies included in the NRI 2021. Its main strength relates
to Technology. The highest scope for improvement relates to the ‘People’ pillar.
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Figure 14: Thailand Ranks

When it comes to sub-pillars, the strongest showings of Thailand relate to Access, Economy, and
Inclusion, among others (Table 7). More could be done to improve the economy's performance in
the Content, Individuals, and SDG Contribution sub-pillars.

Table 7: Sub-pillars of Thailand Rank

Sub pillars Global Rank

Technology

Access 34
Content 68
Future Technologies 48
People

Individuals 74
Businesses 51
Governments 55
Governance

Trust 61
Regulation 57
Inclusion 45
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Sub pillars Global Rank

Impact

Economy 37
Quality of Life 51
SDG Contribution 88

The relatively higher performance of Thailand in LMC is not surprising given that Under 20 years
National Strategic Plan, Thailand has developed a clear roadmap to create a digital ecosystem to
support the Nation's digital economy. MSMEs, who is the country's economic backbone, will
benefit from this strategic plan. The office of Small and Medium Enterprises Promotion (OSMEP)
(www.sme.go.th) is the Thai government agency responsible for formulating policies and
strategies for MSMEs promotion as well as serving as a focal agency in coordinating the network
systems of public and private sectors to drive MSMEs to grow with strength and sustainability.

Vietnam

Viet Nam ranks 63rd out of the 130 economies included in the NRI 2021 (Figure 15). Its main
strength relates to Impact. The main scope for improvement, meanwhile, concerns People.
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Figure 15: Vietnam Ranks

When it comes to sub-pillars, the strongest showings of Viet Nam relate to Economy, Individuals,
and Access (Table 8). More effort is required to improve the economy's performance in the
Regulation, Inclusion and Businesses sub-pillars
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Table 8: Sub-pillars of Vietham Rank

Sub pillars Global Rank

Technology

Access 50
Content 55
Future Technologies 77
People

Individuals 46
Businesses 105
Governments 87
Governance

Trust 50
Regulation 93
Inclusion 97
Impact

Economy 25
Quality of Life 53
SDG Contribution 80

Although there is significant scope for improvement in Vietnam’s digitalization initiatives, they are
ranked above Cambodia, Lao PDR, and Myanmar. This is attributed to the several initiatives
undertaken by the government. In 2017, National Assembly passed the Law on support for Small
and Medium-Sized Enterprises (SME Law), effective from Jan 1, 2018 (www.loc.gov). This law
supports SMEs to lower tax rates than the prevailing corporate income tax rate and other non-tax
incentives such as land use, rents, and requirements to access credit funds.

Project and initiatives organized by the Vietham Chamber and Commerce Industry to support
SMEs' adoption of digital technologies include:

o Organized seminars, webinars, and forums to raise awareness and enhance SMEs'
knowledge of digital transformation.
¢ Organized policy dialogue for all stakeholders related to MSMEs in Vietham to meet and
share opinions.
o Partner with government agencies and the private sector to conduct joint projects to
support MSMEs, such as;
o Partner with Vietnam Trade Promotion Agency (Vietrade) to develop an E-
showroom for SMEs to promote products globally.
o Partner with Viettel Telecom, Artalink Technology to support MSMEs in using
digital marketing for trade and service. VCCI has signed MOU with Viettel Telecom
and Artalink to support MSMEs in the digital transformation program.
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o Partner with United States Agency for International Development (USAID) to
create a digital transformation platform for MSMEs.

Cambodia

Cambodia ranks 106th out of the 130 economies included in the NRI 2021. Its main strength
relates to Impact. The highest scope for improvement, meanwhile, concerns Governance.
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Figure 16: Cambodia Ranks

When it comes to sub-pillars, Cambodia is doing relatively well in Quality of Life, Access, and
Economy, among others (Table 9). More could be done to improve the economy's performance
in the Businesses, Trust, and Regulation sub-pillars. President of Indonesia, Joko Widodo,
emphasized the necessity of digitalization for national economic growth by focusing on MSMEs
that make up 99% of businesses and generate more than 60% of their national GDP.

Table 9: Sub-pillars of Cambodia Rank

Sub pillars Global Rank

Technology

Access 89
Content 113
Future Technologies 95
People

Individuals 97
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Sub pillars Global Rank

Businesses 120
Governments 103
Governance

Trust 120
Regulation 123
Inclusion 96
Impact

Economy 92
Quality of Life 86
SDG Contribution 99

In response to the relatively lower rank globally on technology and digitalization, a policy to
support and promote digital adoption for MSMEs was set up in 2020. In this policy, strategies and
action plans are outlined regarding developing an ecosystem to support MSMEs' digital adoption,
including financial support. The entity responsible for this policy implementation is the Ministry of
Industry, Science, Technology, and Innovation which will play a key role in bridging all
stakeholders such as associations and MSMEs to engage in digitalization initiatives.

Lao PDR

Lao PDR ranks 110th out of the 130 economies included in the NRI 2021 (Figure 17). Technology
is the only pillar that was ranked below 100. There is significant scope for improvement, across
all sub-pillars, especially in Governance. The relatively low ranking is despite the Lao ICT
Commerce Association (LICA) being established in 2005 to build and maintain collaboration
among ICT-related businesses in the country. This association is also related to the Lao National
Chamber of Commerce and Industry (LNCCI) to support MSMES' digital adoption.

p.30



Digital Connectivity in Micro, Small and Medium Enterprises (MSMES) in the Lancang-Mekong Countries

Rank

20
40
60

80
100 (100 | 95
120 III, ‘!z’

134

NRI 2021 Technology People Governance Impact

Figure 17: Lao PDR ranks

When it comes to sub-pillars, Lao PDR is doing relatively better regarding Future Technologies,
Quality of Life, and Government. Significant effort is required to improve performances in the
Trust, Regulation, and Inclusion sub-pillars, among others.

Table 10: Sub-pillars of Lao PDR Rank

Sub pillars Global Rank

Technology

Access 110
Content 104
Future Technologies 33
People

Individuals 94
Businesses 117
Governments 93
Governance

Trust 122
Regulation 122
Inclusion 129
Impact

Economy 106
Quality of Life 77
SDG Contribution 98
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In response to the relatively lower rank globally on technology and digitalization, in 2021, Lao
PDR established the Ministry of Technology and Communications (MTC) to foster digital
development. This industry is responsible for developing the Lao Digital Transformation plan and
leading the country’s digital policies and projects. At the same time, Lao announced a master plan
to foster a Digital Economy which will work with related ministries and associations such as the
department of SMEs Promotion, LNCCI, and LCT. There are several mechanisms and initiatives
under the collaboration of this ministry and related ministry and associations, such as:

e Funding and loan support for SMEs from the Lao government and international
organizations to subsidize technology product and service value adopted by SMEs in
order to help them upgrade technology for their operations.

e Training, workshop, seminar partner with other departments such as LCCNI, MTC, and
other global associations such as MIl, UNDP to raise awareness on digitalization and how
to use digital tools such as social media, digital marketing in their business

Moreover, the Department of Import and Export (DIMEX) of the Ministry of Commerce and
Industry (LCI) and the Lao National Commerce of Commerce and Industry (LNCCI) develop
Plaosme.com (www.plaosme.com), a Lao E-Commerce platform. Plaosme.com aims to be an
infrastructure and ecosystem to support Lao SMEs to connect to ASEAN and the global market.
Currently, it is operated and managed by Barterfli Holdings Group. Under the Plaosme.com
ecosystem, registered SMEs member will receive training and other support to utilize digital tools
provided by the platform. However, this e-commerce platform is not yet completed for the sell-buy
transaction. Currently, it can display products and sellers (similar to a product showroom or E-
marketplace). The transaction, including payment, still has to do offline through bank transfer (not
convenient). It can be seen that the above support and initiatives regarding MSMEs' digitalization
in Lao are just started (most of the projects started in late 2020 to early 2021). So it is too early to
justify the success of the project. Nevertheless, the good thing is Lao government has already
started initiatives to improve its current ranking.

Myanmar, which is not ranked in the NRI 2021 ranking, most likely has the lowest digital readiness
in the LMC region. Several initiatives have been taken recently to improve its digital readiness.
Myanmar’'s government’s 12 points Economic policy and Digital Economy Development
Committee (DEDC) policies recognize MSMEs as the main generator of employment and growth
and that digital transformation and digital trade development are critical for MSMEs' growth. It
includes several support mechanisms to assist and promote MSMESs' digital adoption, such as tax
incentives to promote their digital tools' utilization. Apart from that, funds in various forms such as
loans and cash injections are made available through the national MSME development program
by the Ministry of industry, which is the Ministry that oversees SMEs development in Myanmar.
In addition, several ministries and associations are working with the Ministry of Industry to
facilitate the support for MSMEs digitization, such as the Department of Small-Scale Industries-
Ministry of Cooperative and Rural Development, Ministry of Transport and Communications,
Myanmar Computer Federation (MCF), Union of Myanmar Federation of Commerce and Industry
(UMFCCI), Myanmar Value Added Services Operations Association. In addition, Myanmar is also
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adopted the Universal Service Strategy in 2019 in conjunction with the liberalization of the telecom
and ITC sector’s policy to improve the “connectivity, accessibility, affordability, ability of choice
and quality of service through market competition” for digital and telecom infrastructure and
connectivity. The Universal Service Strategy aims to provide broadband internet connection in
rural areas and develop a digital ecosystem and services to cover all parts of the country.

6.1.2. UNCTAD B2C E-commerce Index

According to APEC (2020), supporting MSMEs to engage in E-commerce is essential for
economies to ride this growth wave. MSMEs will enjoy increased margins on sales, eliminate
geographical limitations and more easily expand their business into the global market. In addition,
e-commerce has numerous benefits, including low entry cost, reduction in transaction cost, more
accessible access to the worldwide market, and secure market share (ASEAN-Korea Centre,
2017). Furthermore, it is expected that the facilitation of e-commerce will likely increase the overall
market size, tourism flows, access to raw materials/markets, cross-border investment/
participation in production chains, and employment opportunities (ASEAN-Korea Centre, 2017).

The UNCTAD B2C E-commerce index measures a country’s preparedness to support online
shopping. The index consists of four indicators that are highly related to online shopping and for
which there is comprehensive country coverage. The latest 2020 edition ranked 152 countries
(UNCTAD, 2020). The overall index is calculated by taking the average of the four indicators: the
share of individuals using the Internet, the percentage of individuals with an account with a
financial institution or with a mobile-money-service provider, secure internet servers, and postal
or delivery reliability.

The 2021 B2C E-commerce index and rank for Lancang-Mekong countries are given in Table 11.

Table 11: The 2021 B2C E-commerce Index and Rank for Lancang-Mekong Countries

2020 2020 2020 2020 2020 2020 2019

Share of Share of Secure Postal Overall Global Global
Country individuals | individuals @ Internet Reliability Index Rank Rank

using the with an Score

Internet account
P.R. China 92 95 88 92 91.8 10 14
Thailand 67 82 59 97 76.0 42 48
Vietnam 69 31 64 83 61.6 63 66
Lao PDR 26 29 30 78 40.6 101 112
Cambodia 40 22 42 21 31.1 117 121
Myanmar 31 26 22 17 24.0 130 128

It is evident from the table that P.R. China is leading the B2C E-commerce index in the Lancang-
Mekong countries with an overall score of 91.8 and a global rank of 10. Compared to the 2019
ranking, P.R. China has improved four places. Thailand is the second most E-commerce ready
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country among the group. It has an overall score of 76.0 and is currently ranked at 42, an improved
ranking position by six compared to 2019. Vietnam is presently third in digital readiness with an
overall score of 61.6 and a global rank of 63, up to three positions from 2019. The improvement
in Thailand and Vietnam is not surprising, given that internet penetration increased by about 30
percentage points between 2013 and 2018. This presents significant opportunities for all the
players along the e-commerce value chain (US-ASEAN Business Council, 2021).

Despite improving ranking compared to 2019, Lao PDR remains outside the top 100 countries in
E-commerce readiness. For further development, Lao PDR must strive to boost more awareness
and readiness in cyber security, develop e-government services for its citizens (ID card, vehicle
card, e-passport, etc.), develop more e-commerce platforms, and provide training for local
MSMEs. In Lao PDR, specific regulations on e-commerce do not exist, and currently are
developing and improving its legislative system to make preparations for e-commerce and the
digital economy. Further, Cambodia and Myanmar remained outside the top 100 list and emerged
as the least ready countries in the group. This is not surprising given that the digital readiness in
Cambodia is still in the initial stage compared to regional peers (IOM, 2021). In Cambodia, only
40% of the population has access to the internet (World Economic Forum, 2021). One of
Myanmar's main challenges in promoting e-commerce is the lack of ICT infrastructure. Myanmar’s
e-commerce has tremendous growth potential with an increasing internet penetration rate and
widespread usage of mobile phones. Moreover, it shares the border with multiple countries,
including Bangladesh, India, P.R. China, Lao PDR, and Thailand, making it advantageous for
cross-border e-commerce among LMC countries. Myanmar needs to prepare a better business
strategy to gain global competitiveness in the e-commerce market.

6.1.3. World Bank Ease of Doing Business Report

Ease of Doing Business report published by The World Bank presents quantitative indicators on
business regulations and the protection of property rights that can be compared across 190
economies— from Afghanistan to Zimbabwe—and over time. The report recognizes the important
work countries have done to improve their regulatory environments. It captures the following and
provides a consolidated score and ranking for each country.

Operating in a

Opening Ge
a business .
environment

@ uy

Startinga Employing Dealing with  Getting  Registering  Getting  Protecting  Paying Trading  Contracting Enforcing  Resolving
business workers construction  electricity  property credit minority taxes across with the contracts  insolvency
permits investors borders  government

(coming soon)

Accessing
secure business

finance

Figure 18: Indicators on Business Regulations and the Protection of Property Rights
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The 2020 Ease of Doing Business score and ranking for Lancang-Mekong countries is given in
Table 12.

Table 12: The 2020 Ease of Doing Business Score and Ranking for Lancang-Mekong Countries

Country 2020 Overall Score 2020 2019
(Out of 100) Global Rank Global Rank
Thailand 80.1 21 27
P.R. China 77.9 31 46
Vietnam 69.8 70 69
Cambodia 53.8 144 138
Lao PDR 50.8 154 154
Myanmar 46.8 165 171

It is clear from the table that Thailand is leading the Ease of Doing Business score in the Lancang-
Mekong countries with an overall score of 80.1 and a global rank of 27. Compared to the 2019
ranking, Thailand has improved six places. P.R. China is the second most friendly country among
the group for doing business. It has an overall score of 77.9 and is currently ranked at 31, a
significant improvement in ranking by 15 places compared to 2019. Vietnam is now third in the
digital readiness with an overall score of 69.8 and a global rank of 70, down by a place from 2019.
Cambodia scored 53.8 overall and is ranked 144 in the world. The ranking has fallen by six places
from 138th position in 2019. Lao PDR's ranking has remained the same, with an overall score of
50.8, though outside the top 150 countries. Despite improving in ranking compared to 2019,
Myanmar remains outside the least friendly country in the group, currently ranked at 165 out of
the 190 countries considered in the ranking.

The improvement in P.R. China is because of the business reforms, especially for MSMEs. P.R.
China has made paying taxes easier by implementing a preferential corporate income tax rate for
small enterprises, reducing the value-added tax rate for specific industries, and enhancing the
electronic filing and payment system. Similarly, Vietnam made paying taxes easier by upgrading
the information technology infrastructure used by the General Department of Taxation. Myanmar
made starting a business easier by introducing an online platform for company registration and
reducing incorporation fees.

Next, we explore the regional initiatives in the Lancang-Mekong region to support the MSMEs
6.2. Lancang-Mekong Regional Initiatives for Supporting MSME's

Boosting regional cooperation on digital transformation, adopting digital technologies to leverage
existing ties and create new ones, and focused investment into regional interoperable digital
infrastructure will help accelerate COVID-19 recovery. Regional cooperation such as LMC could
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chart a new course that will enable subregional cooperation to best realize these new
opportunities due to the digital revolution. Regional initiatives and support programs can help
harness the transformative potential of the digital revolution by addressing issues related to digital
policies and regulation, including cross-trade and digital identification, e-commerce and payment
systems, and risks of using digital technology such as cyber-attack, data security, and privacy.
Such initiatives can harmonize regulatory and technical standards for data systems critical to
integrating markets. Boosting regional cooperation on digital transformation, adopting digital
technologies to leverage existing ties and create new ones, and focused investment into regional
interoperable digital infrastructure will help accelerate COVID-19 recovery.

Regional cooperation and programs can help build and strengthen the capabilities of MSMEs
affected by COVID-19 to recover and grow in the post-pandemic period. Key digitalization reforms
in LMC can focus on policies and regulations to manage market disruptions and unfair
competition, innovation, and creation of new products, access to micro-businesses, and data
privacy and cybersecurity. Regional policies and programs could cover, among others, e-
commerce infrastructure (i.e., telecommunications and network technologies); multimedia
applications; electronic data interchange; database management; internet service providers;
human-computer interface; and digital literacy. Regional digital capacity-building programs can
focus on digital solutions in education, health, transport, and multimodal trade facilitation. In
addition, the region could focus on technology startup ecosystems to build a robust, regionally
integrated economy in 2030—one that is better able to withstand a competitive external
environment and is fully equipped to seize new opportunities. Moreover, regional cooperation
should be capable of addressing the challenges of recovery and resilience over the medium to
long term against the economic and social damage to the subregion brought by the COVID-19
pandemic.

Similarly, access to the digital economy can potentially allow for the continuation of digital
livelihood activities such as E-commerce for MSMEs in LMC countries during COVID-19.
Digitalization, backed by artificial intelligence, has the potential to transform trade facilitation.
However, some countries in LMC have limitations and challenges — such as weak digital
infrastructure, the high price of electricity, and insufficient access to the internet. Also, specific
efforts are needed to promote MSMEs' access to technology and build their capacity to use
technology meaningfully and contribute to the digital economy.

6.2.1. Regional Cooperation for E-Commerce and Cross-border E-
Commerce

E-commerce benefits stakeholders across the ecosystem. It allows merchants to transcend
geographical boundaries to reach more markets and reduces entry barriers for small businesses.
E-commerce has also enabled many new entrepreneurs to start their own companies easily
through online market platforms or via social media, including segments of the population that
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traditionally did not participate in the formal economy, such as women (US-ASEAN Business
Council 2021). Consumers have more access to new products, enjoy a better customer
experience, and through ratings, can provide positive reinforcement for more quality choices and
services. The critical mass of consumers in the region creates a sizeable market for businesses.
Online marketplaces, digital payment solutions, and logistics services constantly evolve to cater
to this market. There is also a burgeoning and vibrant start-up scene in the region that is a catalyst
for entrepreneurship and innovation. Ultimately, these elements result in new opportunities and
additional economic and social gains for LMC governments and economies (US-ASEAN Business
Council, 2021). E-commerce has been shown to be a potent enabler of MSME growth. The
opportunities presented by cross-border e-commerce in LMC are remarkable. Some of the
prospects of a single, integrated E-commerce market for the LMC region are as follows:

. E-commerce will lower the entry barriers for many businesses, saving on upfront costs such
as physical rent and export costs and allowing greater economic participation amongst the
Lancang-Mekong population.

. Having a more coordinated e-commerce market improves the intra-regional flow of goods.
With less friction in the ecosystem, cross-border transfer costs and time taken for delivery
can often be lowered.

° Smaller enterprises can expand beyond their local markets, leveraging lower delivery costs.

° Businesses with regional presence would find it easier to develop a single supply chain
strategy, enjoying greater economies of scale and improved efficiency.

° With adequate access to technology — including software, platforms, APls — MSMEs can
quickly build and scale-up offerings, overcoming geographical boundaries and further
spurring growth for MSMEs.

° Consumers in the LMC region can enjoy better access and choice at more competitive
prices.

Source: (US-ASEAN Business Council, 2021)

Lancang-Mekong countries' middle-class population is increasing and leading increasingly digital
lifestyles. Socio-economic forces are shifting consumer behavior and changing the business
landscape, especially in the light of — and accelerated by — the global COVID-19 pandemic.
Seamless cross-border e-commerce is not only a critical enabler for economic recovery but also
facilitates the micro, small and medium enterprises (MSMES) in the region to go online and go
global. Governments are imperative in enabling merchants, consumers, and other relevant
industry players to participate in e-commerce with trust, choice, and convenience (US-ASEAN
Business Council, 2021). A coordinated e-commerce market will promote the intra-regional flow
of goods, present more opportunities for Lancang-Mekong MSMEs, and ultimately result in new
economic and social gains for member countries.

Regional cooperation such as Lancang-Mekong Cooperation and programs such as Greater-
Mekong Subregion (GMS) can ease the transition to cross-border e-commerce by fast-tracking
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the implementation of e-commerce policies and reforms and advancing the vision of a single
market. Regional platforms can help countries better understand cross-border digitalization
issues and challenges, and policy responses. A more straightforward border process and greater
electronic or digital communications use will benefit the MSMEs that currently do not participate
actively in regional trade. For instance, a more digitalized border that uses digital signatures,
electronic submission and endorsement of customs declarations, e-certificate of origins, digital
letters of undertaking or bank guarantees, etc., will support MSMEs in cross-border trade in LMC
(IFC, 2021; PwC, 2021). The GMS will exploit e-commerce potential to boost consumption and
factor productivity at the firm level, generate exports, stimulate innovation, offer flexible and
dynamic employment, and mainly focus on benefits for MSMEs. E-commerce will play a decisive
role in raising consumption, given that firms’ participation is associated with a 30% increase in
productivity and a 50% increase in exports. It confers powerful benefits on MSMEs. P.R. China
has made giant strides and leads in e-commerce, while Viet Nam is advancing rapidly. Thailand,
through its long-standing partnership in the Indonesia-Malaysia-Thailand Growth Triangle (IMT-
GT), a subregional initiative, is expediting growth in online business for MSMEs by raising
awareness and developing capacity for online business activities such as e-commerce and e-
payment for MSMEs. The subregion also plans to leverage disruptive technologies such as mobile
technology, big data, the Internet of Things, and cloud technology for business efficiency and
productivity by building and upgrading ICT infrastructure and services. The GMS 2030 strategy
will encourage subregional digital entrepreneurship in MSMEs, noting that e-commerce is a potent
enabler of MSME growth. The GMS 2030 will promote peer learning and the exchange of E-
commerce experiences through subregional forums and conferences.

The other regional initiatives, such as ASEAN, of which LMC countries are part, recognize the
tremendous opportunities that e-commerce brings. ASEAN has emphasized the importance of
cross-border e-commerce for regional economic development and the need to further develop e-
commerce by advancing trade rules and building up digital connectivity across the region. The
commitments include facilitating the exchange of e-documents, recognizing the legal validity of e-
signature, recognizing the importance of data flows for business purposes subject to respective
laws and regulations, and encouraging the use of safe, secure, efficient, and interoperable e-
payment systems. Several existing ASEAN initiatives — including those espoused in the ASEAN
Economic Community Blueprint 2025, ASEAN Work Program on Electronic Commerce 2017-
2025, and Digital Integration Framework Action Plan (DIFAP)- support specific aspects of the
cross-border e-commerce value chain. They include efforts to promote digital trade and use of
the electronic payment, simplify customs procedures by facilitating data exchange among
customs authorities, improve internet access, develop ICT infrastructure, enable transport
connectivity, and harmonize e-commerce laws. Once fully implemented, these initiatives will help
address the specific obstacles that cross-border e-commerce traders generally face in the region.

The focus areas of the ASEAN Work Program on Electronic Commerce 2017 — 2025 are given in
Figure 19.
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Figure 19: Focus areas of the ASEAN Work Program on Electronic Commerce 2017 — 2025

6.2.2. Regional Cooperation for Fintech

To foster financial inclusion of MSMEs, regulators must bring down the structural barriers
impeding access to financial services and digitalization of financial transactions and innovations
in financial technology (Fintech) and promote financial literacy. Regional cooperation can support
national initiatives on Fintech through knowledge sharing, dissemination of experiences, and
exchange of information on international best practices and successful models. A regional
approach to raising finance for technology can support digital transformation in economies with
limited access to finance. Development partners and multilateral institutions can play an essential
role in building the trust and confidence of public, private, and personal stakeholders in
technological development. The GMS 2030 program will assist MSMEs in easily accessing the
regional and global market through the emerging trade pattern of e-commerce, online financial
services, and electronic payment gateways. The benefits of Fintech for LMC MSMEs are as
follows:

° Help MSMEs grow their revenue, manage operations, and gain access to formal financial
services. The impact can be substantial — once businesses begin accepting digital
payments, their revenues increase an average of 17% year on year.

o Introduce MSMEs to a broader pool of potential customers through rapidly growing e-
commerce channels, including access to buyers abroad. By using digital payments to make
purchases, MSMEs can quickly source from suppliers outside their immediate markets,
enabling greater choice and price-competitive options.
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° Benefit governments by improving transparency and efficiency of tax systems and
supporting the economy's formalization. The five-year cumulative effect of a 10% increase
in the number of digital payments per capita could impact between 1.4% to possibly 6% on
GDP for AMS.

. Provide an opportunity to bring the underbanked into the financial system. Issuance of new
(formal bank) accounts can leverage technology such as digital identities and e-KYC.

° Open source payments systems (e.g., open APIs) can also promote inclusiveness by
enabling central banks, market infrastructures, payment processors, and Fintech firms to
accelerate creating and deploying interoperable payment platforms that can scale.

° There are opportunities for the less mature member countries to improve existing payments
infrastructure by adopting global standards such as EMVCo to help drive standardization
and interoperability.

Source: US-ASEAN Business Council (2021)

6.3. Current Status of Adoption of Digital Technology by MSMEs in the
Lancang-Mekong Countries

Digitalization is multi-faceted and can range from having a company website to accepting online
payments or taking operations to the cloud (Mastercard, 2021). The study on MSMEs'
Participation in the Digital Economy in ASEAN by Economic Research Institute for ASEAN and
East Asia (ERIA) categorized digital technologies into three: basic technologies (basic software
and communication tools), intermediate technologies (social media, website, e-commerce, e-
payments, and use of the digital platform), and advanced technologies (advanced software, apps,
analytics, artificial intelligence, and automation) (ERIA, 2019).

*Microsoft office, email, *Online presence via *Enterprise resource
access to computers and website, and social planning, Customer
mobile phones media relationship management,

*Internet usage, computer *e-payments, e- analytics, big data,
usage, web presence commerce, software as a automation, scanners,
and basic ICT security service bank card readers, central

servers

*Internet of the Things, data
analytics, artificial
intelligence, machine
learning, blockchain among
others

Figure 20: Levels of MSME Digitalization
Source: (ERIA, 2019, MTI, 2019)

The survey findings on the adoption of digital technologies are given below.
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Digital Technologies Adopted (% Firms)

Digital Communication tool (such as E-mail, Whatsapp, Line,.. I 05 _33
Basic software (such as Microsoft Office) IIIIEIEIEIEEEEEEEEEEEEEEEEEEEEEEEE— S3.56
Social Media (such as Facebook, Instagram, TikTok) IIIIEIEEEEEEEEEEEEEEEEEEEEEEEEEEE———— S56.19
Company Website I 76.54
Application Tools (such as Google drive, Dropbox) IEEEEEEEEEEEEEEEEEEEEEENNNN———— 69.42
E-Payment, digital invoicing I 5.4 2
Enterprise Resource Planning (ERP) IEEEEEEEEEEEEEEEENNNNNNN———— 62.15
E-Commerce platform IIIIEEEEEEEEEEEEENNS———— 58.00
Digital Platform for business operations (such as logistics,.. IIIINIEEEEEGGGGNGNENN———— 49.25
Analytical tool (such as sale forecasting) IIIIINIEIEEEEGEGNGGGNGGG—— 45.69
Advance software and algorithms (such as Al and Machine.. INEEEEEGEGGGGGGG—G——— 44.50
Business Process Automation IIIINIEEEGEGGGGNGGG— 42 57
Advanced data analytics (such as big data and cloud computing) IIEEEEEEEEEEE—————— 41.38
Internet of Things (Use of Sensors, RFID tags, etc.) IIIIEEEEEEE—————— 41.38
Other digitalization activities IIIIEEEEEEE————— 39.31
Blockchain IEEEEE——— 38.42
Virtual and Augment Reality IIEEEEEEEEE——— 38.42
Robotics IEEEEEE——— 37.23

Figure 21: Digital Technology Adoption by MSMEs (as a percentage of MSMESs)

Extent of Adoption (Mean Score 1-5)
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Figure 22: Extend of Adoption of Digital Technology by MSMEs (Scale 1-5)
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It is clear from the survey findings that digital communication tools such as E-mail, Whatsapp,
Line, and WeChat are the most adopted (% of firms) digital technology by MSMEs in the
companies surveyed (95.83%). Also, basic software, such as Word, Excel, etc., was used in the
majority of the companies surveyed (88.56%). Social media platforms emerged as the third most
used digital application in MSMEs. 86.19% of the MSMEs have used social media in their
business. This is above the global average of 70% (Mastercard, 2021). Further, 76.54% of the
MSMEs have a website. This is much higher than the Middle East and North Africa (MEA) average
of 55% (Mastercard, 2021). Also, the extent of adoption of these digital technologies is also high
(See Figure 22). We asked respondents to rate the extent of adoption on a scale of 1-5 (low to
high extent of adoption). The extent of adoption was found to be the highest for basic software
(3.98), followed by digital communication tools (3.79) and social media (3.75).

As evident from the survey findings, social media platforms are a useful way to communicate with
audiences and a useful tool for providing customer services. P.R. China has witnessed significant
adoption of Alipay and Wechat Pay by MSMEs. According to a recent report by Asia-Pacific
Economic Corporation (APEC), P.R. China, Thailand, and Viet Nam are member countries. Many
consumer-facing MSMEs now have Facebook pages to present their brands, products, and
services to engage with customers effectively. In addition, the usage of platforms like Facebook
and Instagram, where products can be featured visually, is on the rise. Facebook shared its data
recently, noting that in economies hardest hit by the COVID-19 pandemic, messages on the
platform increased by 50 percent, demonstrating that customers are online more than ever
(APEC, 2020). Familiarity with Facebook for private purposes has led to MSMEs' high utilization
of Facebook Pages to establish an online presence (ERIA, 2019). For example, in a rural district
of Buriram Province, in Northeast Thailand, a women’s cooperative group producing banana chips
has successfully utilized online applications such as Facebook and Line to improve its sales.
These changes from physical trading to online were quite successful in helping the business
rebound from low sales due to the COVID-19 restrictions. Before COVID-19, they had no online
sales (The Asia Foundation, 2020).

This trend of using social media is not just in Thailand but seen across LMC countries. For
example, Ma Te Sai is a social enterprise in Lao PDF working with rural communities to sell its
handmade products through offline and online stores. Apart from displaying organization and
product information on its independent website, Ma Te Sai also operates an official Facebook
page for marketing purposes and use it as an e-commerce platform (ERIA, 2019). Ma Te Sai’s
Facebook page has more than 2,300 followers who regularly receive marketing feeds on new
products and unique campaigns.

On the other hand, intermediate technologies such as Google Drive, Dropbox, digital invoicing,
enterprise resource planning software, and e-commerce platforms have witnessed moderate
uptake among MSMEs - 50-70% of MSME firms surveyed are adopting these digital technologies.
Also, the extent of adoption is average, between 3.00 and 3.50 on a 5-point scale. In contrast,
advanced technologies such as data analytics, artificial intelligence (Al), blockchain, robotics, and
automation seemed to be in an early deployment stage in the MSMEs surveyed. Only less than
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40% of the MSMEs survey had adopted these advanced technologies. Also, the extent of
implementation in these firms was found to be lower, with a mean score of less than 3 on a scale
of 1-5. Regardless, more than 40% of the MSMEs adopting advantage Industry 4.0 technologies
is promising, and the number is expected to grow. For instance, in the Thailand 4.0 scheme,
DEPA promotes the development of digital-related activities and directory websites, and OSMEP
supports and encourages SMEs to use innovation and promote digitalization. Also, Thailand has
undertaken digital entrepreneur projects involving 4,000 communities in 10 major provinces with
300 centers nationwide. Technologies such as blockchain enable trade authenticity verification.
Al leverages non-traditional data such as logistics data, e-commerce seller's trust scores, etc., to
improve MSME risk-profiling, reducing the time for approving credits.

The survey also captured the different digital platforms used by the respondents. They are given
below.

Digital Platforms Used

Food delivery
platform, 14.14% Other, 6.25%

Government online

portal platform,
55.92%

Online

payment/financial
technology platform,
44.08%

E-commerce
marketplace, 47.04%

= Government online portal platform = E-commerce marketplace
Online payment/financial technology platform = Food delivery platform

m Other

Figure 23: Digital Platforms Used

Some of the selective participant quotes related to the adoption of digital technologies are given
below:

“‘MSMEs using technology to serve customers such as advertising through Facebook, accepting
orders via Line application or payments using QR code, or participating in government programs
that accept payments via Moneybag application”
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“Business owners are turning to technology to serve more customers. Especially taking food
orders online or receiving payment for goods through Promptpay system.”

“Restaurants have adapted to use online platforms such as Facebook for advertising, selling more
products, including providing food delivery services to customers to their homes.”

“Our sales during COVID-19 lockdown relied on posting on Facebook to allow customers to see
the product, and contact to buy products via Line application, including online payments to reduce
physical contact.”

This study also asked participants about the technologies they plan to adopt in the near future.
Some of the responses from the participants are given below.

“Plan to use technology in every section of the business and have data on cloud system”
“Develop a storage system in the cloud and improve the security of the information”

“Reduce the use of physical documents and improve communication through the system for
reduce the workflow steps”

“Implemented online payment system on the platform and using QR Code payment in business
to make it easier to pay”

“Collect data for Big Data Analytics and Al applications”

“Develop business web site, increase social marketing and online payment”

“Adopt Line application to communication”

“Develop product technology and an online accounting system that makes work more convenient”
Develop digital consumer database and consumer analytics

“Develop applications, platforms, virtual stores and coins that can be used in the future as quickly
as possible”

6.4. Enablers of Digitalization in MSMEs in the Lancang-Mekong
Countries

The primary survey results of this study on enablers of MSME digitalization is given below.
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Enablers of MSMEs Digitalization

Customer suggestions/requirements NN 51.8%
Word of Mouth I 48.5%
Public advertisement I 42.1%
IT Vendors/ Digital Platformers I 37.0%
Internal staff recommendation I 29.7%
To comply with government regulations I 24.8%
Competitors has implemented I 22.7%
Government training I 16.4%
Other HEEE 5.5%

Figure 24: Enablers of MSMEs Digitalization

More than 51.8% of the MSMEs highlighted customer suggestions/requirements as one reason
for adopting digital technologies. The results echo the recent Mastercard study, which reported
that 43% of MSMEs are digitizing their business to respond to changing customer needs, such
as demand for online services (Mastercard, 2021). For instance, more customers have been
asking to pay digitally since the pandemic. Consumer preference for contactless has resulted in
the accelerated availability of such solutions, including cashless payments for deliveries made to
a customer’s doorstep. More and more consumers have preferred contactless payments for
everyday purchases, especially since the pandemic's beginning (Mastercard, 2021).

Word of mouth (48.5%) emerged as the second key enabler driving MSMEs to adopt digital
technologies. This is significantly lower than the word of mouth influence (85%) reported in the
2019 study on ASEAN countries (ERIA, 2019). Public advertisement (42.1%) emerged as the
third critical enabler of MSME digitalization. This is mainly during COVID-19, as there was a public
campaign encouraging firms and customers to adopt digital technologies to control the spread of
COVID-19. The influence of IT vendors and digital platformers (37%) drives some of the MSMEs
to adopt digital technologies. This is much higher than the 8% reported in the ASEAN study by
ERIA (2019). This clearly shows an increase in IT vendors and digital platformers urging MSMEs
to adopt digital technologies. One-third of the MSMEs highlighted that their internal staff
recommendation was one reason for embracing digitalization. This is similar to the study findings
of ERIA (2019), which found internal staff recommendations influenced 35% of MSMEs in ASEAN
countries. However, compliance or coercive pressure from governments (24.8%) didn’t emerge
as the main drivers of digitalization. This is not surprising, given the government is playing more
of a facilitator of the digitalization of MSMEs rather than an enforcer. Also, MSMEs are not facing
much competitor pressure (22.7%) to adopt digital technologies. This implies that MSMEs
adopting digital technologies are likely to get first-mover benefits. 16.7% of the MSMEs
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highlighted government training on digitalization as one of the reasons for adopting digital
technologies. Earlier, ERIA (2019) reported that 10% of MSMEs were influenced by government
training. This shows an increasing influence of the government training program on MSME
digitalization, albeit low.

Some of the selective quotes from participants are as follows:

“More customers are turning to online payments. MSMEs need to accept this change in consumer
behavior to support that requirement”

“Customers want to pay with online so forcing businesses to adapt and learn online payment
technology”

“‘MSMEs are increasingly interested in using digital systems in their businesses to meet the trends
and needs of customers and service users. Especially in government projects, the government's
co-payment scheme and subsidy is an enabler of digitalization”

“Purchasing behavior has changed. The customers are increasingly interested to pay online and
including communication with partners. Customers prefer to use online communication more such
as Line application, Facebook”

“MSMEs are turning to technology to serve more customers. Especially taking food orders online
or receiving payment for goods through Promptpay system”

“Both entrepreneurs and buyers need to be more adaptable, for example, traditionally accepting
only cash. But nowadays, shoppers have a huge demand for online payments”

Next, we capture enablers of specific digital technologies of MSMEs, namely E-commerce
platforms, food-delivery platforms, Fintech platforms, and government online or E-government
platforms. The figures show that the top three enablers are e-commerce, food delivery, and
Fintech. Not surprisingly, government compliance pressure emerged as the primary enabler for
using government platforms, followed by government training.
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Customer suggestions/requirements I 44.44%
I  39.11%

Public advertisement
IT Vendors/ Digital Platformers
Word of Mouth

Competitors has implemented

I  33.33%
I 31.11%
I  29.78%
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To comply with government regulations IEEEE—— . 20.00%
Internal staff recommendation I 17.78%
Government training I 16.44%
Other M 6.67%

Figure 25: Drivers of MSMEs Adoption of E-Commerce Platforms

Drivers for MSMEs adoption of Food Delivery Platforms

Public advertisement I 438.84%
Word of Mouth I 33.72%
Customer suggestions/requirements I 33.72%
Internal staff recommendation I 26.74%
IT Vendors/ Digital Platformers I 26.74%
Competitors has implemented I 19.77%
Government training I 15.12%
To comply with government regulations I 13.95%
Other HEE 5.81%

Figure 26: Drivers for MSMEs Adoption of Food Delivery Platforms
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Drivers of MSMEs adoption of Fintech

Customer suggestions/requirements IEEEEEEEEEEEEEEE————— 47.76%

IT Vendors/ Digital Platformers IS 35.82%

Public advertisement IEEEEEEEEEEEE—————— 30.60%
Competitors has implemented IEEEEEEEEE————— . 30.60%

Word of Mouth IS 26.12%
Internal staff recommendation EE——— . 20.15%
To comply with government regulations E———— . 19.40%
Government training I 11.94%
Other W 6.72%

Figure 27: Drivers of MSMEs Adoption of Fintech

Drivers of using online government platforms

To comply with government regulations I 3 . 5 5 %o
Government training I 40.19%

Word of Mouth I 26.17%

Public advertisement I 26.17%

IT Vendors/ Digital Platformers I 25.23%

Customer suggestions/requirements I 23.36%
Competitors has adopted I 18.69%
Internal staff recommendation I 16.82%
Other W 4.67%

Figure 28: Drivers of Using Online Government Platforms

6.5. COVID-19 as an Accelerator of MSMESs Digital Transformation

The significance of MSME digitalization and digital connectivity is even more critical in the context
of the COVID-19 pandemic. Nearly two years after the onset of COVID-19, one conclusion is
clear—digital transformation has changed from a needed priority into a global imperative for all.
The pandemic has highlighted the need to invest in digital infrastructure and shape policies and
regulations. Businesses, governments, education institutions, and individuals all rapidly shifted
their processes online in the wake of lockdown measures. The overnight shift towards virtual living
and working heightened our reliance on digital technologies and has given a significant push to
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MSME digitalization. The need for digital technologies has forced existing MSMEs to move online
and led to several MSME digital startups. Digitalization of MSMEs is critical to a sustained and
inclusive post-COVID-19 recovery. Trends toward technological change and incorporation will
likely continue to affect MSMEs in the LMC countries while coping with and in the aftermath of
COVID-19.

The acceleration of MSMEs' digital transformation during COVID-19 was evident from the primary
research. The results of the survey findings are given below.

‘COVID-19 has accelerated the generic adoption/use of digital technologies in my
organization’

Somewhat disagree, Strongly disagree,
3.13% 2.56%
Neither agree nor
disagree, 19.94% Strongly agree,
37.89%
Somewhat agree,
36.47%
= Strongly agree = Somewhat agree Neither agree nor disagree

Somewhat disagree = Strongly disagree

Figure 29: ‘COVID-19 has Accelerated the Generic Adoption/ Use of Digital Technologies in My
Organization’
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‘COVID-19 has accelerated the adoption/use of E-commerce platforms in my organization'’

Strongly disagree,

5 08% Somewhat

Strongly agree, disagree, 7.20%

24.15%

Neither agree nor
disagree, 31.36%

Somewhat agree,

32.20%
= Strongly disagree = Somewhat disagree Neither agree nor disagree
Somewhat agree = Strongly agree

Figure 30: ‘COVID-19 has Accelerated the Adoption/ Use of E-commerce Platforms

in My Organization'

‘COVID-19 has accelerated the adoption/use of Food delivery platforms in my organization’

Strongly disagree, Somewhat
6.38%

disagree, 3.19%

Strongly agree,
36.17%

Neither agree nor
disagree, 27.66%

Somewhat agree,

26.60%
= Strongly disagree = Somewhat disagree Neither agree nor disagree
Somewhat agree = Strongly agree

Figure 31: 'COVID-19 has Accelerated the Adoption/ Use of Food Delivery Platforms

in My Organization'
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‘COVID-19 has accelerated the adoption/use of online payment/financial technology
platforms in my organization’

Strongly disagree, Somewhat
2.22% disagree, 3.70%

Strongly agree,

28.15% Neither agree nor

disagree, 20.74%

Somewhat agree,
45.19%

= Strongly disagree = Somewhat disagree Neither agree nor disagree

Somewhat agree = Strongly agree

Figure 32: ‘COVID-19 has Accelerated the Adoption/use of Online Payment/ Financial
Technology Platforms in My Organization’

‘COVID-19 has accelerated the adoption/use of online government platforms in my
organization’

Strongly disagree, Somewhat
5.45% disagree, 3.64%

Strongly agree,
29.09%

Neither agree nor
disagree, 25.45%

Somewhat agree,

36.36%
= Strongly disagree = Somewhat disagree Neither agree nor disagree
Somewhat agree = Strongly agree

Figure 33: ‘COVID-19 has Accelerated the Adoption/use of Online Government Platforms

in My Organization’
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‘There is an increase in customer demand for online purchases and/or services during
COVID-19'

Strongly disagree,

Strongly agree, 6.03%

31.03%

Somewhat
disagree, 8.62%

Neither agree nor
disagree, 20.69%

Somewhat agree,
33.62%

= Strongly disagree = Somewhat disagree Neither agree nor disagree

Somewhat agree = Strongly agree

Figure 34: ‘There is an Increase in Customer Demand for Online Purchases and/or Services
during COVID-19'

‘COVID-19 has increased the investment in digital technologies in my organization’

Strongly disagree,
Strongly agree, 5.73% Somewhat
18.34% disagree, 10.03%

Neither agree nor
disagree, 31.23%

Somewhat agree,

34.67%
= Strongly disagree = Somewhat disagree Neither agree nor disagree
Somewhat agree = Strongly agree

Figure 35: ‘COVID-19 has Increased the Investment in Digital Technologies in My Organization’
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In response to COVID-19, my organization now see digital technologies as a source of
competitive advantage

Strongly disagree, Somewhat
2.03% disagree, 6.69%

Strongly agree,
29.65%
Neither agree nor
disagree, 21.80%

Somewhat agree,

39.83%
= Strongly disagree = Somewhat disagree Neither agree nor disagree
Somewhat agree = Strongly agree

Figure 36: In Response to COVID-19, My Organization Now See Digital Technologies

as a Source of Competitive Advantage

In response to COVID-19, my organization is refocusing the entire business around digital
technologies

Strongly disagree,
Strongly agree, 2.89% ~ Somewhat .
18.79% disagree, 13.01%
Somewhat agree Neither agree nor
34.10% disagree, 31.21%
= Strongly disagree = Somewhat disagree Neither agree nor disagree
Somewhat agree = Strongly agree

Figure 37: In Response to COVID-19, My Organization is Refocusing the Entire Business
around Digital Technologies
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The survey results echo the findings in the literature. According to Mastercard (2021) study, 70%
of SMEs globally accelerated their adoption/use of digital technologies during the COVID-19
pandemic in 2020-21 to enable business continuity. APEC (2020) study found that the COVID-19
crisis may be accelerating trends towards e-commerce. As buying behaviors of consumers and
businesses change during COVID-19 to manage transactions at a distance, MSMEs may have
little choice but to digitalize to adapt to the realities of the market and remain competitive. The
digital transformation of MSME businesses continues as a policy priority during COVID-19,
formalizing informal businesses, opening foreign markets to MSMEs, and developing youth and
women entrepreneurship during the recovery (ADB, 2021).

Further, the COVID-19 pandemic has accelerated the drive towards a cashless economy. MSMEs
have also recognized the benefits of a cashless economy. The primary survey research findings
show that MSMEs transition toward a cashless economy, although physical cash transactions are
still happening for business transactions. More than 86% of MSMEs now use bank transfers for
business transactions.

Mode of Payment recieved by MSMEs from customers (% of Firms)

86.11%

35.65%
0,
30.56% 26.39%
|
Bank account Online credit/debit Cash on delivery Third party payment Other
transfer card service such as
Paypal, Line pay,
shopee pay

Figure 38: Mode of Payment Received by MSMEs from Customers (% of Firms)

6.6. Benefits of Digitalization in MSMEs in the Lancang-Mekong
Countries

The survey results of this study on the benefits of MSME digitalization are given below.
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Benefits of Digitalization for MSMEs

84.85%
Ease of business operations |

Enhanced customer service IEEEEEEEEEEEEE_—————— 68.48%
Increased customer base I 67.58%
Cost reduction IS 58.48%
Enhanced marketing and customer outreach IS 54.55%
Reduction in operational time IIIEEETEEEGEGEGEGEGEGEGGGNGNGNGN 51.82%
Higher brand awareness I 47.58%
Improvement in quality (such as reduction in.. I 46.67 %
Empowering information-based decision making I 42.12%
Other 1 1.21%

Figure 39: Benefits of Digitalization for MSMEs

Close to 85% of the MSMEs highlighted the ease of business operation as one of their main
reasons for adopting digital technologies. Enhancement in customer (68.48%) service emerged
as the second most common reason for MSMEs to adopt digital technologies. An increasing
customer base emerged as the third most highlighted benefit of MSME digitalization (67.58%).
From a marketing and branding perspective, enhanced marketing and customer outreach
emerged as the 5th most cited benefit (54.55%) of digitalization. In comparison, enhanced brand
awareness emerged as the 7th most cited benefit (47.58%) of digitalization. This is because
platforms benefit from network effects. The more users a platform has, the more other potential
users will be attracted to it, making the platform grow bigger and capture a larger share of the
market (UNESCAP 2020). From an operational standpoint, cost reduction (58.48%) and reduction
in operational time (51.82%) emerged as the 4th and 6th most highlighted benefits of
digitalization, respectively. Improvement in quality (46.67%) and empowering information-based
decision-making (42.12%) emerged as the least two important reasons for digitalization.

For instance, ERIA (2019) study highlighted the main benefits of digitalization for MSMEs as
access to a broader customer base, reduced costs (in operating businesses as many services
are integrated within platforms), and optimizing their businesses (ERIA, 2019).
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Figure 40: Benefits of Digitalization for MSMEs in ASEAN Countries
Source: (ERIA, 2019)

As shown in Figure 41, a survey conducted by consulting firm Accenture reported that 73% of
small and medium enterprises (SMEs) from P.R. China had experienced additional revenues, and
69% have successfully reduced costs by exploiting digital platform services. Moreover, the
survey's top five benefits were the innovation of products and services, better customer retention,
and faster market speed to market (ERIA, 2019).
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80%
73%
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70% 9%
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revenues Products and customer market
Services retention

Figure 41: Benefits of Digitalization for MSMEs
Source: (ERIA, 2019)

According to the study conducted by APEC (2020), digital solutions can help MSMEs in APEC
manage transactions at a distance, deliver goods efficiently, facilitate access to financial services,
and engage with new and existing customers. An IDC survey of more than 1,500 business leaders
in the Asia Pacific region identified improved profit margins, productivity, and customer loyalty
and retention, along with cost reductions, ability to offer new products and services, and increased
revenue as among the top benefits their organizations reaped from their digital transformation
initiatives (IDC, 2018, APEC, 2020). A recent study by OECD reported one of the main benefits
of MSME digitalization: reducing transaction costs by providing better and quicker access to
information and communication between staff, suppliers, and networks. The OECD report also
highlighted the benefit of integration into global markets through digitalization (OECD, 2020).

Some of the selective quotes on digitalization benefits from the participants are as follows:

“Restaurants have adapted to use online platforms such as Facebook for advertising, selling more
products, including providing food delivery services to customers to their homes”

“Used the digital system to match with needs of customers and can reach as many customers as
possible”
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“The government's co-payment scheme project is quite useful. Because it makes people more
educated and learn to use technology, especially when paying for goods”

“More new customers from online channels”

Next, we capture the benefits of specific digital technologies of MSMEs, namely E-commerce
platforms, food-delivery platforms, Fintech platforms, and government online or E-government
platforms. As seen in the figures, ease of business operation emerged as the top benefit
regardless of whether the platform is e-commerce, food-delivery, Fintech, or an online
government platform.

Benefits of E-Commerce Platforms for MSMEs

Ease of business operations IS 69.33%
Increased customer base I 62.22%
Enhanced customer service I 56.44%
Enhanced marketing and customer outreach IS 51.56%
Higher brand awareness IEEEEEEEEEEEEEEE_——_ 46.67 %
Cost reduction I 43.11%
Reduction in operational time GGG 43.11%
Improvement in quality (such as reduction in.. IEEEEEGGEGEGGNEEEE 35.56%
Empowering information-based decision making I 34.67%
Other mm 4.44%

Figure 42: Benefits of E-Commerce Platforms for MSMEs

In addition to the above benefits of e-commerce platforms, our primary research findings showed
that, on average, 35% of the total revenue of MSMEs is now coming through e-commerce
platforms. APEC (2020) study highlighted that e-commerce platforms could serve as important
channels for MSMEs to gain greater customer access, including international customers. Digital
platforms considerably improve the visibility of parther MSMEs due to their access to a vast
customer pool ERIA (2019). E-commerce platforms relieve partners of the fuss of logistics and
payments by providing these services at reasonable costs (ERIA, 2019). Also, there is evidence
that E-commerce platformer collaborates with foreign platformers. For instance, an e-commerce
digital platformer in one of the ASEAN countries collaborates with a counterpart platformer in P.R.
China to sell ASEAN products to P.R. China to develop a broader customer base for MSMEs.

Moreover, e-commerce platforms drastically reduce costs in setting up physical stores for
MSMEs. Setting up physical stores requires vast investment and, thus, a higher break-even point.
However, setting up an online store on an e-commerce platform takes far less time to break even
(ERIA, 2019). Further, E-commerce has also enabled many new small entrepreneurs who can
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start their businesses quickly through online market platforms or via social media, including
segments of the population that were traditionally not participating in the formal economy, such
as women (US-ASEAN Business Council, 2020).

Benefits of using Food Delivery Platforms for MSMEs

Ease of business operations I 67 .57 %
Enhanced customer service IEIEEEEEEEEEEEEENN————————— 43.24%
Increased customer base IIEEEEEEE———— 40.54%
Cost reduction IEEEEEEEEEEEEES———————— 39.19%
Reduction in operational time IIEEEEEEE—————— . 33.78%
Enhanced marketing and customer outreach EEE——— 31.08%
Higher brand awareness I 25.68%
Empowering information-based decision making m———— 21.62%
Improvement in quality (such as reduction in errors) I 20.27%
Other = 8.11%

Figure 43: Benefits of using Food Delivery Platforms for MSMEs

In addition to the above benefits of food delivery platforms, our primary research findings showed
that, on average, 37% of the total revenue of MSMEs in the food sector is now coming through e-
commerce platforms. Partnering with digital food delivery platforms helps reduce operating costs
due to economies of scale and separation of functions digital platforms help achieve. For instance,
restaurants can deliver food through a delivery platform instead of hiring their delivery team.
Around 76% of MSMEs in the food industry in ASEAN did not offer delivery services before, but
the delivery services programs provided by the digital platformers have enabled them to cater to
their foods more easily without hiring their delivery driver. Digital platforms such as Foodpanda
provide built-in analytics that helps partners understand sales patterns and potentially optimize
their product offerings. Alibaba plans to bring in cloud computing for its MSME partners to ensure
that they can work with the latest systems and optimize their operations (ERIA, 2019). In general,
revenue increases were reported by most partner MSMEs in the food industry. For example, a
partner restaurant that serves curry successfully opened a second shop in a different location
thanks to increased revenue from delivery sales (ERIA, 2019).
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Benefits of using Fintech for MSMEs

Ease of business operations IIEEEEEEEEEEEEEEEEEEEEEEE__——— 78.95%
Enhanced customer service IEEEEEEEEEEEEEE_—___ 57.89%
Reduction in operational time GGG 47.37%
Increased customer base I 43.61%
Cost reduction I 42.11%
Enhanced marketing and customer outreach I 29.32%
Improvement in quality (such as reduction in errors) IEE——— . 24.06%
Empowering information-based decision making m—— 19.55%
Higher brand awareness I 18.05%
Other ® 1.50%

Figure 44: Benefits of using Fintech for MSMEs

In addition to the above benefits of Fintech platforms, our primary research findings showed that
54% of total MSMEs transactions are through Fintech. Mastercard's study on MEA reported ease
of not handling or processing cash; faster access to revenues; the convenience of paying
suppliers digitally; more efficient transactions and payments across multiple channels; access to
new business growth opportunities as the biggest benefits of adopting Fintech for MSMEs
(Mastercard, 2021). Moreover, in addition to the easing payments, digital payments can also
benefit MSMEs in other ways. Fintech can improve the credit scores of MSMEs, which can help
them later access finance and support the country's transition towards a cashless economy
(UNESCAP, 2020).
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Benefits of using Online Government Platforms

Ease of business operations I G 3 . 55 %
Increased customer base NN 42.06%
Cost reduction I 40.19%
Reduction in operational time NN 39.25%
Enhanced customer service I 37.38%
Enhanced marketing and customer outreach I 32.71%
Empowering information-based decision making I 27.10%
Improvement in quality (such as reduction in errors) NN 27.10%
Higher brand awareness I 25.23%
Other HE 3.74%

Figure 45: Benefits of using Online Government Platforms

E-government and online government platforms provide efficient public service delivery to
MSMEs (Mastercard, 2021). Online government platforms offer a one-stop-shop for MSMEs for
government approvals such as e-invoicing and e-signature and facilitate easy electronic
submissions of documents such as compliance with the government's tax regulations, overall
reducing the compliance cost of regulations (OECD, 2020).

6.7. Barriers and Challenges of Digitalization in MSMEs in the Lancang-
Mekong Countries

“Small businesses are the unsung heroes of the global economy — creating jobs and growth in
every country and helping to reduce poverty and income inequality. But they are facing the
challenge of a lifetime. The COVID-19 pandemic isn't just a public health emergency; it'’s also an
economic crisis that is hitting small and medium-sized businesses exceptionally hard” -
Facebook/OECD/World Bank (2020)

Supporting MSMESs’ digitalization efforts amid COVID-19 requires policymakers to adopt a two-
pronged set of interventions that allow MSMEs to reap the benefits of the digital world while
overcoming the challenges of digitalization. It is, therefore, crucial to recognize the complex
challenges that digitalization presents for MSMEs. This study has compiled the key barriers and
challenges of MSMEs' digitalization drive from secondary research, including ASEAN and LMC
countries studies.
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Figure 46 presents the various challenges facing MSMEs' Digitalization.

Lack of awareness Cybersecurity Féggmgg[?f Information-related
and knowledge issues Environment barriers
* Lack of awareness »Data Fraud *Weak or non-existent * Limited Information
« Lack of knowledge »Data Theft regulation ) * Misinformation
+Data Privacy *No central regulation + Cross-language
* Phising Scams Information Access
Digital Divide Cri?:;(e;t%%%?ntgss Finance-related Shortage of Expertise
Process barriers in Digitalization
c (Deigitalhlingistgglil;?e?;‘g?e s Interoperability +High Capital »Lack of digital
cdr?r}'ect?on)p «Lack of wilingness to Investment Cost literarcy (internal
- Digital Readiness of the change +High commission or skills gap)
population «Fear of unknown transaction fees Lack of industry-
« Asymmetric market power «Access to finance ready graduates

* Platform dominance «Cash flow

constraints

Figure 46: Challenges Facing MSMEs' Digitalization

6.7.1. Lack of Awareness and Knowledge

MSMEs are typically not very well aware of where to obtain useful information on digitalization,
as the sources are usually scattered and not easily accessible (APEC, 2020). Lack of knowledge
and awareness of MSMEs about digital technology emerged as a stumbling block in
digitalization's first step (ERIA, 2019). Even if MSME owners have a general awareness of the
benefits that digitalization can bring, they lack the knowledge of the practical steps that need to
be taken to adapt their business operations to digital technologies (ERIA, 2019).

6.7.2. Cyber Security Issues

MSMEs that have recently gone digital might not think about cybersecurity until after a security
breach. Typical security breaches affecting MSMEs include ransomware and phishing attacks
and the stealing of passwords. Policy reports have highlighted that some countries in Southeast
Asia are becoming hotspots of malicious cyber activities and that there has been an
underinvestment in hard and soft infrastructure for cybersecurity (UNESCAP, 2020). In the
ASEAN region, the regional expenditure in cybersecurity represented 0.07 per cent of the GDP,
below an average of 0.13 per cent in other regions (UNESCAP, 2020). This is in line with similar
remarks about the state of MSMEs cybersecurity in other regions, particularly during the Covid-
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19 pandemic. Many SMEs did not have Virtual Private Networks (VPNSs) in place, did not use
multi-factor authentication for remote access, or had to allow employees to use their own devices,
which were not as secure as the ones provided by the organization’ (OECD, 2020b). The lack of
high cybersecurity standards can hurt MSMEs financially. The violation of data protection
obligations, as set in domestic laws, carry monetary penalties, which could have damaging effects
on MSMEs. It can also impact consumer trust. Cyberattacks can expose sensitive personal data
of consumers (for instance, financial information) enabling identity theft, and as a result some
consumers might be hesitant to engage in digital transactions, download apps with inadequate
privacy policies, among others (UNESCAP, 2020). In the words of one of the participants from
Thailand “We have a high cost when there is a problem of data security. Because the system may
not be good enough, causing a hack to use or impersonate through the company's server”.

6.7.3. Challenging Regulatory Environment for MSMEs

The legal and regulatory environment is crucial for digitalization. It is the extent to which a
government promotes MSMEs digitalization through regulation, policy, and planning. Lack of
regulations related to additional e-commerce taxes, weaknesses in cybersecurity, digital
consumer rights protection, and privacy may hinder MSMEs' digitalization drive (ERIA, 2019).
Also, there may not be any regulation for emerging disruptive technologies such as blockchain
and cryptocurrencies. For instance, in Lao PDR, regulations on e-commerce do not exist and
remain in the initial stages of drafting (ERIA, 2019). On the other hand, sudden changes or
implementation of regulations will also cause significant regulatory risks for MSMEs as they may
not have enough resources for timely compliance with regulations. Similarly, overly restrictive
regulations and cumbersome procedures on communication, electronic payments, data
localization, etc., also impede MSME digitalization (ERIA, 2019).

The regulatory compliance cost of digital industries is high. For example, in some countries,
businesses are not allowed to store public data outside the country and hence must establish
local data centers. Major platformers, including Amazon, Google, and Microsoft, are strongly
against the restriction. In addition, regulations such as those related to additional e-commerce
taxes may potentially hinder the activity of digital platformers. Such regulations increase the costs
of digital platform providers, which would eventually be passed on to MSMEs and customers or
users. Thus, overly restrictive regulations might stunt the growth of the digitalization of MSMEs.

Table 13 shows the 2021 NRI rank for the regulatory environment for digitalization for Lancang-
Mekong countries except for Myanmar. The disparity in regulation related to digitalization among
LMC countries is evident from the table.
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Table 13: The 2021 NRI rank for the regulatory environment for digitalization for Lancang-Mekong

countries
Country Global Rank LMC Rank
Thailand 57 1
P.R. China 87 2
Vietnam 93 3
Lao PDR 122 4
Cambodia 123 5

Source: (The Network Readiness Index, 2021)

It is clear from the table that Thailand is leading the regulation in the Lancang-Mekong countries
with a global rank of 57 out of 130 countries in the NRI ranking. Despite having an overall rank of
29in NRI, P.R. China is lagging on the regulatory front with a rank of 87. Vietnam is currently third
in the regulation, with a global rank of 93. Cambodia and Lao PDR remained outside the top 100
countries and emerged as one of the least ready countries in the world regarding regulations for
supporting digitalization. Although not featured in the ranking, Myanmar also has a poor regulatory
landscape. LMC countries, especially Cambodia, Lao PDR, and Myanmar, should amend the
outdated rules and regulations.

Further, there can be substantial challenges regarding the movement, release and clearance of
goods crossing borders for trade in goods. Exporters have to submit documentation regarding the
shipping details, customs declarations, evidence of payments, and certificates regarding the
safety and security of products, among other requirements varying according to the type of
product and destination. Customs authorities (and, in some cases, other government agencies)
will decide on the clearance of goods based on this documentation. If this process is successful,
goods are cleared and can enter the market. However, the complexity of this process can be a
burden for MSMEs, which in addition to having limited resources, have to deal with complex
procedures to export. This implies that while platforms for e-commerce can help MSMEs reach
international markets, the trade cost of sending products abroad could be impeding realizing the
opportunities offered by the digital economy.

Table 14 shows the procedures and time required for customs clearance in LMC countries except
for P.R. China. Customs procedures are complicated and time-consuming in some LMC
countries. This might result in adverse effects on cross-border businesses and, thus, impede
successful e-businesses that may otherwise be able to operate without borders.

Table 14: Procedures and Time Required for Customs Clearance

Country Documents (number) Documentary (hours) Border (hours)
Export Import Export Import Export Import

Thailand 5 5 11 4 51 50

Viet Nam 5 8 50 76 55 56
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Country Documents (number) Documentary (hours) Border (hours)
Export Import Export Import Export Import
Cambodia 8 9 132 132 48 8
Myanmar 8 8 144 48 142 230
Lao PDR 10 10 216 216 12 14
ASEAN 5.8 6.7 85.3 83.6 57.5 67.9
Average

Documents (number): Number of documents
Documentary (hours): Time (hours) required for documentary compliance
Border (hours): Time (hours) required for border compliance

It is evident from Table 14 that Thailand has the most effective and efficient regulation among
LMC countries. Their average for all categories is better than the ASEAN average. This is not
surprising given that in 2017 Thailand established the Digital Economy Promotion Agency
(DEPA). The Agency offers many services for MSMEs, which main tool is the Digital
Transformation Fund. Similarly, Vietham is also doing relatively well compared to ASEAN average
in all categories except import documents required. Cambodia, Myanmar and Lao PDR are
outside the ASEAN average and hence required substantial work to improve the border
regulation, which is a critical factor for cross-border MSME trade. For instance, in Myanmar, 230
hours is required for border compliance for import compared to ASEAN average of 67.9.

6.7.4. Information-related Barriers

MSMEs are typically not very well aware of where to obtain helpful information on digitalization,
as the sources are usually scattered and not easily accessible. This problem of accessibility is
partially due to language barriers or the so-called ‘Cross-Language Information Access’ issue.
English is not the primary language in LMC countries. Most MSMEs tend to rely on word-of-mouth
for knowledge related to digitalization, and there was no online source consistently referred to.
Low English proficiency is also a hurdle for MSMEs in ASEAN and LMC. The majority of all
websites are in English, and localized content is limited, especially on digital tools for businesses.
Most of the self-learning materials for digital tools are also only available in English, leading to
information-related barriers (ERIA, 2019). Further, misinformation remains a complicated issue
with negative implications on businesses and social cohesion. For MSMEs, false reviews and
negative publicity on popular platforms could lead to loss of transactions (APEC, 2020). One of
the participants mentioned that there are no guidelines for storing data in the cloud and improving
information security.

6.7.5. Digital Divide

As discussed earlier in the report, the intrinsic difference across countries in digital infrastructures,
such as internet penetration and secure servers, is a roadblock to MSME digitalization. For
instance, access to high-speed broadband is a prerequisite for the digital transformation of SMEs
(OECD, 2020). MSMEs also face challenges from asymmetric market power. Large platforms
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may acquire sufficient market power to affect MSMEs. Large digital platform providers in e-
commerce and food-delivery charge steep service commissions that cut into profits and drive
some MSMEs out of the market (APEC, 2020). Unlike large firms, MSMEs do not have the
bargaining power to negotiate with platform providers. Low digital readiness of the general
population is also a concern. For instance, customer preference for cash-on-delivery impedes
Fintech's adoption of MSMEs (ADB, 2021). The digital divide is also evident among male and
female small-scale entrepreneurs in LMC countries. According to IFC (2021) study, small-scale
women entrepreneurs have been disproportionately affected by the COVID-19 pandemic. They
often have limited access to finance and digital connectivity and have been less able to adapt to
market disruptions. In Thailand, during the COVID-19 lockdown, women indicated that they could
only last 2.56 months, while men said they could last 2.73 months before temporarily or
permanently closing their business. This shows women have less financial reserve than small-
scale male entrepreneurs (The Asia Foundation, 2020). Also, small-scale women entrepreneurs
often lack access to information and networks and may not know where to find financing. The
gender gap in information technology, including women’s lack of digital literacy, skills, and
equipment, is likely to prevent small-scale women entrepreneurs’ ability to leverage technology
during and after COVID-19 and therefore threatens their ability to survive during the pandemic
(IFC, 2021).

6.7.6. Reluctance to Change Business Process

Reluctance to change business processes on the part of MSME business owners prevents the
acquisition of digital technologies even though the cost of digital technologies is becoming
affordable for MSMEs. It was evident from the interviews that most of the MSMEs in LMC have
limited knowledge of IT and technology, especially the business owners who are the first-
generation owner. Thus, they resist change, especially with unfamiliar technology. It was evident
that the resistance to change is even greater, especially if they are pretty successful with their
traditional sales channel, and hence they don’t see the need to change. Other MSMEs tend to
resist adopting new technologies due to the perceived risks and the financial burden associated
with it (ERIA, 2019). For most MSMEs, taking the first step to digitalize a part of the business is
the most challenging, but once this has been accomplished, incremental improvements come
more naturally and easily. One of the participants highlighted the need for open-mindedness to
learn and adapt new things for MSMEs in Thailand.

6.7.7. Finance-related Barriers

The MSMEs reduced access to credit and financial resources are barriers to implementing digital
technologies, furthering the digital divide. MSMEs are less likely than large firms to be able to
access finance due to factors such as a limited credit history and lack of detailed financial
information (Facebook/OECD/World Bank, 2020). The International Finance Corporation (IFC)
estimates that 40% of registered MSMEs in emerging markets have an annual unmet financing
need of $5.2 trillion (IFC 2017). Further, during COVID-19, financial reserves are likely to be
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depleted due to the loss of income from the extended COVID-19 lockdown and border closures
and hence may not have the necessary financial resources for digitalization.

6.7.8. Shortage of Expertise in Digitalization

MSMEs can be directly affected by a lack of sufficient digital skills (UNESCAP, 2020). To thrive
in the digital economy, MSMEs require a diverse set of skills ranging from information and
communications technology (ICT) generic skills (how to use technologies and applications for
professional purposes), ICT specialist skills (how to program apps, develop applications and
manage networks) to ICT complementary skills (how to communicate on social networks, manage
brands, analyze big data) (UNESCAP, 2020). For instance, skilled employees must handle the
ICT tools to manage MSMEs' web or social media presence, webshop, cloud-based applications,
and digitalization of back-office functions. Unfortunately, one of the main challenges facing
MSMEs in the ASEAN region is the shortage of expertise in digital technologies, not just in
programming and digital solution provision, but a good understanding of the business context and
ICT environment (ERIA, 2019). Without skilled human resource expertise, implementation of
digitalization becomes a great challenge, especially when MSMEs wish to move beyond basic
adoption toward greater digital sophistication. However, hiring full-time IT professionals may not
be an option for most MSMEs looking to build their digital capabilities due to their relatively high
labour costs, especially when there is a skill shortage (ERIA, 2019).

Presently, most MSMEs face internal skill gaps as current employees may not have the expertise
in various digital technology tools (Mastercard, 2021)). The internal skills gap also prevents
managers and workers from identifying the digital solutions they need and adapting business
models and processes (OECD, 2020). Also, it is widely acknowledged that the ICT graduates’
skillsets often fall short of what the industry requires. For instance, in Thailand, ICT graduates
lack basic skills like coding or a strong foundation in core subjects, such as advanced
mathematics. 90% of the 20,000 ICT graduates each year are unable to meet the basic
qualifications for companies. The industry needs 6,000—7,000 workers annually, which translates
to a skills shortage of 4,000 to 5,000 a year (ERIA, 2019).

Some of these above barriers and challenges have emerged from our primary research findings.
This study captured obstacles and challenges facing specific digital technology adoption of
MSMEs, namely E-commerce platforms, food-delivery platforms, Fintech platforms, and
government online or E-government platforms. Some selective quotes from participants on the
barriers and challenges facing MSMEs are given below.

Challenges and barriers to using E-commerce platforms
Reluctance to Change Business Process

“We do not know if the e-commerce platform is helpful in our business sector and can it really
help find customers for us. The investment is also high, and there is no guarantee that our
business will grow using e-commerce platform”
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Finance-related Barriers

“Rules and deduction of fees for using the service to sell products causing businesses to have to
increase product prices to compensate for the part of the fee deducted from the platform”

“Credit term of payment is too long effect to company cash flow”

“Advertising costs are too high. Also, the knowledge to use e-commerce in the enterprise,
companies have to pay a high price to learn”

“Still need to pay for high advertising such as Flash Sale, to increase awareness and sale volume”
“High investment cost”

Lack of Knowledge and Awareness

“Lack of understanding and data management of operational staff / preparation of material such
as product images / management control and check the order is correct”

“‘Employees do not have enough knowledge in electronics”
“Understanding and knowledge of using e-commerce platform”
“We have no experience yet, and would need support or proper training”

Shortage of Expertise in Digitalization

“Lack of manpower to reply to customers and pack products”

“Lack of skilled staff in this field”

Challenges and barriers to using food delivery platforms
Finance-related Barriers

“High cost of advertising and promotion”
“Advertising cost”
“High commission charged by platform providers”

Lack of Knowledge and Awareness

“Difficulty in using the system. It is not user friendly”
“The employees’ knowledge and understanding of how to use it is still low”
Digital Divide

“The network system is unstable”
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Challenges and barriers to using Fintech platforms
Finance-related Barriers

“High processing fees such as installment payments swipe credit card which has a relatively high
percentage compared to the gross profit that has occurred”

“Service fee is very high and take long time for transfer money to my account”
“Credit term of payment”
Digital Divide

“Some customers have restrictions on the use of technology. Therefore, still use cash to pay for
services”

“Internet stability, speed, disruption of banking applications”

“Customer internet connection Some people have to take a long time due to the limitation of
internet speed”

“UX/UI and certain restrictions on banking systems that cannot handle certain financial tasks with
full efficiency”

“Network stability & Internet speed”

“Stability of banking platforms/wallets applications, e.g. during periods of simultaneous access to
the system. The use of the Platform may be disrupted”

Cybersecurity Issues

“Online money fraud”

Challenges and barriers to using Online Government platforms
Information-related Barriers

“The whole UX Ul design pattern is unclear, high transaction errors”

“E-mail notification system does not support Thai language”

“Lack of knowledge on rules and regulations and the time period in which they are in force”
Digital Divide

“The system for logging in is limited only to Browser”

“The platform is not updated, has bugs and makes working with government agencies
inconvenient and delayed”
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“Initially there were frequent system crashes. Lately it has been very good”

“The paper work involved is the same and needs to be scanned into the system, which | think can
be improved in the process on the eGP’

Lack of Knowledge and Awareness

“Lack of knowledge, understanding, and expertise in using technology”
“Learning how to use is challenging”

Shortage of Expertise in Digitalization

Lack of expertise should open channels for training or other

Cybersecurity Issues

“Security and Customer Compliance are low”

“Stability of their server”

6.8. Learning Case Studies of Digitalization in Lancang-Mekong countries

6.8.1. Case Study 1: Robinhood Thailand (Private Sector)

r
—
Rebinhood
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Robinhood !

2 nuailable on the GV
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Figure 47: Robinhood Thailand
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Robinhood ( www.robinhood.in.th) is a Thailand homegrown food delivery platform developed by
Purple Venture Co., Ltd, a subsidiary of SCB10X. Robinhood, launched in early 2021 aims to
support the society during COVID-19 under the service motto “app for small guys.” It aims to help
small restaurants and merchants adopt the digital platform to sell their food online, especially in
the wake of lockdown and social distancing measures during COVID-19. Robinhood supports
MSMEs by providing the following supports:

e Robinhood does not charge subscription fees, gross profit (GP) fees, or other fees like
other food delivery platforms. This support aims to help small restaurants lower their
costs while maintaining food quality.

e As its strength as a subsidiary company of Thailand banking and financial service (Siam
Commercial Bank), Robinhood commits to making funds available in merchants’
accounts within 1 hour after a food delivery service transaction has been completed.
This significantly improves merchants’ liquidity and working capital for their business
operations as MSMEs tend to rely pretty much on daily income for their business
operations.

¢ Robinhood supports the online presence of the merchant. The company provides a
support team to help merchants, especially the small restaurants with elderly owners or
those unfamiliar with using the digital application for setting up their shop online. They
also provide training for MSMEs on promoting and advertising their shop online.

Project goal and implementation strategy

e As a subsidiary company of banking and financial service, Robinhood sees the
opportunity to support MSMEs to scale up their business by providing a loan or
microfinance for the merchant in their food delivery application service. Access to bank
loans for MSMEs has always been a barrier. The traditional financial credit system
requires a certain amount of merchant liquidity credit records, hindering MSMEs from
scaling up their business. Some of them may use an alternative option to loan sharks
which is illegal and lose money because of the high-interest rate.

e To sustain MSMEs’ ability to do their business in the long term, Robinhood is planning
to support them by setting up “Robinhood Academy” as a training hub for MSMEs to
enhance their capability to sustain and grow up their business.

Key challenges
¢ Robinhood’s main objective since launching the service is to support small restaurants
and hawkers to sell food online during COVID-19. Therefore, these target groups of
merchants are typically non-tech, elderly, and not government-registered merchants
(not in the tax system). Robinhood's challenge is facilitating their support to have an
online presence and training them to utilize their food delivery application and advertise
their shop by using their application’s add-on support services.
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¢ Another challenge from the business ecosystem perspective is that the local Thailand
internet platform and mobile application providers have a very high setup cost,
especially infrastructure investment. Hence, it is challenging to compete with the giant
global platform providers.

Benefits and critical success factors
¢ Since the Robinhood food delivery application launch at the end of 2020, the company
has already helped several MSMEs in the food and restaurant sector. Some statistics
are given below:
o 90,000 small restaurants are online on the application
o There are 2.3 million food orders via application, valued at approximately 500
million baht.
o Provide jobs to more than 15,000 riders

e Due to the success of the Robinhood app for food delivery, the company is planning to
launch “Robinhood Travel,” an Online Travel Agent (OTA) platform to support the Thai
tourism and hospitality sector to recover from COVID-19 after reopening the country. The
tourism industry is one of the main sectors contributing to Thailand’s GDP, which was
adversely affected by COVID-19. Robinhood commits to building a social enterprise
business model and competing with global platform players by taking a compassionate
approach toward supporting local MSMEs. Robinhood Travel offers “zero-commission”
and “one-hour payment after customer checking out” to tourism agents and hotel owners.
This offer will support MSMEs in this sector to lower their operating costs and cash flow,
unlike other online booking platforms. The hotel business in Thailand relies heavily on the
OTA platform. MSMEs currently own over 50,000 small and medium-sized
accommodations, and they have to pay a hefty commission to the booking platform
(around 10-20%) and a waiting period of 3-7 days to receive payment.

e It can be seen that the critical success factors of Robinhood come from the clear and
strong vision to genuinely support MSMEs, as their motto was “app for small guys” under
the social enterprise business model. This strategy clearly differentiated Robinhood from
other food delivery applications. Another critical success factor is that Robinhood is a
subsidiary company of Siam Commercial Bank, which can support them in terms of
financial transactions to transfer money to MSMEs within 1 hour, removing the barrier
related to timely cash transfer.

e Robinhood suggests having government support for building nation digital infrastructure
for local platforms or mobile applications then local technology platforms can utilize these
infrastructures at a lower cost. Thus, those local technology platforms can get several
benefits which, in the end, will benefit MSMEs such as:
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o Due to the government’s support for technology infrastructure, MSMEs can lower
their investment costs and spend their money to improve other application
services and features.

o Government can support strengthening local technology platforms and mobile
application service providers’ competitiveness to compete with the global giant
technology companies.

Lower cyber risks
Government can utilize data from these platforms for data nation’s data analytics
to offer more government services and products for citizens.

6.8.2. Case Study 2: Digital Economy Promotion Agency (DEPA),
Thailand (Public Sector)

de a dnuneudadsuAsygianana
p Digital Economy Promotion Agency

Figure 48: Digital Economy Promotion Agency (DEPA), Thailand

The Digital Economy Promotion Agency (DEPA), Thailand, was established under the Digital
Development for Economy and Society Act B.E.2560 (2017). It aims to support the development
of the digital industry and innovation in Thailand in critical areas such as

e To develop a strategic plan for the promotion of Thailand's digital economy
e To promote and support private investment and business operations, and
e To promote and support human resource development for digital innovation and industry.

Since 2017 DEPA has supported SMEs, hawkers, and farmers in Thailand in adopting digital
technology. The number of SMEs, hawkers, and farmers and economic value created by this
sector which DEPA supported, is shown in below table:
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Table 15: DEPA supported for SMEs

2018 2019 2020 Target for
2021
Number of SMEs, hawkers, farmers 395 2,750 3,595 23,600
adopting digital technology companies | companies | companies | companies
The economic value created by digital 262 1,112 1,796 2,800
SMEs, hawkers, and farmers Mio. Baht | Mio Baht Mio. Baht | Mio. Baht
(accumulated figures)

Source: (DEPA, 2021)

In addition, DEPA reported in the 2020 annual report that the agency has reached out to provide
support to 6,421 SMEs, Community members, farmers, hawkers, and factory workers.

Project goal and implementation strategy
DEPA has initiated two projects since 2018 targeted to support MSMEs in adopting digital
technology.

e The first project call "DEPA mini transformation voucher". This project provides small
funding for voucher values up to 10,000 Baht (approximately 310 USD) per MSMEs to
purchase any digital equipment or service for their business operations from DEPA
registered service provider. The products and services that MSMEs purchase include
developing an online catalog for their E-commerce page, developing a simple website
for their company, renting drones for crop planting planning, and buying a Point of Sale
(PoS) system.

e The second project aims to provide higher value funding up to 1 Mio. Baht
(approximately 31,250 USD) for MSMEs who have already adopted technology and
want to scale up their business to reach a new market to increase sales volume. A
successful case study of MSMEs who have successfully scaled up their business under
this project is the company named "Ban Rao Mai Bab”.

Key challenges

¢ MSMEs in Thailand are large in number and variety in sectors such as Agriculture, Food,
Tourism, Repair and Maintenance, and Merchant. Due to the limited resources and budget
of the agency, funding to support MSMEs has to be carefully designed to match the need
of each sector for MSMEs highest benefit. Previous studies have shown that any financial
problems related to the lack of funds and government support would adversely influence
MSMEs' adoption of innovative practices.

e Policymakers need to develop suitable policies/interventions to ensure that all MSMEs,
irrespective of their size (micro, small, medium), can contribute equitably towards the
digital initiatives of the country.
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Key success factors

o Effective communication with MSMEs is through the provincial governor, the
municipality major, and the MSMEs association in each province. Direct contact from
the central government or central agency to MSMEs is not efficient as MSMEs tend to
have more trust in local government than in central government or agency. Thus, the
critical success is the collaboration between the central government and agencies like
DEPA and state (provincial) government and the MSMEs association.

e Projects for MSMEs must be easy, simple, and should match their need. The allocation
of funds alone does not necessarily guarantee the project's success.

6.8.3. Case Study 3: The Office of Small and Medium Enterprise
Promotion (OSMEP), Thailand (Public Sector)

OSMEP>>

Office of Small and Medium
Enterprises Promotion

Figure 49: The Office of Small and Medium Enterprise Promotion (OSMEP), Thailand

The Office of Small and Medium Enterprises Promotion (OSMEP) was established in 2000 to
support mechanisms to promote MSMEs in Thailand. During the past four years, and just before
the pandemic, OSMEP initiated "SME ACCESS" to be ONE stop online platform to support
MSMEs.

Project goal and implementation strategy

The idea behind this platform is based on OSMEP's survey with MSMEs about their need for
support which includes 1) The ease of access to government information, 2) the Learning
platform, and 3) Coaching.
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Figure 50: SME ACCESS Platform

Source: (OSMEP, Thailand)

The platform includes 3 services and 1 Application as follows:

Web Portal for SME - It is a website (www.smeone.info) that links all government services from
all agencies (ONE stop platform) for SMEs. It also includes news and newsletters for MSMEs in
one link.
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Figure 51: Web Portal for SME
Source: (OSMEP,Thailand)
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E-Learning Platform - It is an online learning platform (www.smeacademy365.com) for all
courses to reskill and upskill MSMEs
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Flgure 52: E- Learnlng Platform
Source: (OSMEP, Thailand)

SME Coach - It is an online platform (www.thesmecoach.com) aims to provide coaching and
mentoring for MSMEs
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www.thesmecoach.com
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Figure 53: SME Coach

Source: (OSMEP,Thailand)
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Application for SME - SME CONNEXT.

SME CONNEXT

g- Application for SME
/

Application d1xsuijusznaunis SME duasifunkav
SouvDUIASHAUSMsE WY v aad. duus:Tood
Tumsduiasumsduiussiiovoy SME Tne nazgmiu
Online Market Place ;T'}Hs“u@ﬂs:naumsﬁ?ﬁs‘un"ls
duIasunn aan. (WpdasanduMsaala

ansus:Taud

Figure 54: SME CONNEXT Application

Key Challenges

MSMEs have limited knowledge in IT and technology, especially business owners who are first-
generation owners (age above 60). Previous studies have shown that in the case of MSMEs, their
commitment to new innovation and ideas is often linked to the personality of their owner-
managers, which manifests itself in company actions.

Although COVID-19 has forced them to adopt technology, the only device they are using is a
smartphone with a limited capacity and scalability for company operations. Thus, we have to
educate them and train them to use computers and other smart devices and applications in
addition to smartphones. Previous studies have shown that digitalization requires sound technical
and managerial know-how regarding, for example, the use of the latest technological tools and
techniques, standards, and certifications. Therefore, the lack of this know-how in the workforce
constitutes a barrier.

Key Success Factors

The success of this service is evidenced by the number of users, which saw a dramatic increase
during COVID-19. SMEOne users have increased from less than 10,000 in 2018 to more than
500,000 in 2021. It also has more than 79,000 followers on its Facebook page and 5,000 Line
group members.
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7. Recommendations for Digitalization in Lancang-Mekong

Countries

We propose the following recommendation to address the challenges facing MSMEs and
capitalize on digitalization opportunities during and post COVID-19.

7.1.  Facilitating MSMEs Access to Finance and Providing Financial
Support

According to IFC, 40% of registered MSMEs in emerging markets have an annual unmet financing
need of $5.2 trillion (IFC 2017). Despite their higher contribution to GDP, the percentage of MSME
loans to total bank loans in South Asia is only 14.8% (ADB, 2021). Access to finance is a
significant barrier for MSMEs to scale up their business. In most cases, MSMEs lack the high
credit score required to access loans and credit facilities. Supporting MSMEs by facilitating access
to finance is critical. Advancements in Fintech could support MSMEs' financing requirements
(e.g., Robinhood’s strategy to help MSMEs scale up their business by using Fintech technology).
Fintech provides an alternative to traditional financing, facilitating MSMEs to access loans that
otherwise require credit histories and collateral (UNESCAP, 2020). Fintech lending is also helping
address the liquidity crisis among MSMEs (APEC, 2020). Some of the initiatives in LMC have
been promising.

For instance, P.R. China has cut rates, set up a refinancing facility, and reduced reserve
thresholds for bank lending to SMEs. MYBank announced partnerships with 100 banks in P.R.
China to launch “contactless loans” to support 15 million MSMEs, using their “310” lending model.
The lender's risk is reduced through Al tools that allow loan applications to be completed in 3
minutes and approved in 1 second with 0 human intervention (APEC, 2020). For example,
MYBank has provided loans to more than 20 million SMEs in P.R. China since it began its
operations in 2015. MYBank leverages more than 3,000 variables analyzed by an algorithm to
decide over an applicant’s ability to pay within 3 minutes (UNESCAP, 2020). Several countries
also use rate reductions, soft loans, re-financing, and guarantees to improve MSME liquidity
(ADB, 2021). P.R. China has cut rates, set up a refinancing facility, and reduced reserve
thresholds for bank lending to SMEs (APEC, 2020).

Also, providing financial support to MSMEs considering embracing digital technologies can be an
effective way to encourage them to move forward if it is properly designed (ERIA, 2019). In
Thailand, DEPA’s strategy is to provide small funds (up to 10,000 Baht, approx. 300 USD),
medium funds (up to 100,000 Baht), and large funds (up to 1 million baht) to a different group of
MSMEs depending on their size and need. The governments can effectively partner with digital
platformers to provide additional financial support for MSMEs (ERIA, 2019). Further, governments
could give MSMEs financial backing through credit guarantees, longer repayment period,
collateral free loans, and low- and even zero-interest loans (APEC, 2020). During COVID-19,
many governments have introduced loans, grants, and subsidies as primary means of financial
support for MSMEs (Facebook/ OECD/ World Bank, 2020)
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Still, more effort is required for MSMEs in rural regions, micro-entrepreneurs, and the informal
and unbanked MSMEs to access financial services through Fintech, such as mobile banking
applications, peer-2-peer (P2P) digital lending, microloans, among others. For instance, P2P
offers an online marketplace to link individual borrowers with individual lenders directly so that
businesses or individuals can borrow at more favorable terms. Investors can invest at a higher
rate of return, creating a win-win situation. P2P platforms provide faster, easier, cheaper, and
more flexible solutions to meet MSMEs' needs and facilitate their borrowing by allowing them to
communicate directly with investors, making the information delivery more pertinent and more
accurate, and giving it multiple chances to obtain funding (ERIA, 2019).

However, two interviewees (from the public sector) from Thailand and Lao PDR highlighted a
duplication of projects launched by different government agencies within the same MSMEs sector.
The interviewee suggests that the government or policymakers should monitor and make sure
that projects from different government agencies should not be duplicated as they will compete
with each other rather than support each other to help MSMEs. Moreover, an interviewee from
Lao PDR also suggests that long-term and continuous support will benefit MSMESs rather than ad-
hoc and short-term support.

7.2.  Capacity Development of MSMEs — Upskilling and Reskilling

Keeping the workforce up to date in terms of digital skills is the foundation for MSME digitalization.
There is a need to strengthen their vocational training systems to train more people who are
familiar with digital technology. Government support is required to provide education and training
or grant and subsidy programs to transform existing employees into digitally skilled workforce. A
recent study by ADB (2021) highlighted the importance of greater digital literacy and skills
development among small and medium firms. In addition, it is vital to enhance MSMESs' capacity
for financial management skills, including the ability to source funding for their business and
management of working capital, financial literacy on trade finance and income-generating
possibilities, and adaptation skills to survive during and post-COVID-19 (APEC, 2020).

Further, capacity-building programs for MSMEs on entrepreneurship and business skills, such as
access to networks, access to sales opportunities, legal aspects, and the ability to identify
potential suppliers and customers, are critical during and post COVID-19 (APEC, 2020). It is
recommended that capacity-building programs should be in place for MSMEs in LMC through
training, workshops, and other interactions that provide specific digital skills to MSME owners and
employees (ADB, 2021). For instance, since 2018, Thailand’s DEPA has offered ‘Coding
Thailand,” an online platform that collaborates between DEPA and tech partners, including
Microsoft, to develop a coding curriculum and encourage young Thais to learn to code. Free
online training courses for SMEs on digitalization in provided in Cambodia.

Governments should also consider working with digital platforms that directly contact MSMEs to
impart digitalization knowledge (ERIA, 2019). UNCTAD has launched a new e-learning platform
for national trade facilitation committees (NTFCs), allowing it to continue building its capacity to
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keep trade flowing during the COVID-19 pandemic. The platform provides a safe and effective
alternative to face-to-face interactions (UNCTAD, 2021a). Over 400 participants from several
countries, including Cambodia, were the first beneficiaries to use the platform. The workshops
strengthened the small-scale traders' entrepreneurial capacity, helping them identify and seize
opportunities for growth in the harsh business environment created by the pandemic. The
sessions helped the traders understand the sanitary measures required by their own countries
and those from which they source their products. The workshop also improved their awareness
of formal trade procedures to help them switch from informal to formal cross-border trading.
Training on border procedures, simplified trade regimes, and rules of origin helps informal traders
consider trading through formal crossings as a viable option, dispelling their worries about dealing
with border authorities (UNCTAD, 2021b). Other GMS countries could either explore this platform
or develop a similar digital platform for the capacity building of MSMEs during the pandemic.
Finally, programs that encourage peer learning and mentoring might be more effective, given
MSMESs’ high reliance on word-of-mouth for digitalization-related information acquisition.

7.3. Developing  Global Cooperation for Enhancing MSMEs
Competitiveness

The region receives support from international organizations such as UNDP, USAID, JICA, etc.
UNDP plays an important role in supporting MSMEs to lead digital transformation projects in
Vietnam, Cambodia, and Lao PDR. Some of the support programs include:

e The interviewee from the Small and Medium Enterprise Department — Ministry of Industry,
Science Technology and Innovation Cambodia mentioned that they initiated a project to
support MSMEs in Cambodia in the food sector to set up their shop online and such as
website, Facebook shop, and E-Commerce platform and to use the digital marketing tool
to promote their product. With the funding support from UNDP, this project provided 5,000
USD for selected MSMEs. The first phase had more than 100 MSMEs applied, of which
40 MSMEs were selected. Due to the success of this project, UNDP and Small and
Medium Enterprise Department, Ministry of Industry, Science Technology and Innovation
Cambodia are planning to launch the second phase of this project. However, in this
project, some MSMEs have criticized that the requirements for them to participate in the
project were cumbersome, and because of that, so many of them are unable to apply.

e Lao PDR Like Vietnam and Cambodia, UNDP plays a pivotal role in supporting Digital
transformation for MSMEs. In partnership with MTC, UNDP launched the Digital
Government Transformation Project to support the digital transformation agenda in Lao
(check more info.). In addition, the Department of Small and Medium Enterprise
Promotion, Ministry of Industry and Commerce, Lao, in partnership with The United States
Agency for International = Development (USAID), launched @ SMARTUP
(www.smartup.lica.com) in 2021. This platform is designed to help MSMEs enhance their
digital skill and adopt digital to increase their business competitiveness. Examples of
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modules for learning include Digital marketing and sales for SMEs, Data Analytics for
SMEs, etc.

¢ Vietnam Chamber of Commerce and Industry (VCCI), in partnership with the United States
Agency for International Development (USAID), to create a digital transformation platform
for MSMEs

e Through bilateral support from Japan, Thailand has set up the ASEAN-Japan
Cybersecurity Capacity Building Centre (AJCC BC) to advance the skills of cybersecurity
professionals in governmental agencies and critical information infrastructure operators.
It also established the ASEAN-Computer Emergency Response Team (CERT).

7.4.  Develop Supportive Digital Infrastructure for MSME's

As seen in this study, digital infrastructure inequalities are evident across LMC countries. For
example, the digital readiness in Cambodia is still in the initial stage compared to regional peers
(IOM, 2021). In Cambodia, only 40% of the population has access to the internet (World Economic
Forum, 2021). Lao Internet coverage and digital infrastructure in the rural area are pretty poor. In
addition, smartphone and internet cost is relatively high in Lao PDR compared to other countries
in GMS or ASEAN.

In Myanmar, although COVID-19 has forced MSMEs to use digital technology for their business,
a high proportion around 50% are still not able to utilize digital tools because internet connection
is not available in some rural areas or unstable in some areas. Interviewees pointed out that some
areas are also having a problem with electricity. Improving the digital infrastructure, including the
coverage and access to high-speed and affordable internet for the general population, will
significantly enhance the digitalization drive of MSMEs.

At the regional level, a more digitalized border is required in LMC, including digital signatures,
electronic submission and endorsement of customs declarations, e-certificate of origins, digital
letters of undertaking or bank guarantees, etc. This reduces the waiting times and cumbersome
paperwork at the borders and encourages MSMEs to engage and seize the opportunities of cross-
border e-commerce. By 2022, an estimated 20% of all e-commerce will be comprised of cross-
border activity (APEC, 2020). Border management and immigration procedures should leverage
technology such as QR codes for vaccination records and contact tracing and other innovations
such as touchless biometrics and contactless scanning to increase efficiency and reduce the risk
of person-to-person or surface-to-person contamination while maintaining a focus on security.

7.5.  Develop a Supportive Regulatory and Legal Environment for MSME's

An essential factor for MSMEs to thrive in the digital economy is a supportive legal, regulatory,
and business infrastructure. These include laws on digital signatures and electronic
authentication, among others. The main objective is to ensure that online contracts will have the
same value as paper-based contracts. A regulatory framework that encourages healthy
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competition and discourages the abuse of dominance among digital platforms is one measure
that could be considered since digital platforms play a central role in promoting MSME
digitalization. For instance, the availability of one-stop-shop government platforms can facilitate
the business environment for MSMEs (UNESCAP, 2021).

The WTO Trade Facilitation Agreement (TFA) is an instrument designed to facilitate and reduce
the cost of trade across borders. It contains different measures that involve the use of digital
solutions. Article 1 requires that information on requirements for import, export, and transit
procedures should be published online. Article 7 requires adopting procedures for submitting
import documentation, preferably in electronic form and accepting electronic payments of duties
and fees. Article 10 encourages the use of electronic copies to submit documentation
requirements. It also establishes the use of single national windows. It is estimated that the
implementation of these commitments can reduce trade costs by up to 40 percent for least
developed countries. LMC countries could use the WTO TFA as a starting point for enabling legal
and regulatory infrastructure to facilitate international trade through trade procedures. A robust
regulatory framework for digital clearance can help reduce transport and border operations costs,
increase the tradeability of services, and reduce the costs of logistics and operations. Further,
LMC countries like P.R. China have developed dispute resolution systems dedicated to e-
commerce. P.R. China has set up an ‘internet court’ system for cross-border e-commerce
disputes in Hangzhou.

7.6.  Create Awareness of Digitalization

Partnering with local governments and business associations closer to MSMEs than central
governments could be an effective approach to reaching out to maximum MSMEs and creating
awareness of the benefits of digitalization (ERIA, 2018). Some digital platform providers are
already trying to establish local channels to communicate with MSMEs. For example, Bukalapak,
one of the leading e-commerce companies in Indonesia, is deploying hundreds of agents to cover
important cities and suburban areas to communicate and collaborate with local MSMEs
physically. LMC governments can support such moves by digital vendors. Local IT vendors would
be another possible channel as most MSMEs rely on local IT vendors when trying to obtain
information on digital technologies, rather than looking for information on the Internet, including
that provided by digital platformers or major IT vendors (ERIA, 2019). Creating networks of local
IT vendors to let them convey information on various policy programs for MSME digitalization
could be an effective policy measure.

Also, more awareness needs to be created to move informal, non-registered MSMEs to formal
channels. Several MSMEs in LMC are self-owners/ located at home or in their residential area /
running businesses with family members. They rely on cash-based daily transactions. It was
evident from the interviews that one of the main reasons to remain informal is the mindset that
was dealing with the government is complicated—formalizing such MSMEs who have not
registered their business with the government (not in government TAX and VAT). At present
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informal MSMEs are excluded from government support, including access to loans and funding,
and hence belong to the vulnerable category.

7.7.  Build Public-Private Partnerships

Public-private partnerships are critical for initial and sustainable investments in building digital
infrastructure. For example, by working with private enterprise partners in the financial and
telecommunications sectors, policymakers can enhance MSMEs’ access to more advanced
international payment processing tools, such as payment gateways, which can help businesses
manage online transactions and cash flow more effectively needs. Partnerships with private
lending institutions could help many MSMEs rebound from the COVID-19 crisis and grow in new
ways (APEC, 2020).

Further, digital platformers are becoming primary digital service providers for MSMEs. They are
in direct contact with many MSMEs, and they are knowledgeable about the types of MSMEs that
have successfully utilized their services to digitalize businesses operations. Moreover, digital
platformers have the expertise and are keen to improve the digital capability of MSMEs, which
would, in turn, be instrumental in expanding their business base. One of the food delivery platform
provider interviewees mentioned that their company is proud to help MSMEs in the food and
restaurant sector adopt online delivery channels. During COVID-19, we have noticed an
emergence of a new business called “ghost kitchen” for people who lost their job or wanted to
close their shops for cost-saving, which created a new business model for MSMEs for selling food
online only without any restaurant. In P.R. China, one of the interviewees from the digital service
provider highlighted how their company had supported MSMEs. The interviewee shared a
success story of a well-known restaurant operating for many years in Kunming Xishan District. It
mainly deals in Yunnan local cuisine. The specialty is pickled cabbage and fish. The owner uses
manual bookkeeping for management. Before the transition to digital, the shopkeeper spent a lot
of time in revenue management and supplier management every day. During the peak meal
period, customers were impatient for too long to wait for checkout. After using our digital payment
system, the restaurant has realized the functions of code scanning at the table, ordering, code
scanning and checkout, background real-time operation data monitoring, supplier data real-time
monitoring, etc. The owner now can know all the real-time data of his enterprise on a mobile
phone. He no longer needs to spend a lot of time calculating the bill and revenue of each table,
leaving a lot of time to improve customer service quality and reduce customer complaints. The
profits of MSME come not only from expanding the business but also from reducing waste and
improving operational efficiency. Helping MSMEs improve management efficiency is the central
task of any digital service platform provider.

Governments and digital platformers can complement each other to promote MSMEs’
digitalization effectively. For instance, developing partnerships and collaborations with tech
giants, including e-commerce marketplaces (such as Amazon), social media networks (such as
Facebook), app stores (Google Play and Apple Store), and internet search engines (Google,
Bing), among others for supporting MSMEs should be pursued. Such initiatives will provide
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affordable and scalable digital solutions for MSMEs. For example, Microsoft Airband Initiative
aims to close the digital divide and bring high-speed internet connectivity to unconnected
communities worldwide (UNESCAP, 2021). Social network platforms such as WeChat, Weibo,
Line, Facebook, Instagram, Twitter, WhatsApp, and YouTube, among others, are very effective
channels to reach social media users for MSMEs.

7.8. No ‘One Size Fit All Approach’

The majority of MSMEs in LMC countries operate in various sectors such as agriculture, food,
tourism, repair and maintenance, and trading. Several interviewees pointed out that digital
adoption varies across the industry. Also, the survival rate of MSMEs is different across countries
and sectors. For instance, in P.R. China, as one interviewee mentioned, MSMEs’ deregistration
is quite high, especially in the agricultural and wholesale sectors. From the perspective of the
survival cycle, the average life expectancy of MSMEs in P.R. China is around 3-5 years while
large enterprises are more than 10 years. It is reported that approximately 50% of MSMEs could
not survive the first three years of operation (http://sz.fzg360.com). Another concern highlighted
by interviewees is the persistent gap among MSMEs themselves. For instance, the revenue gap
is relatively high when comparing the revenues of micro, small and medium enterprises. Micro
enterprises may require more generic support than small and medium ones. Also, interviewees
highlighted that the location of MSMEs also needs to be considered. MSMEs located in remote
rural areas may require more support than those MSMEs situated in urban areas. Policymakers
need to develop suitable policies/interventions to ensure that all MSMEs, irrespective of their size
(micro, small, medium), can contribute equitably towards the digital initiatives of the country.

8. Conclusion

MSMEs employ a large proportion of the workforce, and they play a critical role as the backbone
of national economies (ADB 2020, 15). The benefits of the digitalization of MSMEs are clear from
this study. The adoption of digital technologies by MSMEs has a positive and statistically
significant impact on a firm’s productivity. Moreover, the digitization of MSMEs is critical for the
country's economic growth and also for regional competitiveness. Our primary and second
research showed that most MSMEs that have adopted digitalization have mostly benefited from
it. The intrinsic characteristics of MSMEs, such as less bureaucracy, greater structural flexibility,
responsiveness, and simpler decision-making processes, have supported the digitalization drive.
For instance, MSMEs make decisions faster and respond quicker to the concerns of stakeholders
than large firms. Further, COVID-19 has emerged as an accelerator for MSMESs' digitalization and
has enabled them to ‘break the barriers’ of digitalization. Still, more effort is required to engage
and support the digitalization of MSMEs.
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Appendices

A. The Interview Question of Government and Association

Research on Status and Prospects on Digital Connectivity in Micro, Small and Medium
Enterprises (MSMEs) in the Lancang-Mekong Countries

Interview Protocol

Government and Association

Prepare by Mekong Institute
Interviewer:

1. Dr. Janya Chanchaichuijit, Project Researcher
2. Dr. Sreejith Balasubramanian, Project Researcher
3. Ms. Yupaporn Siribut, Mekong Institute

31 January 2022

p.88



Digital Connectivity in Micro, Small and Medium Enterprises (MSMESs) in the Lancang-Mekong Countries

Research on Status and Prospects on Digital Connectivity in Micro, Small and Medium
Enterprises (MSMEs) in the Lancang-Mekong Countries

Interview Protocol

l. Pre-Interview

The participants are sent a questionnaire and interview questions for prefill prior to the online
interview session. Questionnaire consists of 2 main sections; Demographic data and the status
on government support, lesson learned, barriers and successful case study for promoting
MSMEs’ digital adoption in your country.

A. Demographic Data: About the organization and the respondent

a) The respondent’s organization.
b) The respondent’s designation/role in the organization.

B. Interview Questions

Q1. Question related to your organization’s policies and/or regulations or initiatives to
support MSMEs digital adoption
Q1.1 Policies and/or regulations or initiatives related to enhancing digital
infrastructure in general or specific to MSMEs (such as internet broadband)
Yes/ No (Please explain)
Q1.2 Policies and/or regulations or initiatives related to enhance digital skills in
general or specific to MSMEs (such as training programs)
Yes/ No (Please explain)
Q1.3 Any policies and/or regulations related to support MSMEs business ecosystem
in general (not necessarily on digital adoption, such as provide financial
support) Yes/ No (Please explain)
Q1.4 Any other policies and/or regulations or initiatives to support MSMEs digital
adoption Yes/ No (Please explain)

Q2. Question regarding to government and association communication with MSMEs
Q2.1 Do you have an up-to-date and accurate database of MSMEs?
Yes/ No (Please explain) If so, how you are keeping it up-to-date and
accurate?
Q2.2 How does your organization communicate with MSMEs regarding to Q1.
(Please select your answer, answer can be multiple selection)
A. Public campaign on radio, television
B. Public campaign through organization’s website or/and related association
website
C. Social Media such as Facebook, Twitter, Instagram, please specify...........
D. Other means of communication, please specify
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Q2.2 Which communication channel with MSMEs from Q2.2 is the most effective
way to communicate with MSMEs? please explain ...............cccooiiiiiiiinnn.
Q3. Success stories/case study
Q3.1 Please share one or more success stories or examples of your organization’s
policy and/or regulation and/or initiatives which has played a key role in
promoting MSMEs digital adoption.
Q3.2 What are the key success factors from Q3.17?
Q3.3 How did you measured the success of Q3.17?
Q3.4 How MSMEs are benefiting from Q3.17?
Q3.5 What are key lessons learned from Q3.17?

Q4. Unsuccessful stories/case study
Q4.1 Please share on or more unsuccessful stories or examples of your
organization’s policy and/or regulation and/or initiative which was either
unsuccessful or ineffective in promoting MSMEs digital adoption.
Q4.2 What are the main reason of the policy and/or regulation and/or initiative to
be unsuccessful or ineffective from Q4.17?
Q4.3 What are the key lessons learned from Q4.17?

l. Semi-structured interviews.

Semi-structured interviews will be carried out, one on one, between the researchers and each
of the participant from government or association in LMC countries. This session aims to
discuss more detail and clarify some points that may not clear from the pre-interview session on
prefill interview questions.

The schedule of the semi- interview is shown below.

Duration Description

(Minutes)
5 Introduction/Welcome

e Welcome participant.

e Explain the purpose of the research.

e Check if the participant is still happy to continue/clarify any questions
before the interview; the ethics approval consent form.

15 Q1. Question regarding to your organization policies and/or regulations

to support MSMEs digital adoption

Q1.1 Policies and/or regulations or initiatives related to enhancing digital

infrastructure in general or specific to MSMEs

Q1.2 Policies and/or regulations or initiatives related to enhancing digital

skills in general or specific to MSMEs

Q1.3 Policies and/or regulations or initiatives related to enhancing business

ecosystem of MSMEs (not necessarily on digital adoption)

Q1.4 Any other policies and/or regulations or initiatives to support MSMEs

digital adoption

5 Q2. Question regarding to government and association communication

with MSMEs
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Q2.1 Do you have an up-to-date and accurate database of MSMEs? If so,
how you are keeping it up-to-date and accurate?

Q2.2 How does your organization communicate with MSMEs regarding to
Q1.

Q2.3 Which communication channel with MSMEs from Q2.1 is the most
effective way to communicate with MSMEs?

15 Q3. Success stories or case study

Q3.1 Please share one or more success stories or examples of your
organization’s policy and/or regulation and/or initiatives which has played a
key role in promoting MSMEs digital adoption.

Q3.2 What are the key success factors from Q3.17?

Q3.3 How did you measured the success of Q3.17?

Q3.4 How MSMEs are benefiting from Q3.17?

Q3.5 What are key lessons learned from Q3.17?

15 Q4. Unsuccessful case study

Q4.1 Please share one or more unsuccessful stories or examples of your
organization’s policy and/or regulation and/or initiative which was either
unsuccessful or ineffective in promoting MSMEs digital adoption.

Q4.2 What are the main reason of the policy and/or regulation and/or
initiative to be unsuccessful or ineffective (from Q4.1)?

Q4.3 What are the key lessons learned from Q4.17?

5 Closing

e Any other comments from the participants?

e Thank the participant for their contributions.

e Meeting Closed.

Total: 60 minutes
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B. The Interview Question of Internet / Mobile (Digital) Platform

Research on Status and Prospects on Digital Connectivity in Micro, Small and Medium
Enterprises (MSMEs) in the Lancang-Mekong Countries

Interview Protocol

Internet / Mobile (Digital) Platform

Prepare by Mekong Institute
Interviewer:

4. Dr. Janya Chanchaichujit, Project Researcher
5. Dr. Sreejith Balasubramanian, Project Researcher
6. Ms. Yupaporn Siribut, Mekong Institute

31 January 2022
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Research on Status and Prospects on Digital Connectivity in Micro, Small and Medium
Enterprises (MSMEs) in the Lancang-Mekong Countries

Interview Protocol

l. Pre-Interview

The participants are sent a questionnaire and interview question for prefill prior to the online
interview session. Questionnaire consists of 2 main sections; Demographic data and the status
on your business’s current support, lesson learned, barriers and successful case study for
promoting MSMESs’ digital adoption in your country and the region.

C. Demographic Data: About the organization and the respondent

c) The respondent’s organization.
d) The respondent’s designation/role in the organization.
e) Field of your business
A. E-Commerce platform (marketplace)
B. Food delivery platform
C. Social media platform
D. Ride hailing platform
E. Logistics platform
F. Other, please specify
d) How many countries in Lancang-Mekong Countries (LMC) does your business
operated?
A. Cambodia
B. P.R. China
C. Lao PDR
D. Myanmar
E. Thailand
F. Vietnam
e) Number of employees.
A. Local (please specify)
B. Global (please specify)
f) Company’s approximate annual revenue.
A. Local (please specify)
B. Global (please specify)

D. Interview Questions

Q1. Question regarding to the current status and trend of MSMEs digital adoption in
your country and the region.
Q1.1 What do you think about the status about the internet platform utilization of
MSMEs for their business in your country? (Such as digital payment/invoicing,
e-commerce platform, digital B2B, B2C communication etc.)
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Q1.2 Did you see any growing trend of MSMEs involvement in the internet / mobile
(digital) platform? (before and during COVID-19 and after) ((such as digital
payment/invoicing, e-commerce platform, digital B2B, B2C

communication etc.)

Q2. Question regarding to your business ecosystem to support MSMEs.
Q2.1 Any supports or initiatives that you offer specific to MSMEs or build for
MSMEs (such as product, service, financial and training) Yes/ No (Please
explain)

Q2.2 How MSMEs are benefiting from your support Q2.17?
Q2.3 The challenges to do business with MSMEs.

Q3. Success stories/ case study
Q3.1 Please share your success stories or specific practices that helped MSMEs
digital adoption
Q3.2 What are the key success factors from Q3.17?
Q3.3 How did you measured the success of Q3.17?
Q3.4 What are the lesson learned from Q3.17

Q4. Unsuccessful stories/ case study
Q4.1 Please share any of your unsuccessful stories or ineffective initiatives to
support MSMEs digital adoption
Q4.2 What are the main reasons for Q4.17?
Q4.3 What are the lessons learned from Q4.17?

Q5. Question regarding to government policies or support to your business
Q5.1 In your opinion, what are regulatory obstacles or policy which may hinder
MSMEs from digital adoption?
Q5.2 What need to be done or improved for MSMEs to take advantage of the
digital transformation opportunity in your country and in the wider LMC?
Q5.3 Any other mechanism or measures that you think would promote MSMESs’
digital adoption in your country and in the wider LMC?
Q5.4 What are you expect from policymakers to make your future plan successful?

1. Semi-structured interviews.

Semi-structured interviews will be carried out, one on one, between the researchers and each
of the participant from internet platform in LMC countries. This session aims to discuss more
detail and clarify some points that may not clear from the pre-interview session on prefill
interview questions.

The schedule of the semi- interview is shown below.

Duration Description
(Minutes)
5 Introduction/Welcome
e Welcome participant.
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e Explain the purpose of the research.

e Check if the participant is still happy to continue/clarify any questions
before the interview; the ethics approval consent form.

15 Q1. Question regarding to the current status and trend of MSMEs digital

adoption in your country and the region.

Q1.1 What do you think about the status about the internet platform

utilization of MSMEs for their business in your country? (such as digital

payment/invoicing, e-commerce platform, digital B2B, B2C communication

etc.)

Q1.2 Did you see any growing trend of MSMEs involvement in the internet

platform? (before and during COVID-19) ((such as digital payment/invoicing,

e-commerce platform, digital B2B, B2C communication etc.)

5 Q2. Question regarding to your business ecosystem to support MSMEs.

Q2.1  Any supports or initiatives that you offer specific to MSMEs or build for

MSMEs (such as product, service, financial and training)

Q2.2 How MSMEs are benefiting from your support Q2.17?

15 Q3. Success stories/ case study

Q3.1 Please share your success stories or specific practices that helped

MSMEs digital adoption

Q3.2 What are the key success factors from Q3.17?

Q3.3 How did you measured the success of Q3.17?

Q3.4 What are the lesson learned from Q3.17

15 Q4. Unsuccessful stories/case study

Q4.1 Please share any of your unsuccessful stories or ineffective initiatives

to support MSMEs digital adoption

Q4.2 What are the main reasons for Q4.17?

Q4.3  What are the lessons learned from Q4.17

15 Q5. Question regarding to government policies or support to your

business

Q5.1 In your opinion, what are regulatory obstacles or policy which may

hinder MSMEs from digital adoption?

Q5.2 What need to be done or improved for MSMEs to take advantage of

the digital transformation opportunity in your country and in the wider LMC?

Q5.3 Any other mechanism or measures that you think would promote

MSMEs’ digital adoption in your country and in the wider LMC?

Q5.4 What are you expect from policymakers to make your future plan

successful?

5 Closing

e Any other comments from the participants?

e Thank the participant for their contributions.

e Meeting Closed.

Total: 75 minutes
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C. Questionnaires for MSMEs (English Version)

Digital Connectivity in Micro, Small and Medium Enterprises (MSMEs) in the Lancang-
Mekong Countries

Q1
Dear Participant,

You are invited to participate in a research study titled “Status and Prospects on Digital
Connectivity in Micro, Small and Medium Enterprises (MSMEs) in the Lancang-Mekong
Countries” by Mekong Institute (MI) under the support from the People’s Government of the
People’s Republic of P.R. China. This survey aims to 1) understand the current situation of
awareness and adoption of relevant digital technology and innovation by MSMEs in Lancang-
Mekong countries, 2) challenges and opportunities of MSMEs to participate in digitalization
(including risks of not going digital), and 3) key government policy and enabling initiatives to
support functioning digital connectivity and digital transformation in MSMEs.

We highly value your participation in this study which will take not more than 10-12 minutes of
your time. The survey is voluntary and strictly anonymous to maintain confidentiality and prevent
the identification of specific respondents. Also, you can withdraw from the study at any time
while completing the survey. Thank you for your interest and participation in this study.

If you have any questions related to the survey, please email janya.chanchaichujit@gmail.com

STATEMENT BY PERSON AGREEING TO PARTICIPATE IN THIS STUDY - | have read and
understood the participant information above and | freely and voluntarily give my consent to
participate in this study.

Yes, | consent (1)
No, | do not consent (2)

Q2 Please mention your role/designation in the organization
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Q3 How many years of work experience you have in total

0-2 (1)
3-5 (2)
6-10 (3)
10-15 (4)
16-25 (5)
25+ (6)

OoOoOooOooOon

Q5

I

Ow many years you are working in your current organization

0-2 (1)
3-5 (2)
6-10 (3)
10-15 (4)
16-25 (5)
25+ (6)

OO0O00O00O

Q10 How many years your organization has been in operation?

0-2 (1)
3-5 (2)
6-10 (3)
10-15 (4)
16-25 (5)
25+ (6)

OO0O0000O

Q11 How many employees work in your organization?

09 (1)

10-25 (2)
26-50 (3)
51-100 (4)
101-250 (5)
251-500 (6)
501-1000 (7)
1001-2500 (8)
Above 2500 (9)

ooOoOooOooooad
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Q12 How much your Company’s approximate annual revenue? (in USD)

Less than 250,000 (1)
250,000 - 500,000 (2)
500,001 - 1 Million (3)

1 Million - 5 Million (4)

5 Million - 10 Million (5)

10 Million - 50 Million (6)
50 Million - 100 Million (7)
100 Million - 250 Million (8)
Above 250 Million (9)

OooOoOoOooooad

Q13 How many annual customers do you have on average (Please provide approximate
estimate in the text below)

country Please mention your nationality?

V¥ Afghanistan (1) ... Zimbabwe (1357)

Q7 In which country do you currently reside?

V¥V Afghanistan (1) ... Zimbabwe (1357)

Q8 Which is the primary country of your business operations?

Cambodia (1)

P.R. China (2)

Lao PDR (3)

Myanmar (4)

Thailand (5)

Vietnam (6)

Others (Please specify in below text box) (7)

OooOoOooOooOon
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Q26 Which of the following industry/sector most closely matches the one of your organization?

Tourism and Hospitality (1)

Construction and Real estate (2)

Educational services (3)

Airline/Aviation (4)

Manufacturing (5)

Retail and Trading (6)

Healthcare (7)

Transportation, Logistics and Supply Chain (8)
Public Administration/Services (16)

Banking and Finance (9)

Information Technology (IT) (10)

Media, Entertainment and Recreation (13)
Food and Agriculture (21)

Others (Please specify in below text box) (17)

O0O0O0O0O0o00OOo0OoOoOooOooOon

Q14 Is your business include export and cross border?

O Yes (Please specify below the main country that your product ship to..) (1)

O No (2)

Q15 Please mention the digitalization activities from the following list that your company has
adopted (Please select all that is relevant and also mention when it was introduced - if you are
aware of the year)

O Company Website (since when, specify the year below) (1)

Digital Communication tool (such as E-mail, Whatsapp, Line, Wechat) (since when,
specify the year below) (2)
Basic software (such as Microsoft Office) (since when, specify the year below) (3)

Enterprise Resource Planning (ERP) (since when, specify the year below) (4)

Social Media (such as Facebook, Instagram, TikTok) (since when, specify the year
below) (5)
E-Commerce platform (since when, specify the year below) (6)

o o o o o a4d

E-Payment, digital invoicing (since when, specify the year below) (7)
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O Digital Platform for business operations (such as logistics, warehouse, fulfiiment) (since
when, specify the year below) (8)

0 Advance software and algorithms (such as Atrtificial Intelligence and Machine Learning,
etc.) (since when, specify the year below (9)

0 Application Tools (such as Goolge drive, Dropbox) (since when, specify the year below)
(10)

O Analytical tool (such as sale forecasting, Al) (since when, specify the year below) (11)

O Business Process Automation (since when, specify the year below) (12)

0 Advanced data analytics (such as big data and cloud computing) (since when, specify
the year below) (13)

O Blockchain (since when, specify the year below) (14)

O Robotics (since when, specify the year below) (15)

O Internet of Things (Use of Sensors, RFID tags, etc.) (Please mention the activity and
since when, specify the year below) (16)

O Virtual and Augment Reality (Please mention the activity and since when, specify the
year below) (18)

O Other digitalization activities (Please mention the activity and since when, specify the
year below) (17)

Q16 Please rate the extent of adoption of the following (Whichever applicable)

Very low . . Not
extent Low Moderate High Very high applicable

(1) extent (2) | extent(3) | extent(4) | extent (5) (6)

Company
Website (1)

Digital
Communication
tools (2)

Basic software
(such as
Microsoft Office)

3)
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Very low
extent

(1)

Low
extent (2)

Moderate
extent (3)

High
extent (4)

Very high
extent (5)

Not
applicable

(6)

Enterprise
Resource
Planning (ERP)

(4)

Social Media (5)

E-Commerce
platform (6)

E-Payment,
digital invoicing

(7)

Digital Platform
for business
operations (8)

Application
Tools (9)

Advance
software and
algorithms (10)

Analytical tool

(11)

Business
Process
Automation (12)

Advanced data
analytics (13)

Blockchain (14)

Internet of
Things (15)

Virtual and
Augment
Reality (16)
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Q18 Which are the main drivers for the company to adopt various digitalization tools (Please
select all that is relevant)

Word of Mouth (1)
Public advertisement (2)
Internal staff recommendation (3)
Government training (4)

IT Vendors/ Digital Platformers (5)
Competitors has implemented (6)
Customer suggestions/requirements (7)
To comply with government regulations (8)
Other, please specify (9)

Oo0Oo0OoOooooag

Q17 What are the benefits associated with the digitalization adoption in your organization
(Please select all that is relevant)

Increased customer base (1)

Enhanced customer service (2)

Ease of business operations (3)

Cost reduction (4)

Higher brand awareness (5)

Empowering information-based decision making (6)
Enhanced marketing and customer outreach (7)
Reduction in operational time (8)

Improvement in quality (such as reduction in errors) (9)
Other, please specify (10)

Oo0OoOoOoooooad

Q19 Which of the following internet platforms your organization is using? (Please select all that
is relevant)

E-commerce marketplace (1)

Food delivery platform (2)

Online payment/financial technology platform (4)
Government online portal platform (5)

Other (please specify) (6)

OoO00O0O0O

Q73 Assessing the impact of COVID-19 on MSMEs adoption of digital technologies
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Q62 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of digital technologies in my organization'

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OoO00O0O0O

Q69 Please rate the level of agreement with the following statement: 'There is an increase in
customer demand for online purchases and/or services during COVID-19'

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OoO00O0O0O

Q70 Please rate the level of agreement with the following statement: 'COVID-19 has increased
the investment in digital technologies in my organization’

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OoO00O0O0O

Q71 Please rate the level of agreement with the following statement: 'In response to COVID-19,
my organization now see digital technologies as source of competitive advantage'

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OoO00O0O0O
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Q72 Please rate the level of agreement with the following statement: 'In response to COVID-19,
my organization is refocusing the entire business around digital technologies'

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OoO00O0O0O

Q58 E-commerce (Skip this section if not relevant)

Q22 Which is the E-Commerce marketplace platform that your organization is using? (Please
mention in the below text)

Q23 When did your organization start using E-Commerce platform? Please specify the year

Q63 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of E-commerce platform in my organization’

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OoO00O00O

Q24 Which are the main drivers for your organization to adopt E-commerce platform (Please
select all that is relevant)

Word of Mouth (1)
Public advertisement (2)
Internal staff recommendation (3)
Government training (4)

IT Vendors/ Digital Platformers (5)
Competitors has implemented (6)
Customer suggestions/requirements (7)
To comply with government regulations (8)
Other, please specify (9)

aoa

OooOoOooOooOon
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Q26 What are the benefits associated with E-commerce adoption in your organization (Please
select all that is relevant)

Increased customer base (1)

Enhanced customer service (2)

Ease of business operations (3)

Cost reduction (4)

Higher brand awareness (5)

Empowering information-based decision making (6)
Enhanced marketing and customer outreach (7)
Reduction in operational time (8)

Improvement in quality (such as reduction in errors) (9)
Other, please specify (10)

OooOoOoOooooaa

Q27 What percentage of your organizations total sales are made through E-commerce
marketplace platform?

0 10 20 30 40 50 60 70 80 90 100

0-100% () '

Q28 How does your business receive payments for your E-Commerce marketplace orders
(Please select all that is relevant)

Online credit/debit card (1)

Third party payment service such as Paypal, Line pay, shopee pay (2)
Bank account transfer (3)
Cash on delivery (4)
Others, please specify (5)

OO0000O

Q29 Does your organization use third party logistics service provider for following
activities? (Please select all that is relevant)

Transportation (1)
Packing (2)

Warehouse (3)

Shipping documents (4)
Others, please specify (5)

OoO0O00O0O
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Q30 What challenges/barriers does your organization faced/facing using E-commerce
marketplace platform?

Q59 Food delivery platform seller (Skip this section if not relevant)

Q30 Which is the food delivery platform that your organization is using? (Please mention in the
below text)

Q31 When did your organization start using food delivery platform? Please specify the year

Q64 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of Food delivery platform in my organization'

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OoOoOooOoo
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Q32 Which are the main drivers for your organization to adopt food delivery platform (Please
select all that is relevant)

Word of Mouth (1)
Public advertisement (2)
Internal staff recommendation (3)
Government training (4)

IT Vendors/ Digital Platformers (5)
Competitors has implemented (6)
Customer suggestions/requirements (7)
To comply with government regulations (8)
Other, please specify (9)

Oo0Oo0OoOooooag

Q33 What are the benefits associated with food delivery platform adoption in your organization
(Please select all that is relevant)

Increased customer base (1)

Enhanced customer service (2)

Ease of business operations (3)

Cost reduction (4)

Higher brand awareness (5)

Empowering information-based decision making (6)
Enhanced marketing and customer outreach (7)
Reduction in operational time (8)

Improvement in quality (such as reduction in errors) (9)
Other, please specify (10)

OoooOoOoOooooaga

Q34 What percentage of your organizations total sales are made through food delivery platform
?

0 10 20 30 40 50 60 70 80 90 100

0-100% () '
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Q35 How does your business receive payments through food delivery platform (Please select all
that is relevant)

Online credit/debit card (1)

Third party payment service such as Paypal, Line pay, shopee pay (2)
Bank account transfer (3)
Cash on delivery (4)
Others, please specify (5)

OoO00O0O0O

Q37 What challenges/barriers does your organization faced/facing in doing business using food
delivery platform

Q60 Online payment/financial technoloqy platform (Skip this section if not relevant)

Q38 Which is the online payment/financial technology platform that your organization is using?
(Please mention in the below text)

Q39 When did your organization start using online payment/financial technology platform?
Please specify the year
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Q66 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of online payment/financial technology platform in my
organization'

Strongly disagree (4)
Somewhat disagree (5)
Neither agree nor disagree (6)
Somewhat agree (7)

Strongly agree (8)

OO0000O

Q40 Which are the main drivers for your organization to adopt online payment/financial
technology platform (Please select all that is relevant)

Word of Mouth (1)
Public advertisement (2)
Internal staff recommendation (3)
Government training (4)

IT Vendors/ Digital Platformers (5)
Competitors has implemented (6)
Customer suggestions/requirements (7)
To comply with government regulations (8)
Other, please specify (9)

OoOoOoOoOoooag

Q41 What are the benefits associated with online payment/financial technology platform in your
organization (Please select all that is relevant)

Increased customer base (1)

Enhanced customer service (2)

Ease of business operations (3)

Cost reduction (4)

Higher brand awareness (5)

Empowering information-based decision making (6)
Enhanced marketing and customer outreach (7)
Reduction in operational time (8)

Improvement in quality (such as reduction in errors) (9)
Other, please specify (10)

Ooo0o0OoOoooooaa
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Q42 What percentage of your organizations total sales are made through online
payment/financial technology platform ?

0 10 20 30 40 50 60 70 80 90 100

0-100% () _ '

Q44 What challenges/barriers does your organization faced/facing in doing business
using online payment/financial technology platform?

Q61 Government online platforms (Skip this section if not relevant)

Q45 What are the online government platforms that your organization is using? (Please mention
in the below text)

Q46 When did your organization start using government online platforms? Please specify the
year
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Q67 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of online government platform in my organization'

Strongly disagree (6)
Somewhat disagree (7)
Neither agree nor disagree (8)
Somewhat agree (9)

Strongly agree (10)

OoO00O0O0O

Q47 Which are the main drivers for your organization to adopt online government online
platforms (Please select all that is relevant)

Word of Mouth (1)
Public advertisement (2)
Internal staff recommendation (3)
Government training (4)

IT Vendors/ Digital Platformers (5)
Competitors has implemented (6)
Customer suggestions/requirements (7)
To comply with government regulations (8)
Other, please specify (9)

OOoOo0OoOooooag

Q48 What are the benefits associated with online government platforms in your organization
(Please select all that is relevant)

Increased customer base (1)

Enhanced customer service (2)

Ease of business operations (3)

Cost reduction (4)

Higher brand awareness (5)

Empowering information-based decision making (6)
Enhanced marketing and customer outreach (7)
Reduction in operational time (8)

Improvement in quality (such as reduction in errors) (9)
Other, please specify (10)

OooOoOoOoooooaa

Q50 What challenges/barriers does your organization faced/facing in using government online
platforms?
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Q68 What are the key digitalization trends you have witnessed during COVID-19 among
MSMEs? Please specify

Q51 What are the regulatory hurdles or policies that hinder MSMEs like you to go
digital? Please specify

Q52 What kind of policies do you think would promote MSMESs’ digital adoption in
your country? Please specify
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Q53 If your business is not utilizing any digitalization or is lagging behind others, please specify
the reasons

Q54 How do you plan to utilize digital technologies in your future business?

Q55 What do you think need to be improved to meet the digital
transformation opportunities? Please specify

Q56 What digitalization policies do you expect from policy makers to make your future business
successful?
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D. Questionnaires for MSMEs (English-Thai Version)

Digital Connectivity in Micro, Small and Medium Enterprises (MSMEs) in the Lancang-
Mekong Countries

nsidlausionsddvialudamviavuianatuazuingan (MSMEs) Tunguussmadmudne-usilos
Dear Participant,

You are invited to participate in a research study titled “Status and Prospects on Digital
Connectivity in Micro, Small and Medium Enterprises (MSMEs) in the Lancang-Mekong
Countries” by Mekong Institute (MI) under the support from the People’s Government of the
People’s Republic of P.R. China. This survey aims to 1) understand the current situation of
awareness and adoption of relevant digital technology and innovation by MSMEs in Lancang-
Mekong countries, 2) challenges and opportunities of MSMEs to participate in digitalization
(including risks of not going digital), and 3) key government policy and enabling initiatives to

support functioning digital connectivity and digital transformation in MSMEs.

We highly value your participation in this study which will take not more than 10-12 minutes of
your time. The survey is voluntary and strictly anonymous to maintain confidentiality and
prevent the identification of specific respondents. Also, you can withdraw from the study at any

time while completing the survey. Thank you for your interest and participation in this study.
If you have any questions related to the survey, please email janya.chanchaichujit@gmail.com

Sy fidnaunnving

vuldsulaidnsunisfinuideses “anuswazouirnvesnadeusesidaluiamia
YUIANANRALIUINE B (MSMES) Tunquuseinead1ug19-wiles (Status and Prospects on Digital
Connectivity in Micro, Small and Medium Enterprises (MSMEs) in the Lancang-Mekong Countries)”
Tnganuarusudiofievnuiasugiaduiilas (Vekong Institute : M) ngldinisaduayuvosigua

gy ¢

a15715053UsE U nswuudisaidiingussasdive 1) Anwaniunisaldagduvesnisnseniniuas
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nmstmaluladddvauaruinnssuiifoadounldluiamisvuianarsuazvuingen (MSMEs) lung
Usemaauge-udles 2) Anwrianunimeuazlenia (Challenges and opportunities) Yasia1MAUUIN
nanawazvuIngey (MSMEs) lumsidufdna (rudsamdssainnslivsuiliidufana) was 3)
ulsnefidfyresssuianasuaniioatuayunadoudonisddanasmaasuulamiaadnalu
TaufvuIAnNaarIuInges (MSMEs)

anuzfiflinruddyfunstidusuvosidriulunsinuniiduerannuazasddinaliiu
10-12 w1l manouuuvdnaiagdniunislnemnuadaslavesnouuuvasuniy Tnsanedifoasld
nmadanedoyadiuyanavesinuii s nwiauduLasleatunsssyi I Ao ULUUADUN N
uennil vhugnuannsaoeuiannsinuidlelafldluvasiineuuuudina

[
[

vavaupuniviauaulanasiiausulunsAinwiasil
minviudaaungInuluuds1atl Tsadsaa1uungsdiua janya.chanchaichujit@gmail.com

STATEMENT BY PERSON AGREEING TO PARTICIPATE IN THIS STUDY - | have read and understood
the participant information above and | freely and voluntarily give my consent to participate in

this study.

Q1 AmYusdmivdnanasiazidrinlunsinenil - duldeuuagyianudilaneliudeyatiany

e hazdueeuliNTINNsANYHlneatAsla

Yes, | consent (1) (1%, duduzay)

No, | do not consent (2) (li, aulsiBusaw)
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Q2 Please mention your role/designation in the organization

Wsassyunummsesdunisvesyiuluesdns

Q3 How many years of work experience you have in total?
uiszaunsalimsviuiomnuniiile

Qo-2 (1)

029

Q35 (2

353

Q6-10 (3)

6-10 U

Q10-15 ()

10-15 U

Q16-25 (5)

16-25 U

Q25+ (6)

[

fauhdTuly
Q4 How many years you are working in your current organization?
vinuviendluesansthgtuaiuuile
Qo-2 (1)
021
Q35 (2)
359
Qe6-10 (3)
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6-10 U
Q10-15 (@)
10-15 9
Q16-25 (5)
16-25 1

Q25+ (6)

£%

gaumdauly

Q5 How many years your organization has been in operation?
AN TV TR N TUN I TIMA IUI T8

Qo-2 (1)

029

Q35 (2

353

Q6-10 (3)

6-10 U

Q10-15 ()

10-15 U

Q16-25 (5)

16-25 U

Q25+ (6)

[
Y o

gavmdauly

Q6 How many employees work in your organization?
lupeansveaudwinguaiuayile
Qo9 (1)

0-9 AU
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Q1025 (2)
10-25 A
Q26-50 (3)
26-50 AL
Q51-100 (4)
51-100 AY
Q101-250 (5)
101-250 AU
(Q251-500 (6)
251-500 AU
Q501-1000 (7)
501-1,000 AL
(Q1001-2500 (8)
1,001-2,500 AY
O Above 2500 (9)

11N 2,500 AU

Q7 How much your Company’s approximate annual revenue? (in USD)
asAnsvavulsIelanetlneyssuaniila? (e neaa1sanss)

Less than 250,000 (1)

Wosnin 250,000 AoaaNIaANSY

(250,000 - 500,000 (2)

250,000-500,000 AOAGTSEANST

(500,001 - 1 Million (3)

500,000- 1 87U AOAANTANST

Q1 Million - 5 Million (4)

1 87U- 5 61U AoaaNTansy

Q5 Million - 10 Million (5)
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5 811 10 81U APaANTANSY
110 Million - 50 Million (6)
10 @1u- 50 81U APAANTANSY
Q150 Million - 100 Million (7)
50 811~ 100 81U ABAANTANSY
Q100 Million - 250 Million (8)
100 81U~ 250 81U ABARNTANSY
QAbove 250 Million (9)

1INN31 250 61U ADAATTANTY

Q8 How many annual customers do you have on average? (Please provide approximate
estimate in the text below)

viilgnAnadenetnge (Usaszyalngyssanalunapsdoniumuai)

Q9 country Please mention your nationality?
NFANTYYAYYIFVOIIU?

deydlve sey “Thailand”

V' Afghanistan (1) ... Zimbabwe (1357)

Q10 In which country do you currently reside?
Tgturerreeglulszmala?

Uszmelneg sy “Thailand”

V' Afghanistan (1) ... Zimbabwe (1357)
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Q11 Which is the primary country of your business operations?
ouAnsvas A udumseglutsemaladuvan?

Qcambodia (1)

USEnANuY

QPR. China (2)

81515043 FUTE VLAY

QlLao POR (3)

assasguszsulneUssrivuan

OMyanmar (4)

Uszinenain

Thailand (5)

Usznelng

OvVietnam (6)

Usenaignuia

Qothers (Please specify in below text box) (7)

A = v v ]
au 9 (nyusyyTaUsemalungosdanIunLE)

Q12 Which of the following industry/sector most closely matches the one of your
organization?
onamnssumienmalaseludnsiiuesdnsvesiiusiniign

QTourism and Hospitality (1)

mMsvieufieInaznIsuinig

O Construction and Real estate (2)

NISNDATNUAYIAINITUNING

Educational services (3)
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ATUTNITNNNITANY

OQAirline/Aviation (4)
A18N130U/NITVUAIINDINA
OManufacturing (5)

ASHER

ORetail and Trading (6)
nsfUanuaznsTene

Healthcare (7)

NIYUAGUAIN

Transportation, Logistics and Supply Chain (8)
nsvuds ladadind uagviaslgguniu

QPublic Administration/Services (16)
ATUIMITIIVNNT/UINS

(Banking and Finance (9)
AIFUIAITHALNITEU

Qinformation Technology (IT) (10)
wialuladansawnea (lofl)

(JMedia, Entertainment and Recreation (13)
do Tuis uasumuinng

OFood and Agriculture (21)
DIMTHALNITNYAT

others (Please specify in below text box) (17)

auq (WWsnseylundestoninueuena)
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Q13 Is your business include export and cross border?
g3faveinuiinisdtenn (Export) wavvuasdusdiunsuuau (Cross Border) 3ali?
Oves (Please specify below the main country that your product ship to..) (1)

1o (UsnszyUssmananiigsiavesinulimsvudeduily)

ONo (2)

14, g3fnvesuliiifertesiunisdsesn (Export) lazvudsduminunsuuay (Cross Border)

Q14 Please mention the digitalization activities from the following list that your company
has adopted (Please select all that is relevant and also mention when it was introduced -
if you are aware of the year)
IUsassufenssudmadviaensemsieludnussmvesindnsilldnu (usadenynioiiiedos
upzsyysrgnsultaudeln - maviunswisulsaw)

[CIcompany Website (since when, specify the year below) (1)

Auledvasu3sn (Company Website) (Aausidiola TsaszyUnueans)

DDigital Communication tool (such as E-mail, Whatsapp, Line, Wechat) (since when,
specify the year below) (2)
\A30silodoansnieAava Wy E-mail, Whatsapp, Line, Wechat) (Fausiileln Lsaszyd

ANUAS)

[Basic software (such as Microsoft Office) (since when, specify the year below) (3)

BOUAWITHUFIU (WU Microsoft Office) (Rawsidiala TusaszyUnueng)

DEnterprise Resource Planning (ERP) (since when, specify the year below) (4)
NISUHUNINGINT9ANT (Enterprise Resource Planning : ERP) (Rausiidiola TsaseyT

ANUES)
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[sSocial Media (such as Facebook, Instagram, TikTok) (since when, specify the year
below) (5)

lndvaiiiievsededenupaulail (Social Media) 1 Facebook, Instagram, TikTok (faugiiiole

=

LUsaszyUauan)

[JE-Commerce platform (since when, specify the year below) (6)

whannasudaeudlsy (E-Commerce platform) (Asusiiilola lUsaseyUauan)

[IE-Payment, digital invoicing (since when, specify the year below) (7)

a

JEUUNMITsERuLuUBannIeling (E-Payment), n1seantuudswilfavia (Digital Invoice) (Aaus

Wela TUsnszulamuana)

DDigital Platform for business operations (such as logistics, warehouse, fulfilment) (since

when, specify the year below) (8)

s

AviaunanwaudmTuNMIALTuGIN W Tadafingd, Adsduan, MIaasdumnsaudnads

SBd

(Fulfilment) (Faustidiole TusnszyBduang)

Cladvance software and algorithms (such as Artificial Intelligence and Machine Learning,
etc.) (since when, specify the year below) (9)
BaNAWITHALTANBTTUTUGS (Advance Software and Algorithms) i Usyaynusedug (Al) wag

Machine Learning 18+ (fausiilela lUsasyylaueng)

DAppLication Tools (such as Google drive, Dropbox) (since when, specify the year
below) (10)
\3esflouaunaindiu (Application Tools) 1y Google drive, Dropbox (Fausiiilela lUsnseydl

RIGRR)

DAnaLytical tool (such as sale forecasting, Al) (since when, specify the year below)
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WA3BailadmTUNITIATIEY (Analytical tool) 1w NMswenTalin1sve, Al (Asusiilela Tusasey

Yauans)

[Business Process Automation (since when, specify the year below) (12)
JEUUSRUTAT09NTEUIUNIININGINT (Business Process Automation) (fauwsiliala TUsaszyd

RIGRR)

LAdvanced data analytics (such as big data and cloud computing) (since when, specify
the year below) (13)

N5ATIETeLATUge (Advanced Data Analytics) 19U Big Data Wag Cloud Computing (Agu

Wiala WWsaszyUuang)

[Blockehain (since when, specify the year below) (14)

UfioAw (Blockchain) (Rawsidlaln Tusassulanuans)

[Robotics (since when, specify the year below) (15)

WM IuEUs (Robotics) (Rausiilela TUsaszyUenuang)

Cinternet of Things (Use of Sensors, RFID tags, etc.) (Please mention the activity and
since when, specify the year below) (16)
Internet of Things (IoT) (A5LE@uLas, RFID LLazSuﬂ) (Fausiilela lUsaszuluazianssy

ANUAS)

Cvirtual and Augment Reality (Please mention the activity and since when, specify the
year below) (18)
wialuladanuduaisaliou (Virtual Reality) Lazmaluladlaniadounaulaninannuass

(Augmented Reality) (Fawsiilele lUsaszuluazianssunuan)
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Clother digitalization activities (Please mention the activity and since when, specify the
year below) (17)

a = aa v 5 A = a 14 !
AANsINdUY MeFavia (Asusiiilela Tsaseyluarianssumuai)

Q15 Please rate the extent of adoption of the following (Whichever applicable)

lusausuduseauniseausulunslaauasalud (wausnsal)

Very low Low extent Moderate High extent Very high Not applicable
extent (1) (2) extent (3) (4) extent (5) (6)
#nn i dunang a gann Ly

Company Website (1)
Huledvesusdn

(Website)

Digital
Communication tools
(2)
wiesdledoansms

aa o

IR

Basic software (such
as Microsoft Office) (3)
foNAWITNUFIY (WU

Microsoft Office)

Enterprise Resource
Planning (ERP) (4)
NFINBHUNTHEINT

049ANT (ERP)

Social Media (5)
lodeadifevsodiodny

aaulatl (Social Media)

E-Commerce platform

(6)
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Very low Low extent Moderate High extent Very high Not applicable
extent (1) (2) extent (3) (4) extent (5) (6)
#ann i Uunang a9 gann Ly

wranesudneuisy
(E-Commerce

platform)

E-Payment, digital
invoicing (7)
FEUUMTTITZRULUUY
a a <
alannyotng (E-
Payment), nsoantu
uianilAdvia (Digital

Invoice)

Digital Platform for
business operations
(8)
Aaviawwasvlasy
(Digital Platform)
dmiumsaiiiugsia

Application Tools (9)
\waeslouaundiati

(Application Tools)

Advance software and
algorithms (10)
FonAISLaTaNDIoN

Jue
Y

Analytical tool (11)
\apsiiedmsuns

I EAtI

Business Process
Automation (12)
ssuudnludfves

ﬂi%‘U'J‘Uﬂ’ﬁVI’Nﬁqiﬁﬂ
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Very low Low extent Moderate High extent Very high Not applicable
extent (1) (2) extent (3) (4) extent (5) (6)
#ann i Uunang a9 gann Ly

(Business Process

Automation)

Advanced data
analytics (13)

MylaTeitoyatug

Blockchain (14)

yiaay (Blockchain)

Internet of Things (15)
Internet of Things

(IloT)

Virtual and Augment
Reality (16)
waluladanuduass
wdlou wazwalulad
Tantadiounanulanuus
A11A39 (Virtual and

Augment Reality)

Q16 Which are the main drivers for the company to adopt various digitalization
tools? (Please select all that is relevant)
FelavTuirduinaouvanvesessnslumsiunsasdendvianieg wlgaou (usmbenyadeiieite)
Clword of Mouth (1)
NISUBNGD
Clpublic advertisement (2)
QUEICHE IR R LAPRIE

[internal staff recommendation (3)
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AmuuzdtanntnaulueAns

LlGovernment training (4)
NIINBUTUVDIIFUR

LIiT Vendors/ Digital Platformers (5)
Alviuinisaulediviseunanwesufidvia (IT Vendors/ Digital Platformers)
DCompetitors has implemented (6)
nsthluldauvessus

Clcustomer suggestions/requirements (7)
ALULYILAEAINABINITIINGNAN

Cto comply with government regulations (8)
N3 lEUD9I1UNIT

[other, please specify (9)

au o Wsnsey

Q17 What are the benefits associated with the digitalization adoption in your
organization? (Please select all that is relevant)
vsslsmdlaiianduanmnhssuviavalultlusssnsvesiu (usadenyntoiiiedos)

Lincreased customer base (1)

nsfigugnéifisty

LIEnhanced customer service (2)

nsensERUMIIAUINITaNA

[Ease of business operations (3)

msoﬁ’%ﬁuqiﬁﬁﬂﬁazmﬂﬁﬁu

[cost reduction (4)

n1saneuYUas (Cost reduction)

[Higher brand awareness (5)
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[
=

n15a319m35UFuUTUA (Brand Awareness) igety
DEmpowering information-based decision making (6)
nsuiisdaeuaninsalumsdndulalagendonslideyadundn
[Clenhanced marketing and customer outreach (7)
NsUSUUTIMsAaaLaENIsInfgnaY

[IReduction in operational time (8)

N158ALIAALEUNNT (Operational Time)

Dlmprovement in quality (such as reduction in errors) (9)
MsUTuUTIAMAmN (WU andefiananaiiorniniu)

Lother, please specify (10)

au 9 Wsnsey

Q18 Which of the following internet platforms your organization is using? (Please select
all that is relevant)
unannloudumesiin (ntemet Platforms) lasialuiliessnsyesrudnisldiu (usmaenyndei
iAeates)
LIE-commerce marketplace (1)
dmeuisy wsiinmaa (E-commerce Marketplace)
LFood delivery platform (2)
unaanesNd1msUN1Sa1e1s (Food Delivery Platform)
Contine payment/financial technology platform (4)
nstseRueeulall / unaanesuimalulagniinisiu (Online Payment/Financial Technology
Platform)
LlGovernment online portal platform (5)
wuuL"‘mlszﬂﬁﬂmqu,azmw%ﬂ”ﬁaaulaﬂmaamﬂ%’g (Government Online Portal Platform)

[other (please specify) (6)
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du 9 lUsassy

Assessing the impact of COVID-19 on MSMEs adoption of digital technologies
A1sUsiuNansENuYad COVID-19 fan1susuldmaluladfinavasdaninavuInnalehasvuIngau

(MSMEs)

Q19 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of digital technologies in my organization'
Wsnszyaamdauiuiudonawseluid - covip-19 laisalmanmsimeonstimaluladianalusedns
VENDI

strongly disagree (6)

Lidiudneagnads

(Somewhat disagree (7)

Aoudslailiune

ONeither agree nor disagree (8)

naduseuaylddiuge

O Somewnhat agree (9)

ABUTLTIUG Y

stronely agree (10)

Wiuseegnis
Q20 Please rate the level of agreement with the following statement: 'There is an increase

in customer demand for online purchases and/or services during COVID-19'

lUsnszymufniiuiudenumalud : maiudenisdeauamsevinisesulavvesgnaniuduluy

COVID-19'

strongly disagree (6)
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luifusieegneds

(O somewhat disagree (7)

1 ¥ [~ 14

ﬂaumﬂumuma

ONeither agree nor disagree (8)
gj [ 1% & 14
Naiumsuaglidiume
Somewnhat agree (9)
ABUT1LTILA Y

strongly agree (10)

LAUP8 981984

Q21 Please rate the level of agreement with the following statement: 'COVID-19 has
increased the investment in digital technologies in my organization'

Naa o

lUsnszyaruaniuiudenugeluid : COVID-19 vhliiannisiiiunisasuanumeluladadvaluesdns

Yo'

O strongly disagree (6)
Liiuseetieds

O Somewhat disagree (7)
Aoud9luliuAg

ONeither agree nor disagree (8)
Haudusewaylddiuge

(O somewhat agree (9)
ABUTATILIY

strongly agree (10)

LAUP8D81984
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Q22 Please rate the level of agreement with the following statement: 'In response to
COVID-19, my organization now see digital technologies as source of competitive
advantage'

Wsnszyamdauiutudonawseluid - 1ilosuilort coviD-19 neuiesnsvesduussinnaluladiana

I~ 1 v 4 = 1o,
sTuunasas 19 ulaiUSeulunTsuYadiy

O strongly disagree (6)
Luiiuseegieda

(O somewhat disagree (7)
Aoudslailiune

ONeither agree nor disagree (8)
Hudusouagliviuge
Somewnhat agree (9)
ABUTNATILIY

O strongly agree (10)

LAUP8D81984

Q23 Please rate the level of agreement with the following statement: 'In response to
COVID-19, my organization is refocusing the entire business around digital technologies'
IUsnszypamAnuiusutenwselul : iilesudeduaniunisal COVID-19 asinsvaedumatusugsi
sinlpeldineluladiaa

Ostrongly disagree (6)

luiuseegneda

O Somewhat disagree (7)

Aoudalaiiviumag

O Neither agree nor disagree (8)

O £d [ 1%
nuiumsuagliiume
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Somewnhat agree (9)
ABUTNATILIY
O strongly agree (10)

Wil 9e1984

E-commerce (Skip this section if not relevant

= acd ¥ ' X  a v o
daULISY (E-commerce) (Usatuduiivinlaiineatasnuvinu)

Q24 Which is the E-Commerce marketplace platform that your organization is using?
(Please mention in the below text)
unagasudpeudssusinamas (E-Commerce Marketplace) laloseinsveaningdnislasueglu

oy (Wsaszylunaesdoniumuaie)

Q25 When did your organization start using E-=Commerce platform? Please specify the year

29ANsYI U sHITIIMUNAN B TUdARLLITH(E-Commerce Platform) Asusidlela 1Usaszyl

Q26 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of E-commerce platform in my organization'
lUsasgupmAniiiudenausalud : ‘COVID-19 ldisaliannisinlulinsaldsunanosud

pouLilsy(E-Commerce Platform)luevAnsyeddil’
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Ostrongly disagree (6)
Lidiudneagnads

O Somewhat disagree (7)
Aoud9luliuAY

Neither agree nor disagree (8)
Hadiusewaylddiuge
(JSomewnhat agree (9)
ADUTNLTIUG Y

strongly agree (10)

WiLP8 981984

Q27 Which are the main drivers for your organization to adopt E-commerce platform
(Please select all that is relevant)
FalaTusaduimsaunsnyesesensyaaiulunisiinuswannesusmeudss (E-Commerce Platform)
wlgan Qusmdenyntodiieites)

Clword of Mouth (1)

NISUBNED

Clpublic advertisement (2)

QUEICHE IR R LAPRIE

Cinternal staff recommendation (3)

AnuzinninaulueAng

LlGovernment training (4)

NSINBUTUVDIIFUA

LT vendors/ Digital Platformers (5)

Alviusmssnulefiviseunanvlesusavia (IT Vendors/ Digital Platformers)

DCompetitors has implemented (6)
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nsthluldauveseus

Ccustomer suggestions/requirements (7)
ALULILAZAINABINITIINGNAN

ClTo comply with government regulations (8)
N9 deUVRIIIVNNT

[other, please specify (9)

au o WWsnsey

Q28 What are the benefits associated with E-commerce adoption in your organization

(Please select all that is relevant)

Uszlemilaiifntuammsihdreudse(e-commerce lulslussnsuosi (Usadenynioiiieatos)
Cincreased customer base (1)
nsfignugnéifisty
[LIEnhanced customer service (2)
nsenseRuMIIAUINITanNe
[Ease of business operations (3)
msoﬁ’%ﬁuqzﬁﬂﬁﬁzmﬂﬁﬁu
[cost reduction (4)
nnsanAuYILAY (Cost reduction)

[Higher brand awareness (5)
N13a319N153uUiUTUA (Brand Awareness) ﬁqaﬁu
DEmpowering information-based decision making (6)
nsiidaeuannsalumsdndulalasendonslideyadundn
[Clenhanced marketing and customer outreach (7)

NsUSUUTIMsAaaLaznIsiinfegnAn

[IReduction in operational time (8)
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N138AAIRLIEUNNS (Operational Time)

Dlmprovement in quality (such as reduction in errors) (9)
msuFuUsInmnm (W andeRnnainfienaifiniu)

Cother, please specify (10)

au o Wsnsey

Q29 What percentage of your organizations total sales are made through E-commerce
marketplace platform?

dnaaul (Foeaz) Yeeeny ey IuAYesesenTYeI AT U NN A NTUN SE BRI SLR
swaa (E-Commerce Marketplace)?

0 10 20 30 40 50 60 70 80 90 100

0-100% () - '

Q30 How does your business receive payments for your E-=Commerce marketplace orders
(Please select all that is relevant)
gshvveslasunstsuiudmsumdideludnouisoniinmas (E-Commerce Marketplace)
o3l5 (TWsmdenynteiietos)

Llonline credit/debit card (1)

n3trszRuseulauniuinsashe/indn (Online credit/Debit card)

CThird party payment service such as Paypal, Line pay, shopee pay (2)

A LUIN155UTns2RY WU Paypal, Line pay, shopee pay

[Bank account transfer (3)

TouRunUaaisunAns (Bank Account Transfer)
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Ccash on delivery (4)

\uRuUa1em1ae (Cash on Delivery)
[others, please specify (5)

au o Wsnsey

Q31 Does your organization use third party logistics service provider for following
activities? (Please select all that is relevant)
ovAnNTYeILlYUSNITINE TN IS mlaTafindn guen(Third Party Logistics Service Provider)lu
Aonssussluiviols? Tusmdenyndoiiieatos)

DTransportation (1)

N139Uas (Transportation)

Cpacking (2)

N135U359 (Packing)

Cwarehouse (3)

ARIAUAT (Warehouse)

Cshipping documents (4)

N3IALMIIULDNAITEINTUNITUUES (Shipping Documents)

Cothers, please specify (5)

au 9 Wsnsey
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Q32 What challenges/barriers does your organization faced/facing using E-commerce
marketplace platform?
09ANTYRI KT TURIIIIMIEIoavassalateennisliunanresudneudsvunsiimnas (E-

Commerce Marketplace)

Food delive latform seller (Skip this section if not relevant

dAvsuuunannasuindea s (Wsadhudautvinlineddasiuvinu)

Q33 Which is the food delivery platform that your organization is using? (Please mention
in the below text)
uwammasusagsamI5(Food Delivery Platform)lnfiesansvesiudnsitaueglutioguy (usaszylu

NABNYDAIIUAINE )

Q34 When did your organization start using food delivery platform? Please specify the
year

avAnsvawIusUlTUnannesuIRaI91915(Food Delivery Platform)iuusidaln lusaszyl

Q35 Please rate the level of agreement with the following statement: 'COVID-19 has

accelerated the adoption/use of Food delivery platform in my organization'
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saszyaruAaiuiudenuselul . CoviD-19 lalsalilinnseensunionisldunannesudng
9m713(Food Delivery Platform)luevansyevdil’

O strongly disagree (6)

Luiiuseegieds

(Somewhat disagree (7)

1 ¥ 1@ 1%

AUt LU

ONeither agree nor disagree (8)

3:' = v [~ 13

nuumeLazliiunie

O Somewnhat agree (9)

ABUYILTIUGIY

O strongly agree (10)

WAUP8 981984

Q36 Which are the main drivers for your organization to adopt food delivery platform
(Please select all that is relevant)
GalawTushdundeunanamsvessnsvasindunisldsuunaniesusassomis(Food Delivery
Platform) (usmdenyndeiiieites)

Clword of Mouth (1)

NITUBNGD

Cpublic advertisement (2)

QUEICHE IR AP RIE

Cinternal staff recommendation (3)

Auuzinanutnauluesdng

LlGovernment training (4)

NIINBUTUVDIIFUR

LIt Vendors/ Digital Platformers (5)

Alviuinisaulediviseunanweasufidvia (IT Vendors/ Digital Platformers)
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DCompetitors has implemented (6)
nsthluldauvessus

Ccustomer suggestions/requirements (7)

AL UL ILAEAIHABINITIINGNAN

Clto comply with government regulations (8)
N3 lEUDII1UNIT

[other, please specify (9)

au 9 Wsnsey

Q37 What are the benefits associated with food delivery platform adoption in your
organization (Please select all that is relevant)
Uselgmilvasunanasuinase1nisFood Delivery Platform)luasdnsvesudeslsthe (Isadenyn
ToAEITa9)

Lincreased customer base (1)

nsfigugnéifisty

LlEnhanced customer service (2)

nsenseRuMIAUINITanA

[Ease of business operations (3)

msoﬁ%ﬁuqiﬁﬂlé’azmﬂﬁﬁu

Ccost reduction (4)

nnsanAuYILAY (Cost reduction)

[CHigher brand awareness (5)

N15a319N153UHUTUA (Brand Awareness) 71g9Uu

DEmpowering information-based decision making (6)

nsiudannuanunsalunmssndulalagendonslddeyadundn
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Llenhanced marketing and customer outreach (7)
NsUSUUTIMsAaaLaENIsIRegnAY

[IReduction in operational time (8)

NM58ALIAALEUNNT (Operational Time)

Dlmprovement in quality (such as reduction in errors) (9)
msuFulsannm (L andeRinnainfienaifiniu)

Lother, please specify (10)

au 9 Wsnsey

Q38 What percentage of your organizations total sales are made through food delivery

platform ?
AnNaIY (508a%) YBNEDAYILTIVUAYBNDNANTYIVIUTANTUINNITANTUNISEIUUWAA WD TUTAA

871%713(Food Delivery Platform)?

0 10 20 30 40 50 60 70 80 90 100

0-100% () - '

Q39 How does your business receive payments through food delivery platform (Please
select all that is relevant)
§379v09ulATUN ST SR IUNan WaTHTRFI8 M7 5(Food Delivery Platform)aehils Usmaanyn
Toiineato)

Llonline credit/debit card (1)

nsd1szRueaulaul uinsAshn/ndn (Online credit/Debit card)

CThird party payment service such as Paypal, Line pay, shopee pay (2)
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ALUSN55UTn58RU WU Paypal, Line pay, shopee pay
[dBank account transfer (3)

TouRunUayaisunA1s (Bank Account Transfer)

Ccash on delivery (4)

\uRuUa1em1a (Cash on Delivery)

[others, please specify (5)

au o WWsnsey

Q40 What challenges/barriers does your organization faced/facing in doing business
using food delivery platform
OvANTVINIUABNUATYAUA N IMESogUaTIAlAT I UN s FUnanWeasuTRaIaIM75(Food Delivery

Platform)

Online payment/financial technology platform (Skip this section if not relevant)

unwannasun1s1szRueaulaltnsawmalulagniinistiu (Online Payment/Financial Technology
Platform) (usadrusduiimnlaiisadesiuvin)

Q41 Which is the online payment/financial technology platform that your organization is
using? (Please mention in the below text)
uwapneosunIsIszupeulaiviomaluladniin99u(Online Payment/Financial Technology

Platform)latiaseinsvesudnislya? (Usaszylunaesdenaiunuan)
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Q42 When did your organization start using online payment/financial technology
platform? Please specify the year
paAnsvasusUlFunanlesunIsFIsduaaulausamaluladn1an1sidu(Online Payment/Financial

Technology Platform) sausmilola Z‘Uiﬁlﬁ:ﬁyﬂ

Q43 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of online payment/financial technology platform in my
organization'
IUsassunamaniuudeawsaeluil : coviD-19 ldisaliAaniseensunsonistsiumaniosunisdisy
[ueoulauniowmaluladniinisi§uOnline Payment/Financial Technology Platform)lugsAnsves
'

O strongly disagree (6)

Lidiudneegnads

O Somewhat disagree (7)

Aoudslailiunle

ONeither agree nor disagree (8)

naduseuaylddiuge

(JSomewnhat agree (9)

ABUTNLTIUG Y

strongly agree (10)

WAL De1984
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Q44 Which are the main drivers for your organization to adopt online payment/financial
technology platform (Please select all that is relevant)
Galauthusaduinaaundnesesdnsvasinluninbunanesunistisuiiusaularusamaluladnig
779191U(Online Payment/Financial Technology Platform)unla91u ( Tﬂiﬁnﬁam;}n{/’aﬁﬁyﬁao}

Clword of Mouth (1)

NITUBNGID

Clpublic advertisement (2)

QUEICHE IR RGAPRIE

Cinternal staff recommendation (3)

Auuzinanutnauluesdng

[Government training (4)

NIINBUTUVDIIFUR

LiT Vendors/ Digital Platformers (5)

Alviuinisaulediviseunanwesufidvia (IT Vendors/ Digital Platformers)

DCompetitors has implemented (6)

nsthluldauvessus

Ccustomer suggestions/requirements (7)

ALULYILAZAINABINITIINGNAN

Clto comply with government regulations (8)

N3 luUDII1UNIT

[other, please specify (9)

au o Wsnsey
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Q45 What are the benefits associated with online payment/financial technology platform
in your organization (Please select all that is relevant)
UselgmivesunanosunisiisziduseulainiomealuladniinisisuOnline Payment/Financial
Technology Platform)luseansvesyiudez Ui (Z‘Llimﬁamgm?’aﬁzﬁérz’fao)

Lincreased customer base (1)

nsfigrugnénuiiy

LlEnhanced customer service (2)

N1sensERUMIIAUINITaNAN

[Ease of business operations (3)

nssifiugshvldazanty

[Ccost reduction (4)

nsanAunuas (Cost reduction)

CHigher brand awareness (5)

¥
=

n13a¥19n135uFuUTUS (Brand Awareness) figsty
DEmpowering information-based decision making (6)
nsuisdaeuaninsalunsdndulalagendonslddeyadundn
[ClEnhanced marketing and customer outreach (7)
nsUSuUTIMsAaaLagnIsinfegnal

[IReduction in operational time (8)

N158AAIRLIEUNNS (Operational Time)

[limprovement in quality (such as reduction in errors) (9)
nsUSUUTIRNIW (1t andeRnnanaiionaiintu)

Cother, please specify (10)

au 9 Wsnsey
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Q46 What percentage of your organizations total sales are made through online

payment/financial technology platform ?
anaI (3988%) YoNganY LTI IVUNYDIDIAN TYDIVIUANTUDINATTANTUN I SHILUNE ND5UAITTIT

Wueeaulatmiowmaluladnani3§u(Online Payment/Financial Technology Platform)?

0 10 20 30 40 50 60 70 80 90 100

0-100% () - '

Q47 What challenges/barriers does your organization faced/facing in doing business
using online payment/financial technology platform?
ouAnsveN BTy TUAIIIMEToaUaTsalathelunisldunannesunistseiuseulanie

weluladn19n719191(Online Payment/Financial Technology Platform)

Government online platforms (Skip this section if not relevant

uwanwasusaulatvasiguia (Government Online Platforms) (1Usataudquilninliineadasiu

YIN1)
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Q48 What are the online government platforms that your organization is using? (Please
mention in the below text)
unanvlosuoaulalnyesszuia (Government Online Platforms) fiaeAnsvesinudinisltareglu

gt (WWsnszylunaesdondiumuad)

Q49 When did your organization start using government online platforms? Please specify
the year

osnsvossuldunaniosueaulatesszuraGovernment Online Platforms) dausidiala Tusnsey
0l

Q50 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of online government platform in my organization'
Wsnszyamdauiutudonawseluid - covip-19 lfisdianmseeusumiontsldunanriosuooulal
Ya935U7a(Government Online Platforms) luasAnsyesdi’

strongly disagree (6)

Lidiudneognads

O Somewhat disagree (7)

Aoudslailiunle

ONeither agree nor disagree (8)

Hadtuseuarldiuge

Somewnhat agree (9)

ABUTNATILIY

O strongly agree (10)

LAUP8D81984
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Q51 Which are the main drivers for your organization to adopt online government online
platforms (Please select all that is relevant)
dilaududadundeunanvesesdinrinlumnhunanwesueeulavesiguiaGovernment Online
Platforms) snlgan (TUsadenyndoiietos)

Clword of Mouth (1)

NI5UBNAD

CPublic advertisement (2)

NSlAENENSI T

Cinternal staff recommendation (3)

Auuzinanutnauluesdng

[Government training (4)

NIINBUTUVDIIFUR

LiT Vendors/ Digital Platformers (5)

Alviuinisaulediviseunanwesufidvia (IT Vendors/ Digital Platformers)

DCompetitors has implemented (6)

nsthluldauvessus

Ccustomer suggestions/requirements (7)

ALULYILAZAINABINITIINGNAN

Clto comply with government regulations (8)

N3 luUDII1UNIT

[other, please specify (9)

au o Wsnsey
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Q52 What are the benefits associated with online government platforms in your
organization (Please select all that is relevant)
UselgylvoanannasyooulayessyuialGovernment Online Platforms) luavansveeniudezlsvne
(Usadonyndoiietos)

Lincreased customer base (1)

nsfigrugnénuiiy

LIEnhanced customer service (2)

N1sensERUMIIAUINITaNAN

[Ease of business operations (3)

nssifiugshvldazanty

[cost reduction (4)

nsanAunuas (Cost reduction)

CHigher brand awareness (5)

¥
=

n13a¥19n135uFuUTUS (Brand Awareness) figsty
DEmpowering information-based decision making (6)
nsuisdaeuaninsalunsdndulalagendonslddeyadundn
[ClEnhanced marketing and customer outreach (7)
nsUSuUTIMsAaaLagnIsinfegnal

[IReduction in operational time (8)

N158AAIRLIEUNNS (Operational Time)

[limprovement in quality (such as reduction in errors) (9)
nsUSUUTIRNIW (1t andeRnnanaiionaiintu)

Lother, please specify (10)

au 9 Wsnsey
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Q53 What challenges/barriers does your organization faced/facing in using government
online platforms?
avANTVIIIUdRUATYAUA N IMENI oaUaT IRl IUN s TUnan e sueaulaveyuIa

(Government Online Platforms)

Q54 What are the key digitalization trends you have witnessed during COVID-19 among
MSMEs? Please specify
wualiinsiaguuasmieaavia(Digitalization Trends)iviulaisiulusas COVID-19 Tungaiamia

YWIMNaNUSZYUINERL (MSMES) doglstne? TUsaseylunaesdenaiuniai

Q55 What are the regulatory hurdles or policies that hinder MSMEs like you to go digital?
Please specify
ngsatsumsaulevie(Resulatory or Policy)lafithvinliiamAsyuisnaruazvuingou (MSMEs)

aa o

wuyhudgnisiagudaatuaiva lusessylunaesdoniun g
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Q56 What kind of policies do you think would promote MSMEs’ digital adoption in your
country? Please specify
ulgwe (Policy) Ussomladivinunianuseduasulisaminvuianauasvumeay (MSMEs) dns

o

ihasvalulssuludszmavesu lWsnseylunassdoniiusiuaie

Q57 If your business is not utilizing any digitalization or is lagging behind others, please
specify the reasons

mnesAnsvesynlilalinisldsussuuadvianionoudnamas lsaszymanaiilyionsveaiu

ANTUN TV

Q58 How do you plan to utilize digital technologies in your future business?
inusuiee [5ineluladiava (Disital Technology) lugshavesinlueuipneeils? lsaseyly

NABNTIAIINAIUA I
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Q59 What do you think need to be improved to meet the digital transformation
opportunities? Please specify

vuAaTez shedidesUsulsuiieiviugalonalunisiudeuudaslugnintuadva (Disital

Transformation) lUsaszylunaosdenaiumua

Q60 What digitalization policies do you expect from policy makers to make your future
business successful?

ulgvre (Policy) muadvianiviumanisamgnimuaulevieielviesansvesuyssauniuansalu

owAn 1Wsnseylunaosdanaiumg9
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E. Questionnaires for MSMEs (English-Chinese Version)

Digital Connectivity in Micro, Small and Medium Enterprises (MSMEs) in the Lancang-
Mekong Countries

TRV TV 23 1] B 5 A /N b A B i

Dear Participant,

You are invited to participate in a research study titled “Status and Prospects on Digital
Connectivity in Micro, Small and Medium Enterprises (MSMEs) in the Lancang-Mekong
Countries” by Mekong Institute (MI) under the support from the People’s Government of the
People’s Republic of P.R. China. This survey aims to 1) understand the current situation of
awareness and adoption of relevant digital technology and innovation by MSMEs in Lancang-
Mekong countries, 2) challenges and opportunities of MSMEs to participate in digitalization
(including risks of not going digital), and 3) key government policy and enabling initiatives to
support functioning digital connectivity and digital transformation in MSMEs.

RENZSHE.

FEH A N BRILATE N RBURF R A1 3CHRE R, JR A TR 78 IR 818 18 2 in— I508 8 IV Y- U8 A VA
I 5 N b B IR AT S HIE T AU B AL 1) T REHIETL-VE 230 E 2K /M
MU B B ARG A FER PR, 2) dM 2 5Er AR A LS (B
BRI 5 3D SCHF /M B 3 B AT A B AN e Y R S B U BUR AR A 2%
fie

We highly value your participation in this study which will take not more than 10-12 minutes of
your time. The survey is voluntary and strictly anonymous to maintain confidentiality and prevent
the identification of specific respondents. Also, you can withdraw from the study at any time
while completing the survey. Thank you for your interest and participation in this study.
AR B S 51X, X TR G AT 10-12 408 fa) . X A2 5 R
(. ks HEA, DMRYRREZUIE S 0. teAt, B80T DAE S i A N B R B 7 . SR
XA T A2

If you have any questions related to the survey, please email janya.chanchaichujit@gmail.com
WEREE AT 5 IHEA R R, 5K BT Hil45 janya. chanchaichujit@gmail.com

STATEMENT BY PERSON AGREEING TO PARTICIPATE IN THIS STUDY - | have read and

understood the participant information above and | freely and voluntarily give my consent to
participate in this study.

FEZ5AMAMANRFEN—RCREIFER LR 2 5FHE8, IFaRRES5EM5R.

Yes, | consent (1) (£, FIFE)

No, | do not consent (2) (A, FAFR)
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Q2 Please mention your role/designation in the organization

R 2: UL EAE ST A B A GRS

Q3 How many years of work experience you have in total?
O 3: WLALEZDERNTIELR?

Q0-2 (1)

0-2 &

Q3-5 (2)

3-5 &

Q6-10 (3)

6-10 4F

O10-15 (4)

10-15 4

016-25 (5)

16-25 4

Q25+ (6)

2590 E
Q4 How many years you are working in your current organization?
FRE 4: BEHRRIATTIET 2052

Q0-2 (1)

0-2 4

Q3-5 (2)

3-5 &

06-10 (3)

6-10 4E

010-15 (4)

10-15 £

016-25 (5)

16-25

Q25+ (6)

25 DL |

Q5 How many years your organization has been in operation?
O 5 : BAFIBE T LADE?
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Q0-2 (1)
0-2 £
Q3-5 (2)
3-5 4
Q6-10 (3)
6-10 4F
Q10-15 (4)
10-15 4F
016-25 (5)
16-25 4F
Q25+ (6)
25 L

Q6 How many employees work in your organization?
A& 6 : RAFALDRT?

Q0-9 (1)

0-9 A

O10-25 (2)

10-25 A\

026-50 (3)

26-50 A

O51-100 (4)

51-100 A

0O101-250 (5)

101-250 A

0251-500 (6)

251-500 A

O501-1000 (7)

501-1,000 A

O1001-2500 (8)

1,001-2,500 A

OAbove 2500 (9)

2500 ALL I
Q7 How much your Company’s approximate annual revenue? (in USD)
B8 7 : RAFERAKRARS D 2 (1)

OLess than 250,000 (1)

A<El 250,000 £5C

Q250,000 - 500,000 (2)

250,000-500,000 Z5¢

Q500,001 - 1 Million (3)

500,000- 1 B 17 £t

O1 Million - 5 Million (4)

1H-5HT Ex
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Q5 Million - 10 Million (5)
5H/-1FFH %£¢

Q10 Million - 50 Million (6)
1F7-5FH Ex

Q50 Million - 100 Million (7)

5T hH-114 %t

Q100 Million - 250 Million (8)
110-2.51C %=t

OAbove 250 Million (9)
25108l

Q8 How many annual customers do you have on average? (Please provide approximate
estimate in the text below)

& 8 : I EHBFEALLVEF 2 (FEUTHE LEE)

Q9 country Please mention your nationality?
& 9: HUiBI R EES?
V¥ Afghanistan (1) ... Zimbabwe (1357)

Q10 In which country do you currently reside?

5 10: & HETEAEERNER?
V¥ Afghanistan (1) ... Zimbabwe (1357)

Q11 Which is the primary country of your business operations?
R 11 LSS AT — AN E K OTRE?

OCambodia (1)

PEHES

OP.R. China (2)

Hh [

OLao PDR (3)

2

OMyanmar (4)

2 )

OThailand (5)

[

OVietnam (6)

R

QOOthers (Please specify in below text box) (7)

FoAth GELE IS
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Q12 Which of the following industry/sector most closely matches the one of your
organization?
IR 12: PANERAMTILARR ] 55 A 7] & ULEC ?
OTourism and Hospitality (1)
T i 55 10 )
OConstruction and Real estate (2)
U i st
OEducational services (3)
HE M5
OAirline/Aviation (4)
fiias
OManufacturing (5)
il 3 b
ORetail and Trading (6)
FTEHHS
OHealthcare (7)
e el
OTransportation, Logistics and Supply Chain (8)
B YR A
OPublic Administration/Services (16)
ANFATHU S
OBanking and Finance (9)
AT 5 4l
Olnformation Technology (IT) (10)
ERSES N
OMedia, Entertainment and Recreation (13)
PR RN 5 R IR
OFood and Agriculture (21)
iR
QOOthers (Please specify in below text box) (17)
Hofth GHAEN FRZIRE)

Q13 Is your business include export and cross border?

B 13 : WSS REEFEL OB 2

OYes (Please specify below the main country that your product ship to..) (1)
JEf) (BT T RS E G L a2 2 EE %)

ONo (2)
R
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Q14 Please mention the digitalization activities from the following list that your company
has adopted (Please select all that is relevant and also mention when it was introduced -
if you are aware of the year)

& 14 . MU TAIRFIERFZAFIERAOERTELER (BERFTAMRERN, FHiHARLHEH

it IB——an RIGEICHIZLE)
OCompany Website (since when, specify the year below) (1)

axwE G (MBS 4G, TB7E T A ZE S BAREA})

ODigital Communication tool (such as E-mail, Whatsapp, Line, Wechat) (since when,
specify the year below) (2)

BamfE TR (AneR-@Bf:, Whatsapp. Line, #13) (MBS FFLA, BTE T RiBHLE
G BARELY)

[IBasic software (such as Microsoft Office) (since when, specify the year below) (3)

SLAHERPE (40 Microsoft Office)  (MABYIF46s, BAE T LIS BARER))

OEnterprise Resource Planning (ERP) (since when, specify the year below) (4)
WAL (ERP) (MBS IF4G, 1BAE T S G BARE)})

OSocial Media (such as Facebook, Instagram, TikTok) (since when, specify the year
below) (5)

FAZgEps (nfL$. Instagram. £15)  (MATBSIFAS, 1BFE T EB{ZIAT BAREN)

OE-Commerce platform (since when, specify the year below) (6)

S Ee OMTR TG, BE T ZE S BAREL)

OE-Payment, digital invoicing (since when, specify the year below) (7)

B3, B AR OMTBI IR, B7E Tl 5 BAREA})

ODigital Platform for business operations (such as logistics, warehouse, fulfiiment)
(since when, specify the year below) (8)

FAGEENST A (i, B, Bdik)  (WMTRIFLG, 187E T EZ&E G BARE
1)

OJAdvance software and algorithms (such as Atrtificial Intelligence and Machine
Learning, etc.) (since when, specify the year below) (9)

R (AN TR RERIILER = 355) (MBS HFAG, TB1E T EAZIH T B R
1)

OApplication Tools (such as Google drive, Dropbox) (since when, specify the year
below) (10)
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R TR (nA#=hntfiZ, Dropbox) (MBS IFAR, BTE I HALZIE T BAREN))

CJAnalytical tool (such as sale forecasting, Al) (since when, specify the year below) (11)
ST TH (s EFON, ANTEEE) (MBS 4G, BE T g5 BARES)

EIBusiness Process Automation (since when, specify the year below) (12)

Skt H ol OMIEIFG, 1BE T M Z S BARE4))

OAdvanced data analytics (such as big data and cloud computing) (since when, specify
the year below) (13)

BB AREIEF ST R)  OMURSHFAG, B1E FilfigdE G AR GE0))

OBlockchain (since when, specify the year below) (14)

PEREE (MESIFAR, 1BTE T HBSE G B FAY)

CJRobotics (since when, specify the year below) (15)
HLERAEAR (MR IF4h, B1E T AL 5 AR 0)

Ointernet of Things (Use of Sensors, RFID tags, etc.) (Please mention the activity and
since when, specify the year below) (16)

WEKIW (E GG, LI rss)  (BHETEKIE LU M 44, 1B T
LI T BAREEA))

OVirtual and Augment Reality (Please mention the activity and since when, specify the
year below) (18)

FEPAISAIRRINSE (BT BTG R LU MBS -4, 1B1E T Bt a B B ARAE4))

OOther digitalization activities (Please mention the activity and since when, specify the
year below) (17)

HA Kbt (B G BARTE I LR NTIS 46, 1B1E TSI S BARGEAY)

Q15 Please rate the extent of adoption of the following (Whichever applicable)
[ 15: EX AT A MAR AR AT EFE (CLUERAH)
Very low

extent Low Moderate High Very high Not
(1) extent (2) | extent(3) | extent (4) | extent(5) | applicable
- FREEAR FREE A FES | BREHRS (6)
FEFEARAR T
Company
Website (1)
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Vee;}[/elrc])g/v Low Moderate High Very high Not
(1) extent (2) | extent(3) | extent (4) | extent(5) | applicable
B FREZAR FREHE FREm | FRER (6)
T A3
I8 F R G
Digital
Communication
tools (2)
B (5 TB.
Basic software
(such as
Microsoft Office)

3)
SRR (a0

Microsoft Office
)

Enterprise
Resource
Planning (ERP)

(4)
AWV ZR YA (
ERP)

Social Media (5)
(ARG LEEN

E-Commerce
platform (6)

BFHS A

E-Payment,
digital invoicing
(7)
BB, B

T

Digital Platform
for business
operations (8)
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Very low

extent
(1)

PR EEARA

Low
extent (2)
FREZAR

Moderate
extent (3)
i 2

High
extent (4)
PRI )

Very high
extent (5)
PR =

Not

applicable
(6)

A3

RSSO
A

Application
Tools (9)

RN T E

Advance
software and
algorithms (10)

e R RN L

Analytical tool
(11)
i LA

Business
Process
Automation (12)

WSSike B sk

Advanced data
analytics (13)

[SEe Sy

Blockchain (14)
X HR %

Internet of
Things (15)

7

Virtual and
Augment
Reality (16)

HE AL 5B I ST
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Q16 Which are the main drivers for the company to adopt various digitalization
tools? (Please select all that is relevant)
[RE 16: HAFRASMHBE AU TENEERFIRRRMTA? GEEERAFHRAR
OWord of Mouth (1)
1%
OPublic advertisement (2)
AP TR
Olnternal staff recommendation (3)
PR AR S
OGovernment training (4)
BURFEI
OIT Vendors/ Digital Platformers (5)
& RBORME N R T & s R
OCompetitors has implemented (6)
TN TF O AN [
OCustomer suggestions/requirements (7)
B RRWUER
OTo comply with government regulations (8)
Y BURALE
OOther, please specify (9)
Fodth, % B AR

Q17 What are the benefits associated with the digitalization adoption in your
organization? (Please select all that is relevant)
FRE 17: BATRRABFKGFLERMTA? GEEEAFHRIAR)
OlIncreased customer base (1)
LY IR IRFEEN
CEnhanced customer service (2)
Inag 1% kg%
CIEase of business operations (3)
V551878 HIE R
[COCost reduction (4)
B I Bl A
OHigher brand awareness (5)
B T ) b R R 44
COEmpowering information-based decision making (6)
W o 5 BT ne
OEnhanced marketing and customer outreach (7)
InsiE SN 40

COReduction in operational time (8)
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AR T AR AR (R

Olmprovement in quality (such as reduction in errors) (9)
R (Wb

OOther, please specify (10)

Hopt, 1EHARULA

Q18 Which of the following internet platforms your organization is using? (Please select
all that is relevant)

O 18 : RAFEEEAUTHEMARKN YR ? (BEEFTEHRIANE)
OE-commerce marketplace (1)
BB Ras5 A
OFood delivery platform (2)
g e )
OOnline payment/financial technology platform (4)
TR IR AR
OGovernment online portal platform (5)
BRI )P A
OOther (please specify) (6)
Hofth (B BRI

Assessing the impact of COVID-19 on MSMEs adoption of digital technologies
Bt BT b /Nl LR FH B BOR B S Pk
Q19 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of digital technologies in my organization'
& 19: IEREHRR AT R “Fra B BINE 7 RTE A AN FEAR KR MER”
QOStrongly disagree (6)
AR
OSomewhat disagree (7)
AR E
ONeither agree nor disagree (8)
BEAR[R] B A SO
OSomewhat agree (9)
EEE= =N
OStrongly agree (10)
AR =

Q20 Please rate the level of agreement with the following statement: ‘There is an increase
in customer demand for online purchases and/or services during COVID-19'
5 RE 20: TERIBHRIASEATIRSE: “FEFRRBHME, 22 NEL M EA/EUIRS K% RA Frigm”
QStrongly disagree (6)
AR
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OSomewhat disagree (7)
ALERFE

ONeither agree nor disagree (8)
R AR S X

OSomewhat agree (9)

EEE= =N

OStrongly agree (10)

JEH 7] =

Q21 Please rate the level of agreement with the following statement: 'COVID-19 has
increased the investment in digital technologies in my organization'
ERE 21: TERBHRIRBEATESE: “Frd R ER N 7 RTE R BN B AR M5
QOStrongly disagree (6)
AR
OSomewhat disagree (7)
ALERFE
ONeither agree nor disagree (8)
N =R EN )
OSomewhat agree (9)
EEE= =N
OStrongly agree (10)
e TR =

Q22 Please rate the level of agreement with the following statement: 'In response to
COVID-19, my organization now see digital technologies as source of competitive
advantage'
[FRE 22: EMRERRREATESE: “BOVFEEBREIRN, REATRERBEFEARMATEN
FHIRIE”

QOStrongly disagree (6)

AR

OSomewhat disagree (7)

HEEA[EE

ONeither agree nor disagree (8)

R AR X

OSomewhat agree (9)

L[]

OStrongly agree (10)

HH R

p.164



Digital Connectivity in Micro, Small and Medium Enterprises (MSMESs) in the Lancang-Mekong Countries

Q23 Please rate the level of agreement with the following statement: 'In response to
COVID-19, my organization is refocusing the entire business around digital technologies’
[FRE 23: TERBHRRBATIREE: “BOTTEFREBRER, REOAFTKEMSEHRETHF
AR

QOStrongly disagree (6)

AR

OSomewhat disagree (7)

AR E

ONeither agree nor disagree (8)

NN EN P}

OSomewhat agree (9)

EEE= =N

OStrongly agree (10)

e R =

E-commerce (Skip this section if not relevant)

RLT R 55 CAERANHSG, 1k AT5)

Q24 Which is the E-Commerce marketplace platform that your organization is using?
(Please mention in the below text)

W& 24: SAARIMEAMETRFTSFaR-RE—1? GEETXPREL

Q25 When did your organization start using E-Commerce platform? Please specify the
year

W 25: AN ER B TESTE? HRERRES

Q26 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of E-commerce platform in my organization’

i) 26 IHIRFERRIRIHATIESE « “HIE B INE T RTTEA RN B FRES R AMEA”
OStrongly disagree (6)
AR
OSomewhat disagree (7)
AR E
ONeither agree nor disagree (8)
R R 5t AR S X
OSomewhat agree (9)

ALERE
OStrongly agree (10)
AR TR =
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Q27 Which are the main drivers for your organization to adopt E-commerce platform
(Please select all that is relevant)
R 27: HARRABTFESFENFERIGERERMH2 GBEFEFFHREER)
OWord of Mouth (1)
Wy
OPublic advertisement (2)
A
Olnternal staff recommendation (3)
PR AN S
OGovernment training (4)
BURFER I
OIT Vendors/ Digital Platformers (5)
ESE % AT S S b eE]
OCompetitors has implemented (6)
TN TF O AN [
OCustomer suggestions/requirements (7)
B RREWUER
OTo comply with government regulations (8)
S BURALE
OOther, please specify (9)
Foth, % B Ak

Q28 What are the benefits associated with E-commerce adoption in your organization
(Please select all that is relevant)
)RR 28: BtAFRMETREFAEWLELL GERFEFTEMRAE)
Olncreased customer base (1)
LUyl ORE i HEN
OEnhanced customer service (2)
G- Iali &
CEase of business operations (3)
V5518 78 R
OCost reduction (4)
B ARl A
OHigher brand awareness (5)
B v ) i R 44 T
OEmpowering information-based decision making (6)
W RE TR B kR
OEnhanced marketing and customer outreach (7)
InasE AN P
COReduction in operational time (8)
i R ARA RIS [1)

Olmprovement in quality (such as reduction in errors) (9)
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R (Wb
OOther, please specify (10)
Foftn, 1EHEARULA

Q29 What percentage of your organizations total sales are made through E-commerce
marketplace platform?
[[RE 29: W TFHESTTFELIRHEER LS RAFBHEERNE SRS D?

0 10 20 30 40 50 60 70 80 90 100

0-100% () '

Q30 How does your business receive payments for your E-Commerce marketplace
orders (Please select all that is relevant)
B8 30: ARH) MV B T RISTIT BRI 3K GEEFETEMRAE)
OOnline credit/debit card (1)
LA A RMECR
OThird party payment service such as Paypal, Line pay, shopee pay (2)
=5 ARG, 1 Paypal. Line pay. shopee pay
OOBank account transfer (3)
HRATEE K
OCash on delivery (4)
TR EIAFR
OOthers, please specify (5)
Foth, 3% B A

Q31 Does your organization use third party logistics service provider for following
activities? (Please select all that is relevant)
[RE 31: RAFRGHEHBE=77URRFSREFIATUTES? GEEEFHRIAR)
OTransportation (1)
izt
OPacking (2)
3¢
COOWarehouse (3)
B
OShipping documents (4)
Peiz Bl
OOthers, please specify (5)
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Foft, 1EHARULA
Q32 What challenges/barriers does your organization faced/facing using E-commerce
marketplace platform?

I 32: Bt/ R AEAE A FE TR 95 T £ e T I R L Bk e/ 75 2

Food delivery platform seller (Skip this section if not relevant)

BamALIE 6 R (R, BB AT

Q33 Which is the food delivery platform that your organization is using? (Please mention
in the below text)

& 33: SAFMEHKERERFERM—1? GEETHELHRH)D

Q34 When did your organization start using food delivery platform? Please specify the
year

W 34: BARINIFARER|SIRTE? HAERRFES

Q35 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of Food delivery platform in my organization'

i) 35 IFARMEMRIR A TIERE BB BINER T RITTEAF X & AEE AR AMER”
QOStrongly disagree (6)
AR
OSomewhat disagree (7)
AR E
ONeither agree nor disagree (8)
BEAR[R] B A SO
OSomewhat agree (9)

EEE= =N
OStrongly agree (10)
JEH R =

Q36 Which are the main drivers for your organization to adopt food delivery platform
(Please select all that is relevant)
[BRE 36: StARRARMIEFENFERIERERMH2 GBEFEFFHREER

OWord of Mouth (1)

Wy

OPublic advertisement (2)
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A

Olnternal staff recommendation (3)

PR AR S

OGovernment training (4)

BURFES I

OIT Vendors/ Digital Platformers (5)

& RBORAE N R T & i R
COCompetitors has implemented (6)
g F A S T

CCustomer suggestions/requirements (7)
PR

OTo comply with government regulations (8)
BT BUN AL E

OOther, please specify (9)
Hoth, % B Ak

Q37 What are the benefits associated with food delivery platform adoption in your
organization (Please select all that is relevant)
W 37: BtARRABREEFEHWEGFLL CEEFRFTEHXAZS)
Olncreased customer base (1)
SN Y % R
OEnhanced customer service (2)
G-I ali &
CJEase of business operations (3)
V5538 78 R R
OCost reduction (4)
B ARl A
OHigher brand awareness (5)
B v R i L 44 T
OEmpowering information-based decision making (6)
W RE TR B kR
OEnhanced marketing and customer outreach (7)
InasE AN P
OOReduction in operational time (8)
i R ARA RIS [1)
Olmprovement in quality (such as reduction in errors) (9)
R (Wb
OOther, please specify (10)
Fodth, % BAk
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Q38 What percentage of your organizations total sales are made through food delivery
platform ?

5 38: AR MR G LIMHEEN S T A SHERNE RS ?

0 10 20 30 40 50 60 70 80 90 100

0-100% () '

Q39 How does your business receive payments through food delivery platform (Please
select all that is relevant)
78R 39: &ML TET & R A BT GEEERITEMHREE)
OOnline credit/debit card (1)
LA H-RIMEL R
OThird party payment service such as Paypal, Line pay, shopee pay (2)
=75 % AHRSS, 1 Paypal. Line pay. shopee pay
OOBank account transfer (3)
HRATEE K
OCash on delivery (4)
TR EIAFR
OOthers, please specify (5)
Foft, 1 HARULA

Q40 What challenges/barriers does your organization faced/facing in doing business
using food delivery platform

I 40: 5t FIAEAE A B M ECIA T & T R Lk 55 e T G R L Bk A/ R AR

Online payment/financial technoloqgy platform (Skip this section if not relevant)

FELSIERBAR T & (ERAMR, BB AT

Q41 Which is the online payment/financial technology platform that your organization is
using? (Please mention in the below text)

W 41 St RER MRS EMBR T 62— GEER TR UH)D
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Q42 When did your organization start using online payment/financial technology
platform? Please specify the year

R 42: SRR THRERAELSAHERMBEAT 62 FRERHES

Q43 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of online payment/financial technology platform in my
organization'
[ RE 43: TERYE L T RRBRHEAT RS “FrE B BInE 7 RATE R AN EL AT EREAR & FIR
RUER”

OStrongly disagree (6)

AR

OSomewhat disagree (7)

AR E

ONeither agree nor disagree (8)

BEAR [ E A RO

OSomewhat agree (9)

ALERE

QOStrongly agree (10)

AEH TR =

Q44 Which are the main drivers for your organization to adopt online payment/financial
technology platform (Please select all that is relevant)
[ RE 44: BAFRAELSNMNIEHMBEATFENTZEZRNFRRRT 2 GEEERFARER)

COWord of Mouth (1)

By

OPublic advertisement (2)

NI

Olinternal staff recommendation (3)

PR AR 5

OGovernment training (4)

BURFEE I

OIT Vendors/ Digital Platformers (5)

5 IR R - B i R

COCompetitors has implemented (6)

FEPR T LA SENE

CICustomer suggestions/requirements (7)

PR

OTo comply with government regulations (8)

ST BUN AL E

OOther, please specify (9)

o, 3 B B
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Q45 What are the benefits associated with online payment/financial technology platform
in your organization (Please select all that is relevant)
7K 45: B4 E MRS SRR B CGEEETEHEXAZR)
OlIncreased customer base (1)
LY IR IRFEIN
CEnhanced customer service (2)
Insg 12 kg%
CIEase of business operations (3)
V5518 8 5
OCost reduction (4)
B I Bl A
OHigher brand awareness (5)
B v ) et R 44
COEmpowering information-based decision making (6)
B S SN -
OEnhanced marketing and customer outreach (7)
InsiE SN2 40
COReduction in operational time (8)
A R ARAF IS 1)
Olmprovement in quality (such as reduction in errors) (9)
R (Wb
OOther, please specify (10)
Hoth, % B Ak

Q46 What percentage of your organizations total sales are made through online
payment/financial technology platform ?

7/ 46: A FELSAEREAT & LHMHEH LR AT SHETN B LESD?

0 10 20 30 40 50 60 70 80 90 100

0-100% () '

Q47 What challenges/barriers does your organization faced/facing in doing business
using online payment/financial technology platform?

W 47: RSN SRR T G IR F R, 5320 7 T IR L Bk die e ?
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Government online platforms (Skip this section if not relevant)

BURFELFE (WRAHER, HBhI A

Q48 What are the online government platforms that your organization is using? (Please
mention in the below text)

5 48: St E IEAEMEAPEAELRBIN 67 GEEU TR ID

Q49 When did your organization start using government online platforms? Please
specify the year

[B17R 49 : ST FIABY AR BURFE L V-6 2 18 BRI IIAE

Q50 Please rate the level of agreement with the following statement: 'COVID-19 has
accelerated the adoption/use of online government platform in my organization’
)&% 50 : IFX LA T R RIERERITIT/ « BB IE T RETEA R NTELBUN R IR
RIER”

OStrongly disagree (6)

AR

OSomewhat disagree (7)

HEEA[EE

ONeither agree nor disagree (8)

BEAR[R] B A RO

OSomewhat agree (9)

L[]

OStrongly agree (10)

e R =
Q51 Which are the main drivers for your organization to adopt online government online
platforms (Please select all that is relevant)
R 51: RARRHABNEL T ERNEERSIFRRH 2 CBEEHAEMHEXER)

OWord of Mouth (1)

Wy

CIPublic advertisement (2)

A

OlInternal staff recommendation (3)

PR AN S

OGovernment training (4)

BURFEE I

OIT Vendors/ Digital Platformers (5)
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& RBORME N R T & s R
OCompetitors has implemented (6)
TN F O A

OCustomer suggestions/requirements (7)
B REBUER

OTo comply with government regulations (8)
ST BUN L E

OOther, please specify (9)

FHoft, 1EHARULEA

Q52 What are the benefits associated with online government platforms in your
organization (Please select all that is relevant)
5 RE 52: BtAE MAELRBUN SR HRLEFA GEEFEMAMRRAZR)
Olncreased customer base (1)
N Y % R
OEnhanced customer service (2)
JIE IRl &
CJEase of business operations (3)
V551875 R
OCost reduction (4)
B pl A
OHigher brand awareness (5)
B v R i L 44 T
COEmpowering information-based decision making (6)
R R TR B kR
OEnhanced marketing and customer outreach (7)
InssE AN P
COReduction in operational time (8)
i FARA RIS 1)
Olmprovement in quality (such as reduction in errors) (9)
R (Wb
OOther, please specify (10)
Hoth, % B AR

Q53 What challenges/barriers does your organization faced/facing in using government
online platforms?

58 53: St R EE R BURFEL T & i Tl I 0 L Bk e/ 5 2

p.174



Digital Connectivity in Micro, Small and Medium Enterprises (MSMESs) in the Lancang-Mekong Countries

Q54 What are the key digitalization trends you have witnessed during COVID-19 among
MSMEs? Please specify

W 54: /NG R R AR ATE Bl E 2R SR 4 7 FREUH

Q55 What are the regulatory hurdles or policies that hinder MSMEs like you to go digital?
Please specify

5% 55: A HRL i B IR ERBURIAR T BRI /AN E b 2 75 Bk B

Q56 What kind of policies do you think would promote MSMEs’ digital adoption in your
country? Please specify

W 56: BN AR KBRS R EE /M AE 5% B BRI ? 5 R

Q57 If your business is not utilizing any digitalization or is lagging behind others, please
specify the reasons

I3 57 : RSN MLk e THAMme, FiEARE

Q58 How do you plan to utilize digital technologies in your future business?

[/ 58: TR FIFERRHL S H R BT EAR?
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Q59 What do you think need to be improved to meet the digital transformation
opportunities? Please specify

W 59: BEINNTEEBGEH 274 Bei S B TAHETRIHIB? 75 Bk Ui B

Q60 What digitalization policies do you expect from policy makers to make your future
business successful?

5 60: 15 EEBUR K] EH R LR PABUR, AR AL STHAE T ?

F. Interview participants list and Case Study

F.1 Interview participants list

Government and Associations
Country | Organization Participant Position
Thailand Digital Economy Promotion Mr.Thawatchai Vice President,
Agency (DEPA) Khotwong Northern Region
The Office of Small and Mr. Vorapoj Director, SME
Medium Enterprise Promotion | Prasanpanich Knowledge and
(OSMEP), Service System
Department
Myanmar | Ministry of Cooperate and Ms. Nyeinn Aye Director, Department
Rural Development of Small Scale
Industries
Ministry of Transport and Ms. Su Myat Myat Tun | Assistant Director
Communications
Myanmar International Ms. Klin Hla Kyi Joint Secretary
Freight Forwarder’s
Association
Vietnam Viethnam Chamber of Mr. Nguyen Duc Binh | Director
Commerce and Industry
Cambodia | Ministry of Industry, Science | Mr. Chhea Layhy Director, Small and
Technology and Innovation Medium Enterprise
Department
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Government and Associations

Country Organization Participant Position
Lao PDR | Department of SMEs Mr. Litthideth Director, Entrepreneur
Promotion Khamhoung Development Division
The Lao ICT Commerce Mr. Thanousone Director
Association (LICA) Phonamat
Ministry of Technology and Mr.Minaxay Philavong | Director, Technology
Communication Promotion and
Transfer Center
Lao National Chamber of Mr. Thanongsinh Director
Commerce and Industry Kanlagna
P.R. Kunming Federation of Mr. Xiaoxi Yang Assistant Chairman
China Industry and Commerce

SME Service center of
Kunming High Tech Industrial
Park

Mr. Dong Deng

General Officer

Internet/Mobile Platform provider

Country Organization Participant Position
Thailand LINEMAN Wongnai (Food Mr. Isriya Paireepairat | Head, Public Affairs
Delivery Application)
Purple Ventures Co.,Ltd Mr. Srihanath Lamsam | CEO, Robinhood
(Robinhood) ( Food Delivery
Application)
Vietnam Lazada Vietnam ( E- Ms. Hang Nguyen Marketing Director
Commerce Platform )
Sen Do Joint Stock Company | Ms. Thi Kim Hoang Le | Senior Supply Chain
( E-Commerce Platform ) Ngo Manager
Lalamove Vietnam ( Last-Mile | Ms. Truc Nguyen
delivery )
P.R. Yunnan Qingzhong Digital Mr. Yu Zhao Deputy Director
China Management Co.,Ltd ( Digital
Marketing service )
Kunming Sigma Internet Mr. Chi Zhang Managing Director
Technology Co.,Ltd ) ( E-
Comerce Platform)
F.2 Case study
Government and Associations
Country Organization Participant Position
Thailand Digital Economy Mr.Thawatchai Vice President,
Promotion Agency Khotwong Northern Region
(DEPA)
The Office of Small and Mr. Vorapoj Director, SME

Medium Enterprise
Promotion (OSMEP),

Prasanpanich

Knowledge and
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Service System

Department
Internet/Mobile Platform provider
Country Organization Participant Position
Thailand Purple Ventures Co.,Ltd Mr. Srihanath CEO, Robinhood

(Robinhood) ( Food Lamsam
Delivery Application)

G. Screenshot on Interview Session

G.1 Interview: Digital Economy Promotion Agency (DEPA), Mr. Thawatchai Khotwong on 7
February 2022

G.2 Interview: Ministry of Industry, Science Technology and Innovation, Cambodia,
Mr. Vichhey Lim on 11 February 2022
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Please share one or more success stories or examples of your organization’s
policy and/or regulation and/or initiatives which has played a key role in
promoting MSMEs digital adoption,

‘What are the key success factors from Q3.1?

How did you measured the success of Q3.1?

How MSMEs are benefiting from Q3.1? N
What are key lessons learned from Q3.1?

Please share on or more unsuccessful stories or examples of your
organization’s policy and/or regulation and/or initiative which was either
unsuccessful or ineffective in promoting MSMEs digital adoption.

What are the main reason of the policy and/or regulation and/or initiative to
be unsuccessful or ineffective from Q4.1?
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Please share one or more success stories or examples of your organization’s
policy and/or regulation and/or initiatives which has played a key role in
promoting MSMEs digital adoption,

‘What are the key success factors from Q3.1?
How did you measured the success of Q3.1?
How MSMEs are benefiting from Q3.1?
What are key lessons learned from Q3.1?

Please share on or more unsuccessful stories or examples of your
organization’s policy and/or regulation and/or initiative which was either
unsuccessful or ineffective in promoting MSMEs digital adoption.

What are the main reason of the policy and/or regulation and/or initiative to
be unsuccessful or ineffective from Q4.1?
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G.3 Interview: Department of SME Promotion, Ministry of Industry and Commerce, Lao PDR,
Mr.Litthideth Khamhoung on 14 February 2022
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Q3. Suceess stories/case study
031 Phease share one or more suc
palicy and/ar ragulation a
proerting MEMES diaital
Q3.2 What are the key success factors fram 03,17
03.3  How did you moasured the success of 03.17
QF4  How MSMES ace berefiting from 03,17
What are key bkessons learned from 02.17

ories or examples of your crganization’s
ativas which has played a kay rala in

0. Unsccessfil stories/case study
041 Please share an or more unsuccessful stories ar examples of your
organiz icy nelfor i whach s @ithar
adoption
on andjor initiathe to

G.4 Interview: The Lao ICT Commerce Association (LICA), Lao PDR, Mr. Thanousone
Phonamat on 14 February 2022
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G.5 Interview: The Office of Small and Medium Enterprise Promotion (OSMEP), Mr. Vorapoj
Prasanpanich on 15 February 2022

Research on Status and Prosp on Digital C y in Micro, Small and Medium
Enterprises (MSMEs) in the Lancang-Mekong Countries

Yupaporn-Meko

stuudvIasuna:
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E-Learning Platform
www.smeacademy365.com
ulal E-Lwaming

Web Portal for SME

www.smaone.info
i ifriy

Tuwi aa

Application for SME
SME CONNEXT

&g g ® SME Coach
www.thesmecoach.com
assiimony
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“A. Demographic Data: About the ization and the

a) The respendent’s arganization,
b} The 5 dasiy i le in the
c} Field of your business
A. E-Commerce platform (marketplace}
B. Food defivery platform
C. Social media platform
D. Ride hailing platform
E. Logistics platform
F. Other, please specify
d} How many countries in Lancang-Mekong Countries (LMC) does your business
operated?
A. Cambedia
8, China
C.Lao PDR
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[ digital )platform? (before and during COVID-19 and after] ({such as digital
payment/invoicing, e-commerce platform, digital B28, B2C
communication etc.}

Q2. Question reg; g to your bus to support MSMEs.

021 Any supports or initiatives that you offer specific to MSMES or build for
MSMEs {such as product, service, financial and training] Yes/ No {Please
explaln}

2.2 How MSMES are benefiting from your support 02,17

Q2.3 The challenges to do business with MSMES,

[ b

3. Success stories/ case study
031  Please share your success stories or specific practices that helped MSMEs
digital adoption
3.2 What are the key success factors from Q3.17
3.3 How did you measured the success of (13.17
Q3.4 What are the lesson learned from 03,17
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G.7 Interview: Purple Ventures Co.,Ltd. (Robinhood), Mr. Srihanath Lamsam on 17 February
2022
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1| Jamgm Chanchalchujit (Guest) 1.

Research an Stat d Prosp Digital C: Im Micro, Small and Medium
Enterprises (MSMEs) in the Lancang-Mekong Countries.

Interview Protocol

Internet / Mabile { Digital |Platfarm
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A E-Commerce platform [marketplace]
B. Food delivery piatfarm
C. Social media platform
0. Ride hailing platiorm
E. Logistics platforrm
F. Other, please spacify
d} Fow many countries in Lancang-Mekong Courtries (LMC) doss your business
operated?
A Cambaodia
B, China
€. Lao POR
. Myanmar
E Thaitand
F. Vietnam

e
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A About th and the
) The respondent’s crganization. R %
b) The resp ‘s desigrbti inth isati =
e} Fiedd of your business [ % | Srihanath Lamsam

G.8 Interview Ministry of Technology and Communications, Lao PDR, Mr. Minaxay Philavong

on 22 February 2022
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Q3. Success stories/case study

Q3.1 Please share one or more success stories or examples of your organization’s
policy and/or regulation and/or initiatives which has played a key role in
promoting MSMEs digital adoption. T

Q3.2 What are the key success factors from Q3.1?

Q3.3 How did you measured the success of Q3.1?

Q3.4 How MSMEs are benefiting from Q3.1?

Q3.5 What are key lessons learned from Q3.1?

Q4. Unsuccessful stories/case study

= ______________________ -l

s —3
- Comments - 3
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B. Interview Uuestions -

Q1. Question related to your organization’s policies and/or regulations or initiatives to
support MSMEs digital adoption

Q1.1 Policies andfor regulations or initiatives related to enhancing digital
infrastructure in general or specific to MSMEs (such as internet broadband)
Yes/ No (Please explain) '

Q1.2 Policies and/or regulations or initiatives related to enhance digital skills in
general or specific to MSMEs (such as training programs)

Yes/ No (Please explain)

Q1.3 Any policies and/or regulations related to support MSMEs business ecosystem
in general (not necessarily on digital adoption, such as provide financial
support) Yes/ No (Please explain)

Q1.4 Any other policies and/or regulations or initiatives to support MSMEs digital
adoption Yes/ No (Please explain)

Q2. Question regarding to government and association communication with MSMEs

G.9 Interview: LNCCI in P.R. China cooperation between LMC and P.R. China on 1 March
2022
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G.10 Interview on 7 March 2022
1) Department of Small-Scale industries Ministry of Cooperative and Rural Development,
Ms. Nyeinn Aye
2) Ministry of Transport and Communications, Ms.Su Myat Myat Tun
3) Myanmar International Freight Forwarder’s Association, Ms. Khin Hla Kyi
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The participants are sent a questionnaire and interview questions for prefill prior to the
online interview session. Questionnaire consists of 2 main sections; Demographic data and
the status on government support, lesson learned, barriers and successful case study for
promoting MSMEs' digital adoption in your country,

A. Demographic Data: About the ization and the

a) The respondent’s organization.
b) The respondent’s designation/role in the organisation.

. Interview Questions

Q1. Question related to your organization’s policies and/or regulations or initiatives to
support MSMEs digital adoption
Q1.1 Policles and/or regulations or initiatives related to enhancing digital
infrastructure in general or specific to MSMEs {such as internet broadband)
Yes/ No (Please explain)

G.11 Interview: Vietnam Chamber of Commerce & Industry - Hochiminh City Branch (VCCI-
HCM), Mr. Nguyen Duc Binh on 11 March 2022
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Q1. Question related to your organization's policies and/or regulations or initiatives to
support MSMEs digital adoption

Q1.1 Policies and/or regulations or initiatives related to enhancing digital
infrastructure in general or specific to MSMEs (such as internet broadband)
Yes/ No (Please explain)

01.2 Policies and/or regulations or initiatives related to enhance digital skills in
general or specific to MSMEs (such as training programs)

Yes/ No (Please explain)

Q1.3  Any policies and/or regulations related to support MSMES business ecosystem
in general (not necessarily on digital adoption, such as provide financial
sugport) Yes/ No (Please explain)

Q1.4  Any other policies and/or regulations or initiatives to support MSMEs digital
adoption Yes/ No (Please explain)

Q2. Question regarding to gt and iati ication with MSMEs
Q2.1 Do you have an up-to-date and accurate database of MSMEs?
Yes/ No (Please explain] If so, how you are keeping it up-to-date and
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Q1. Question related to your organization’s policies and/or regulations or initiatives to
support MSMEs digital adoption

Q1.1 Policies and/or regulations or initiatives related to enhancing digital
infrastructure in general or specific to MSMES (such as internet broadband)
Yes/ No (Please explain)

Q1.2 Policies and/or regulations or initiatives related to enhance digital skills in
general or specific to MSMEs (such as training programs)

Yes/ No (Please explain)

Q1.3 Any policies and/or regulations related to support MSMEs business ecosystem
in general (not necessarily on digital adoption, such as provide financial
support) Yes/ No (Please explain)

Q1.4 Any other policies and/or regulations or initiatives to support MSMEs digital
adoption Yes/ No (Please explain)

Q2. Question regarding to government and association communication with MSMEs
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