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Abstract

This study examines the effectiveness and policy implications of veterans' welfare services administered
by the Philippine Veterans Affairs Office (PVAQ) in Zamboanga City, Philippines. Utilising a mixed-
methods approach, the research integrates quantitative surveys with qualitative interviews and focus
group discussions (FGDs) to assess service delivery outcomes, stakeholder perspectives, and policy
gaps. Guided by Governance Theory, the study explores the interaction between state institutions,
digital tools, and service beneficiaries, highlighting both successes and challenges in the current welfare
framework. Findings reveal significant disparities in access, quality, and satisfaction among veterans,
influenced by governance inefficiencies, inadequate resource allocation, and limited stakeholder
collaboration. The study identifies the need for comprehensive policy reforms, enhanced digital
governance, and multi-stakeholder engagement to improve veterans’ welfare services. Key policy
recommendations include the adoption of integrated service delivery models, the enhancement of digital
platforms for more effective outreach and management, and the establishment of participatory
governance mechanisms that involve veterans in decision-making processes. This research contributes
to the field of public administration by providing empirical insights into the governance of veterans’
welfare and offering a framework for policy improvements that can be adapted in similar contexts
globally. The findings have broader implications for governance, social equity, and the digital
transformation of public service delivery.

Keywords: Veterans' welfare, governance theory, policy implications, service delivery, digital transformation,
public administration

and various internal and external conflicts,
offers a compelling case for examining

. Introduction

The welfare of military veterans constitutes
a critical area of public policy and
administration, especially in countries with
extensive histories of military engagement. In
such contexts, the welfare of veterans not only
reflects the state’s recognition of their service
and sacrifice but also represents an important
dimension of social justice, equity, and
governance. The Philippines, with its rich
historical and geopolitical landscape marked by
colonial resistance, independence struggles,

veterans' welfare. The Philippine Veterans
Affairs Office (PVAO), established by
Republic Act No. 6948, stands as the central
government agency tasked with delivering
welfare services to Filipino veterans and their
dependents. These services encompass a broad
range of benefits, including pensions,
healthcare, education, and burial assistance,
aimed at enhancing the quality of life for
veterans who have served the nation (Philippine
Veterans Affairs Office, 2021).
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Zamboanga City, located in the
southwestern part of the Mindanao region,
provides a unique case for studying the
effectiveness of veterans' welfare services. As a
region historically affected by insurgencies,
conflicts, and socio-political challenges,
Zamboanga City presents both a critical need
for robust welfare services and significant
obstacles to effective service delivery. The
city’s veteran population consists largely of
individuals who have participated in various
military operations against insurgencies,
terrorism, and separatist movements in the
region. Given the city's strategic importance
and its complex socio-political environment,
the effectiveness of PVAO-administered
welfare services warrants focused scholarly and
policy attention.

This study aims to critically assess the
effectiveness of veterans' welfare services
administered by PVAO in Zamboanga City,
with a focus on service delivery mechanisms,
administrative  challenges, and veteran
outcomes. Utilizing the theoretical framework
of New Public Governance (NPG), this
research investigates the interactions between
state actors, non-state entities, and local
communities in the provision of these services.
The study seeks to provide evidence-based
insights into the policy implications of the
current welfare system, while also proposing
strategic recommendations for improving
service delivery and veteran outcomes in the
city.

This introduction lays the foundation for a
comprehensive examination of veterans'
welfare services in Zamboanga City, providing
the necessary context, theoretical grounding,
and research questions that guide the
subsequent sections of this manuscript.

1.1 Contextualizing Veterans’ Welfare in
the Philippine Setting

The provision of welfare services to veterans
is an important function of the state, aimed at
recognizing the sacrifices of military personnel
and ensuring their social and economic well-
being post-service. In the Philippines, the
welfare of wveterans is governed by a
comprehensive legal framework, primarily
anchored on Republic Act No. 6948, also
known as the "An Act Standardizing and
Upgrading the Benefits for Military Veterans

and their Dependents.” This law mandates
PVAO to deliver various benefits, such as old-
age pensions, disability pensions, educational
benefits, medical care, and burial assistance, to
veterans and their dependents (Republic Act
No. 6948, 1990). Over the years, amendments
to this act, such as Republic Act No. 7696 and
Republic Act No. 9396, have further expanded
and upgraded the benefits available to veterans,
reflecting the state's evolving commitment to
addressing the needs of this important segment
of society (Jalandoni, 2015).

Despite ~ this  comprehensive  legal
framework, several studies have highlighted the
persistent challenges in the administration and
delivery of veterans' welfare services in the
Philippines.  These  challenges include
bureaucratic inefficiencies, inadequate funding,
lack of inter-agency coordination, and limited
access to services, particularly in remote and
conflict-affected areas (Ferrer, 2018; Santos,
2020). Such challenges often result in delays in
the processing of benefits, limited access to
healthcare services, and insufficient support for
the education and livelihood of veterans’
families. In Zamboanga City, these challenges
are exacerbated by the city’s complex socio-
political environment, characterized by high
levels of poverty, ongoing insurgencies, and a
fragile peace and order situation (Habito, 2016;
Pasion, 2017). The delivery of veterans' welfare
services in this context thus requires a nuanced
understanding of local governance structures,
inter-agency coordination, and the role of non-
state actors in service delivery.

1.2 Theoretical Framework: New Public
Governance (NPG)

The New Public Governance (NPG) model
provides a useful theoretical framework for
analyzing the delivery of veterans' welfare
services in Zamboanga City. Developed by
Osborne  (2006), NPG moves beyond
traditional hierarchical and market-based
models of public administration by
emphasizing collaboration, networks, and
partnerships among multiple stakeholders. It
recognizes that effective public service delivery
in complex and dynamic environments requires
the engagement of a diverse range of actors,
including  government  agencies,  non-
governmental organizations (NGOs),
community-based organizations, and private
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entities. NPG thus shifts the focus from the
"top-down" control of public services to a more
collaborative and participatory approach that
seeks to leverage the strengths and capacities of
various stakeholders (Osborne, 2006; Sgrensen
& Torfing, 2009).

In the context of veterans' welfare services
in Zamboanga City, NPG offers a lens for
examining the interactions between PVAO,
local government units (LGUs), NGOs, and
veterans' associations. It allows for a critical
analysis of how these actors collaborate,
coordinate, and sometimes conflict in the
delivery of services to veterans. This theoretical
perspective also highlights the importance of
governance structures, administrative practices,
and stakeholder engagement in shaping service
delivery outcomes. By applying NPG theory,
this study aims to explore the extent to which
collaborative governance models are being
implemented in Zamboanga City and their
impact on the effectiveness of veterans' welfare
services.

1.3 Veterans' Welfare Services in
Conflict-Affected and Geographically
Complex Areas

Zamboanga City, as a case study, presents a
unique opportunity to examine the delivery of
veterans' welfare services in a conflict-affected
and geographically complex area. The city has
been a focal point of various conflicts and
insurgencies, including the Moro conflict,
communist insurgency, and terrorist activities
by groups such as the Abu Sayyaf. These
conflicts have had profound impacts on the
socio-economic conditions of the city and have
created significant challenges for public service
delivery, including veterans' welfare services
(Banlaoi, 2012; Gutierrez & Borras, 2014). The
geographical spread of Zamboanga City, with
its mix of urban, peri-urban, and rural
barangays, further complicates the delivery of
services, as many veterans reside in remote and
hard-to-reach areas with limited access to basic
services.

The existing literature on veterans' welfare
services in conflict-affected areas suggests that
effective  service delivery requires a
comprehensive understanding of the local
context, strong inter-agency coordination, and
the active involvement of local communities

and civil society organizations (Greenberg,
2019; Murphy, 2018). For instance, studies on
the Veterans Health Administration (VHA) in
the United States have highlighted the
importance of integrated service delivery
models that involve collaboration between
federal, state, and local agencies, as well as
community-based organizations (Greenberg,
2019). Similarly, the Veterans Welfare Service
in the United Kingdom employs a multi-agency
approach to address the diverse needs of
veterans, including healthcare, housing, and
employment support (Murphy, 2018). These
comparative studies underscore the need for a
coordinated and collaborative approach to
veterans' welfare service delivery, particularly
in  conflict-affected and geographically
complex settings.

1.4 Research Questions

This study aims to assess the effectiveness
of veterans' welfare services administered by
the Philippine Veterans Affairs Office (PVAQ)
in Zamboanga City, Philippines. It seeks to
address the following research questions:

1. What are the key governance structures
and administrative practices involved
in the delivery of veterans' welfare
services in Zamboanga City?

2. How do these governance and
administrative  factors affect the
accessibility, quality, and outcomes of
veterans' welfare services?

3. What role do non-state actors play in
the delivery of veterans' welfare
services, and how do they impact
service delivery outcomes?

4. What policy recommendations can be
made to enhance the effectiveness of
veterans'  welfare  services in
Zamboanga City?

1.5 Significance of the Study

This study contributes to the existing
literature on veterans' welfare and public
administration by providing a comprehensive
analysis of the effectiveness of veterans'



welfare services in a conflict-affected and
geographically complex setting. It offers
valuable insights into the governance
structures, administrative practices, and
stakeholder dynamics that shape service
delivery outcomes in Zamboanga City. By
applying the New Public Governance (NPG)
framework, the study also advances the
theoretical understanding of collaborative
governance models in the context of veterans'
welfare service delivery. The findings of this
study have important policy implications for
improving the welfare of veterans in
Zamboanga City and other similar contexts, and
they provide a basis for further research on
veterans' welfare and public service delivery in
conflict-affected areas.

1.6 Structure of the Manuscript

The manuscript is structured as follows: The
Literature Review section provides an
overview of existing studies on veterans'
welfare services and public administration,
focusing on governance theories and case
studies in conflict-affected areas. The
Theoretical Framework section elaborates on
the New Public Governance (NPG) model and
its relevance to the study. The Methodology
section outlines the research design, data
collection methods, and analytical approach
used in the study. The Findings and
Discussion section presents the empirical
findings of the study and discusses their
implications for policy and practice. The
Conclusion and Policy Recommendations
section summarises the key findings of the
study and provides recommendations for
enhancing the effectiveness of veterans' welfare
services in Zamboanga City.

Il. Literature Review

The examination of veterans' welfare
services within the broader framework of public
administration and governance has garnered
significant scholarly attention. As veterans'
welfare intertwines with national policy, social
justice, and public service delivery, it presents
a rich area for academic exploration,
particularly in contexts marked by conflict,
socio-economic challenges, and complex

governance landscapes. This literature review
critically engages with existing studies on
veterans' welfare services, governance theories
relevant to public service delivery, and the
unique dynamics of delivering welfare services
in  conflict-affected and  geographically
complex areas such as Zamboanga City,
Philippines. The review is organized into four
main sections: (1) Veterans' Welfare Services
in Global and Philippine Contexts, (2)
Governance Theories and Frameworks for
Service Delivery, (3) Challenges and
Innovations in Veterans' Welfare Service
Delivery, and (4) Lessons from Comparative
Case Studies.

This literature  review provides a
comprehensive overview of the key themes,
challenges, and innovations in veterans' welfare
service delivery, situating the study within
relevant governance theories and drawing
lessons from comparative case studies. These
insights serve as the foundation for the
empirical analysis in subsequent sections of this
manuscript.

2.1 Veterans' Welfare Services in Global
and Philippine Contexts

Veterans' welfare services encompass a
broad range of benefits and support systems
aimed at improving the quality of life for
individuals who have served in the military.
These services often include pensions,
healthcare, education, employment assistance,
and housing support, among others. Globally,
countries such as the United States, the United
Kingdom, Canada, and Australia have
developed comprehensive welfare systems for
their veterans, each tailored to the unique needs
of their veteran populations and shaped by their
respective historical, social, and political
contexts (Murphy, 2018; Greenberg, 2019). In
the United States, for instance, the Department
of Veterans Affairs (VA) provides an integrated
system of healthcare, benefits, and support
services that is widely regarded as one of the
most comprehensive veterans' welfare systems
in the world (Greenberg, 2019). Similarly, the
United Kingdom’s Veterans Welfare Service
(VWS) employs a multi-agency approach,
involving  local authorities, healthcare
providers, and non-governmental organizations
(NGOs) to deliver a coordinated range of
services (Murphy, 2018).



In the Philippine context, veterans' welfare
is governed by several legislative measures,
primarily anchored on Republic Act No. 6948
and its subsequent amendments, such as
Republic Act No. 7696 and Republic Act No.
9396. These laws standardize and upgrade
benefits for military veterans and their
dependents, ensuring the provision of old-age
pensions, disability pensions, medical care,
educational benefits, and burial assistance,
among others (Republic Act No. 6948, 1990).
The Philippine Veterans Affairs Office
(PVAO), as the central government agency
responsible for veterans' welfare, faces unique
challenges in delivering these services,
particularly in conflict-affected and
geographically  dispersed  regions like
Mindanao (Jalandoni, 2015).

The existing literature on veterans' welfare
in the Philippines highlights several key
challenges, including bureaucratic
inefficiencies, inadequate funding, and limited
access to services, especially in remote and
conflict-affected areas (Ferrer, 2018; Santos,
2020). These challenges are compounded by
the complex socio-political environment in
regions such as Zamboanga City, where
ongoing conflicts, poverty, and governance
issues hinder the effective delivery of public
services (Habito, 2016). Recent studies have
called for a more integrated and collaborative
approach to veterans' welfare service delivery,
involving greater coordination between PVAO,
local government units (LGUs), and non-state
actors such as NGOs and veterans' associations
(Pasion, 2017).

2.2 Governance Theories and
Frameworks for Service Delivery

The theoretical frameworks guiding the
study of public service delivery have evolved
significantly over the past few decades,
reflecting shifts in governance paradigms from
traditional public administration (TPA) and
new public management (NPM) to new public
governance (NPG). Each of these frameworks
offers a distinct perspective on how public
services, including veterans' welfare services,
should be delivered, managed, and evaluated.

Traditional Public Administration (TPA)
emphasizes hierarchical structures, rule-bound
systems, and bureaucratic control, with a focus
on efficiency, uniformity, and accountability

(Weber, 1947). This model has been critiqued
for its rigidity, lack of responsiveness to local
needs, and failure to accommodate the
complexities of service delivery in diverse and
dynamic environments (Denhardt & Denhardt,
2000). In contrast, New Public Management
(NPM) introduces market-oriented reforms,
including privatization, competition, and
performance-based management, to improve
efficiency, effectiveness, and customer
satisfaction in public service delivery (Hood,
1991). However, NPM has also faced criticism
for its emphasis on economic rationality at the
expense of social equity, democratic
accountability, and collaborative governance
(Osborne, 2006).

New Public Governance (NPG), as proposed
by Osborne (2006), represents a paradigm shift
towards more collaborative, networked, and
participatory forms of governance. NPG
emphasizes the importance of multi-actor
collaboration, inter-organizational networks,
and co-production in public service delivery,
recognizing that complex social issues, such as
veterans' welfare, cannot be effectively
addressed by government agencies alone
(Serensen & Torfing, 2009). NPG thus
advocates for a governance model that
leverages the strengths and capacities of various
stakeholders, including government agencies,
NGOs, community-based organizations, and
private entities, to deliver more holistic and
context-sensitive services (Osborne, 2006).

In the context of veterans' welfare services
in the Philippines, NPG provides a useful
theoretical framework for examining the
interactions between PVAQO, LGUs, NGOs, and
veterans'  associations.  This  framework
highlights the need for greater collaboration,
coordination, and stakeholder engagement in
the delivery of veterans' welfare services,
particularly in conflict-affected areas like
Zamboanga City. By applying NPG theory, this
study seeks to explore the extent to which
collaborative governance models are being
implemented in Zamboanga City and their
impact on the effectiveness of veterans' welfare
services.

2.3 Challenges and Innovations in
Veterans' Welfare Service Delivery

Delivering veterans' welfare services in
conflict-affected and geographically complex
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areas presents unique challenges that require
innovative  approaches  and  adaptive
governance models. In Zamboanga City, for
example, the effective delivery of welfare
services is hindered by several factors,
including weak inter-agency coordination,
limited access to services in remote areas,
bureaucratic inefficiencies, and socio-political
instability (Habito, 2016; Santos, 2020). These
challenges are not unique to the Philippines, as
similar issues have been documented in other
countries with large veteran populations and
complex governance environments.

Studies on the Veterans  Health
Administration (VHA) in the United States, for
instance, have identified the importance of
integrated service delivery models that involve
collaboration between federal, state, and local
agencies, as well as community-based
organizations (Greenberg, 2019). Such models
aim to provide a more comprehensive and
coordinated range of services, including
healthcare, mental health support, housing
assistance, and employment programs, to
address the diverse needs of veterans. Similarly,
the Veterans Welfare Service (VWS) in the
United Kingdom employs a multi-agency
approach that integrates healthcare, social
services, and employment support, leveraging
partnerships with local authorities, NGOs, and
private entities to deliver more effective and
responsive services (Murphy, 2018).

In the Philippine context, recent studies have
highlighted the potential for adopting similar
integrated and multi-agency approaches to
improve the delivery of veterans' welfare
services, particularly in conflict-affected areas.
Ferrer (2018) argues that greater inter-agency
coordination between PVAO, LGUs, the
Department of Health (DOH), and the
Department of Social Welfare and
Development (DSWD) could enhance the
accessibility, quality, and responsiveness of
veterans' healthcare services. Meanwhile,
Pasion (2017) emphasizes the role of NGOs and
veterans' associations in providing
complementary services, such as psychosocial
support, livelihood programs, and legal
assistance, which are often not covered by
government agencies.

Innovations in digital governance and
service delivery have also emerged as potential
solutions to some of the challenges faced in
veterans' welfare service delivery. The use of
digital platforms, mobile applications, and

online portals for benefit claims, health
consultations, and information dissemination
has been shown to improve service delivery
efficiency and accessibility, particularly in
remote and underserved areas (Santos, 2020).
However, the successful implementation of
these digital innovations requires addressing
issues related to digital literacy, infrastructure,
and data privacy, as well as ensuring the
inclusivity of vulnerable populations, such as
elderly and disabled veterans.

2.4 Lessons from Comparative Case
Studies

Comparative case studies from other
countries provide valuable lessons for
improving veterans' welfare service delivery in
the Philippines. In the United States, for
example, the Veterans Affairs (VA) system has
developed a comprehensive model for veterans'
healthcare, benefits, and support services,
which includes integrated care networks,
community-based outreach programs, and
specialized mental health services for post-
traumatic stress disorder (PTSD) and other
combat-related injuries (Greenberg, 2019). The
VA system's emphasis on evidence-based
practices, patient-centered care, and continuous
quality improvement offers important lessons
for enhancing the effectiveness of veterans'
healthcare services in the Philippines.

Similarly, the Veterans Welfare Service
(VWS) in the United Kingdom provides a
model for multi-agency collaboration and
partnership in service delivery. The VWS
integrates services from various sectors,
including healthcare, social services, housing,
and employment support, to provide a holistic
and coordinated approach to veterans' welfare
(Murphy, 2018). The VWS's focus on
community engagement, partnership-building,
and local-level service delivery offers valuable
insights for enhancing the responsiveness and
accessibility of veterans' welfare services in
conflict-affected areas like Zamboanga City.

In Canada, the Veterans Affairs Canada
(VAC) system emphasizes the importance of
personalized care plans, case management, and
peer support programs to address the diverse
needs of veterans (Thompson, 2016). The
VAC's approach to service delivery, which
includes  partnerships  with  community
organizations, veterans' groups, and private
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entities, provides a useful model for adopting a
more integrated and collaborative approach to
veterans' welfare in the Philippines.

The lessons from these comparative case
studies underscore the importance of adopting a
more holistic, integrated, and collaborative
approach to veterans' welfare service delivery
in the Philippines. By leveraging the strengths
of various stakeholders, including government
agencies, NGOs, community-based
organizations, and private entities, the
Philippine Veterans Affairs Office (P\VAO) can
enhance the accessibility, quality, and
responsiveness of veterans' welfare services,
particularly in conflict-affected areas like
Zamboanga City.

I11. Theoretical Framework

The effectiveness of veterans' welfare
services, particularly in conflict-affected and
geographically diverse regions like Zamboanga
City, can be analysed through various
governance theories that provide different
perspectives on public service delivery. The
theoretical framework underpinning this study
is grounded in the principles of New Public
Governance (NPG), a paradigm that has
emerged in response to the limitations of
Traditional Public Administration (TPA) and
New Public Management (NPM). NPG
provides a robust analytical lens for
understanding the complexities and dynamics
of delivering veterans' welfare services in
contexts that require collaboration, networked
governance, and multi-stakeholder
engagement.

This section will discuss the evolution of
governance theories, with a specific focus on
NPG, and will elaborate on how this framework
applies to the delivery of veterans' welfare
services by the Philippine Veterans Affairs
Office (PVAO) in Zamboanga City. The
theoretical framework is structured into three
main subsections: (1) Evolution of Governance
Theories, (2) Core Tenets of New Public
Governance, and (3) Application of NPG to
Veterans' Welfare Services.

3.1 Evolution of Governance Theories

Theories of governance have evolved
significantly over the past century, reflecting
broader changes in public administration and
management.  The  Traditional  Public
Administration (TPA) model, rooted in the
principles of Weberian bureaucracy, dominated
the early 20th century. TPA is characterized by
hierarchical structures, centralized control,
rule-bound processes, and a focus on efficiency,
uniformity, and accountability (Weber, 1947).
However, the TPA model has been critiqued for
its rigidity, lack of responsiveness to local
needs, and inability to adapt to the complexities
of modern governance challenges, particularly
in diverse and dynamic environments
(Denhardt & Denhardt, 2000).

In response to the limitations of TPA, the
New Public Management (NPM) paradigm
emerged in the late 20th century, advocating for
market-oriented reforms in the public sector.
NPM  emphasizes principles such as
privatization, competition, performance-based
management, and customer satisfaction to
enhance efficiency and effectiveness in public
service delivery (Hood, 1991). While NPM has
been credited with introducing innovative
management practices and improving service
delivery in certain contexts, it has also faced
criticism for its emphasis on economic
rationality at the expense of social equity,
democratic accountability, and collaborative
governance (Dunleavy & Hood, 1994).

New Public Governance (NPG) represents a
paradigm shift from TPA and NPM towards
more collaborative, networked, and
participatory forms of governance. NPG
acknowledges the limitations of hierarchical
and market-based governance models and
advocates for a more inclusive approach that
leverages the strengths and capacities of
multiple  actors, including government
agencies, non-governmental organizations
(NGOs), community-based organizations,
private entities, and citizens (Osborne, 2006).
This shift towards networked governance
reflects the growing recognition that complex
social issues, such as veterans' welfare, cannot
be effectively addressed by government
agencies alone and require coordinated efforts
from a wide range of stakeholders (Sgrensen &
Torfing, 2009).



3.2 Core Tenets of New Public
Governance

New Public Governance (NPG) is grounded
in several core tenets that distinguish it from
traditional and market-based governance
models. At its core, NPG emphasizes
collaboration, participation, and co-production
in public service delivery. It recognizes that
public services are produced and delivered not
only by government agencies but also through
networks and partnerships involving various
actors from the public, private, and civil society
sectors (Oshorne, 2006). This perspective shifts
the focus from top-down, command-and-
control approaches to more horizontal,
network-based forms of governance that
prioritize stakeholder engagement, consensus-
building, and shared decision-making.

One of the key features of NPG is its
emphasis on multi-actor collaboration and
inter-organizational networks. Unlike TPA and
NPM, which often view public service delivery
as a linear, unidirectional process, NPG
conceptualizes it as a dynamic and iterative
process that involves continuous interactions,
negotiations, and adjustments among multiple
actors (Rhodes, 1996). This networked
approach enables public service delivery to be
more flexible, adaptive, and responsive to
changing circumstances and local needs,
particularly in contexts marked by complexity,
uncertainty, and conflict (Sgrensen & Torfing,
2009).

NPG also highlights the importance of co-
production in public service delivery, where
service users and other stakeholders actively
participate in the design, implementation, and
evaluation of services. Co-production not only
enhances the relevance, quality, and
sustainability of public services but also
empowers citizens and communities by giving
them a voice in decision-making processes
(Bovaird, 2007). In the context of veterans'
welfare services, co-production can involve
collaboration between veterans, their families,
government agencies, NGOs, and other
stakeholders to co-create services that are more
attuned to the specific needs and preferences of
veterans (Greenberg, 2019).

Accountability and transparency are also
central to the NPG framework. Unlike the
hierarchical accountability of TPA or the
performance-based accountability of NPM,
NPG advocates for a more holistic approach to

accountability  that  considers  multiple
dimensions, including democratic
accountability, social accountability, and
network accountability (Bovens, 2007). This
multi-dimensional approach to accountability
recognizes the complexity of governance
networks and the need for mechanisms that
ensure transparency, legitimacy, and trust
among all stakeholders involved in public
service delivery.

3.3 Application of NPG to Veterans'
Welfare Services

The delivery of veterans' welfare services in
the Philippines, particularly in conflict-affected
regions like Zamboanga City, presents a
compelling case for applying the New Public
Governance  (NPG)  framework.  The
complexities of delivering welfare services in
such contexts—characterized by socio-political
instability, bureaucratic fragmentation, and
geographic diversity—necessitate a more
collaborative, networked, and participatory
approach to governance.

In the context of veterans' welfare services
administered by the Philippine Veterans Affairs
Office (PVAO), the NPG framework provides
a useful analytical lens for understanding the
interactions between various actors involved in
service delivery. These actors include PVAO,
local government units (LGUSs), the Department
of Health (DOH), the Department of Social
Welfare and Development (DSWD), non-
governmental organizations (NGOs), veterans'
associations, and private sector entities. The
NPG framework highlights the need for greater
coordination and collaboration among these
actors to deliver more comprehensive,
accessible, and responsive welfare services to
veterans, particularly in conflict-affected areas
like Zamboanga City (Ferrer, 2018; Habito,
2016).

Applying the NPG framework to veterans'
welfare services involves several key
considerations. First, it requires fostering multi-
actor collaboration and partnership-building
among government agencies, NGOs, veterans'
associations, and other stakeholders. For
instance, PVAO could strengthen its
partnerships with LGUs, the DOH, and the
DSWD to provide more integrated and
coordinated services that address the diverse
needs of veterans, such as healthcare,
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psychosocial support, livelihood programs, and
legal assistance (Pasion, 2017). Additionally,
NGOs and veterans' associations can play a
crucial role in complementing government
services by providing specialized support,
advocacy, and community engagement
initiatives.

Second, the NPG framework underscores
the importance of co-production in the delivery
of veterans' welfare services. Co-production
involves engaging veterans and their families as
active  participants in  the  design,
implementation, and evaluation of welfare
programs and services. This approach not only
ensures that services are more aligned with the
specific needs and preferences of veterans but
also empowers them by giving them a sense of
ownership and agency in the governance
process (Bovaird, 2007). For example, PVAO
could establish consultative mechanisms, such
as focus groups, advisory councils, or feedback
platforms, to involve veterans and their families
in decision-making processes and service
improvement initiatives.

Third, the NPG framework calls for
enhancing accountability and transparency in
the delivery of veterans' welfare services. Given
the complexities of governance networks and
the involvement of multiple actors, there is a
need for more robust mechanisms that ensure
accountability, transparency, and trust among
all stakeholders. This could involve developing
multi-dimensional accountability frameworks
that encompass democratic accountability (e.g.,
ensuring participation and representation of
veterans in decision-making processes), social
accountability (e.g., community monitoring and
feedback mechanisms), and network
accountability (e.g., collaborative performance
assessment and evaluation) (Bovens, 2007;
Sgrensen & Torfing, 2009).

Finally, the NPG framework highlights the
potential for leveraging digital governance
tools and platforms to enhance the delivery of
veterans' welfare services. Digital platforms,
mobile applications, and online portals can
facilitate more efficient service delivery,
improve access to information, and enable more
effective communication and coordination
among stakeholders (Santos, 2020). However,
successful  implementation  of  digital
governance tools requires addressing issues
related to digital literacy, infrastructure, and
data privacy, as well as ensuring the inclusivity

of vulnerable populations, such as elderly and
disabled veterans.

In conclusion, the New Public Governance
(NPG) framework provides a comprehensive
and flexible theoretical foundation for
analysing the effectiveness and policy
implications of veterans' welfare services in
Zamboanga City, Philippines. By emphasizing
multi-actor  collaboration,  co-production,
accountability, and digital governance, NPG
offers valuable insights into the governance
dynamics and challenges of delivering veterans'
welfare services in conflict-affected and
geographically diverse regions.

IVV. Methodology

This section outlines the methodology
employed in the study entitled "Assessing the
Effectiveness and Policy Implications of
Veterans' Welfare Services Administered by
the Philippine Veterans Affairs Office (PVAO):
A Case Study of Service Delivery and Veteran
Outcomes in Zamboanga City, Philippines.”
The methodology encompasses the research
design, data collection methods, data analysis
procedures, and ethical considerations. The
study employs a mixed-methods approach,
integrating both quantitative and qualitative
techniques to provide a comprehensive
evaluation of the veterans' welfare services
administered by the PVAO.

This methodology outlines a rigorous and
comprehensive approach to assessing the
effectiveness and policy implications of
veterans' welfare services in Zamboanga City.
The mixed-methods design ensures a thorough
analysis of both quantitative and qualitative
data, providing valuable insights into service
delivery and stakeholder perspectives.

4.1 Research Design

The research design is a case study
approach, which is particularly suited to
exploring complex, context-specific
phenomena such as veterans' welfare services
in Zamboanga City. Case studies offer an in-
depth examination of a particular instance of a
phenomenon within its real-life context,
allowing  for  detailed analysis and
understanding of service delivery mechanisms,
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stakeholder interactions, and policy
implications (Yin, 2018). The case study
approach enables the study to capture the
nuances of veterans' experiences and the
effectiveness of welfare services within a
specific geographic and socio-political setting.

The study employs a mixed-methods design
to combine quantitative and qualitative data,
providing a richer and more comprehensive
analysis of the research questions. The
guantitative component involves a structured
survey of veterans to assess their satisfaction
with and access to welfare services. The
qualitative component includes semi-structured
interviews and focus groups with veterans,
PVAO staff, and other stakeholders to gain
deeper insights into the service delivery
processes and policy implications.

4.2 Data Collection Methods

The study employs a mixed-methods
approach to comprehensively evaluate the
effectiveness and policy implications of
veterans' welfare services provided by the
Philippine Veterans Affairs Office (PVAO) in
Zamboanga City, Philippines. The data
collection strategy integrates both quantitative
and qualitative methods to ensure a robust
analysis.

Quantitative Data Collection: The study
administers structured surveys to a stratified
random sample of veterans registered with
PVAO. The survey captures data on service
satisfaction, accessibility, timeliness, and
perceived effectiveness of welfare services. The
structured nature of the survey enables the
collection of statistically significant data,
facilitating generalizability across the veteran
population.

Qualitative Data Collection: The qualitative
component comprises in-depth interviews and
focus group discussions (FGDs) with key
stakeholders, including veterans, PVAO
officials, local government representatives, and
NGO personnel. These methods allow for an
exploration of nuanced perspectives on service
delivery challenges, governance issues, and
policy gaps. The semi-structured interview and
FGD protocols ensure consistency while
providing flexibility to capture emergent
themes.

Triangulation: The integration of survey data
with qualitative insights through thematic
analysis enhances the validity and reliability of
findings, offering a comprehensive
understanding of veterans’ welfare services and
informing evidence-based policy
recommendations. This  mixed-methods
approach ensures a thorough exploration of
both statistical patterns and rich contextual
narratives.

4.2.1 Quantitative Data Collection

Quantitative data are collected through a
structured survey administered to a sample of
veterans residing in Zamboanga City. The
survey instrument is designed to capture
various aspects of veterans' experiences with
the welfare services provided by the PVAO,
including service accessibility, satisfaction
levels, and perceived effectiveness. The survey
is based on validated instruments and scales
used in previous studies of public service
satisfaction (Vargas, 2021; Homburg &
Giering, 2001).

The survey is distributed using a
combination of online and face-to-face methods
to ensure broad coverage and inclusivity. The
sample is drawn using a stratified random
sampling technique to ensure representation
across different demographics, including age,
gender, and service type. The target sample size
is 300 veterans, with the aim of achieving a
confidence level of 95% and a margin of error
of 5%.

4.2.2 Qualitative Data Collection

Qualitative data are collected through semi-
structured interviews and focus groups with key
stakeholders involved in the delivery and
administration of veterans' welfare services.
These stakeholders include:

e Veterans residing in Zamboanga City

e PVAO staff members

o Representatives from local government
units (LGUs)

¢ Representatives from non-governmental
organizations (NGOs) and community-
based organizations (CBOs)
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The semi-structured interviews are designed
to explore stakeholders' perspectives on the
effectiveness of the welfare services, challenges
encountered, and suggestions for improvement.
The interviews are conducted in person or via
video conferencing, depending on the
availability and preference of the participants.
Each interview is approximately 45-60 minutes
in duration and is recorded with the consent of
the participants.

Focus group discussions are held with
groups of veterans and PVAO staff to facilitate
collective reflection and discussion on key
issues related to service delivery and policy
implications. Each focus group consists of 6-8
participants and lasts approximately 1.5-2
hours. The focus group discussions are
moderated using a structured guide to ensure
consistency and depth of coverage.

4.3 Data Analysis Procedures

The study employs a mixed-methods
approach to data analysis, integrating both
guantitative and qualitative techniques to
provide a comprehensive understanding of the
effectiveness of veterans' welfare services
administered by the Philippine Veterans Affairs
Office (PVAO) in Zamboanga City.

Quantitative Data Analysis: Survey data are
analysed using descriptive and inferential
statistics to identify patterns, relationships, and
differences in veterans' satisfaction,
accessibility, and service outcomes. Statistical
tools such as regression analysis and cross-
tabulation are wused to examine factors
influencing service effectiveness and identify
significant trends.

Qualitative Data Analysis: Thematic analysis
is conducted on interview and focus group
discussion (FGD) transcripts to identify
recurring themes, narratives, and insights
related to governance, service delivery
challenges, and policy gaps. This process
involves coding data and categorizing them into
meaningful themes that capture key stakeholder
perspectives.

Integration and  Triangulation: By
triangulating  quantitative  findings  with
qualitative insights, the study enhances the
robustness of its conclusions, providing a

nuanced and evidence-based understanding of
veterans’ welfare service delivery and its policy
implications.

4.3.1 Quantitative Data Analysis

Quantitative data from the surveys are
analysed using statistical software such as SPSS
(Statistical Package for the Social Sciences) or
R. The analysis includes descriptive statistics
(e.g., means, standard deviations, frequencies)
to summarise the data and inferential statistics
(e.g., t-tests, ANOVA) to test hypotheses and
examine differences across demographic
groups. The analysis also includes correlation
and regression analyses to explore relationships
between variables, such as the impact of service
accessibility on satisfaction levels.

4.3.2 Qualitative Data Analysis

Qualitative data from the interviews and
focus groups are transcribed verbatim and
analysed using thematic analysis (Braun &
Clarke, 2006). The thematic analysis involves
several stages:

1. Familiarisation with the Data: Reading
and re-reading the transcripts to gain an
understanding of the content and context.

2. Generating Initial Codes: Identifying and
coding relevant segments of the data based
on emerging themes and patterns.

3. Searching for Themes: Grouping codes
into potential themes and sub-themes that
address the research questions.

4. Reviewing  Themes: Refining and
reviewing the themes to ensure they
accurately represent the data and are
supported by evidence.

5. Defining and Naming Themes: Clearly
defining and naming each theme to reflect its
content and significance.

6. Writing Up: Integrating the themes into a
coherent narrative that addresses the
research questions and provides insights into
the effectiveness and policy implications of
veterans' welfare services.
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The qualitative analysis is conducted using
NVivo software to facilitate coding and theme
development. Data triangulation is employed to
enhance the validity and reliability of the
findings by comparing and cross-checking data
from multiple sources (Creswell & Plano Clark,
2017).

4.4 Ethical Considerations

This study adheres to strict ethical
guidelines to ensure the protection and rights of
all participants involved in assessing the
effectiveness of veterans' welfare services by
the Philippine Veterans Affairs Office (PVAOQ)
in Zamboanga City.

Informed Consent: Participants in surveys,
interviews, and focus group discussions
(FGDs) receive comprehensive information
about the study's purpose, procedures, risks,
and benefits. Informed consent is obtained
before data collection, ensuring voluntary
participation.

Confidentiality and Anonymity: The study
ensures  participant  confidentiality by
anonymizing all responses and securely storing
data. Identifiable information is removed from
all datasets to prevent privacy breaches.

Voluntary Participation and Right to
Withdraw: Participants are informed of their
right to withdraw from the study at any time
without penalty, ensuring freedom from
coercion.

Minimization of Harm: The research design
prioritizes minimizing potential risks, including
psychological stress. Ethical approval is
obtained from an Institutional Review Board
(IRB), ensuring adherence to ethical standards
throughout the study.

The study adheres to ethical guidelines for
research involving human subjects. Key ethical
considerations include:

e Informed Consent: All participants are
provided with detailed information about the
study's purpose, procedures, and potential
risks. Written informed consent is obtained
from each participant before data collection.

¢ Confidentiality and Anonymity:
Participants' identities and responses are
kept confidential and anonymized in the
reporting and publication of the findings.
Personal identifiers are removed from the
data and stored securely.

e Voluntary Participation: Participation in
the study is voluntary, and participants can
withdraw at any time without penalty or loss
of benefits.

e Respect for Participants: The study
ensures respectful and culturally sensitive
interactions with participants, considering
their diverse backgrounds and experiences.

The research protocol is reviewed and
approved by an institutional review board or
ethics committee to ensure compliance with
ethical standards and guidelines.

V. Findings and Discussion

This section presents the findings of the
study and discusses their implications in the
context of the effectiveness and policy
implications of veterans' welfare services
administered by the Philippine Veterans Affairs
Office (PVAO) in Zamboanga City. The
analysis integrates both quantitative survey data
and qualitative interview and focus group
findings to provide a comprehensive overview
of service delivery and veteran outcomes. The
discussion interprets these findings within the
framework of New Public Governance (NPG)
and explores their implications for policy and
practice.

The findings and discussion integrate
guantitative survey results and qualitative
insights to provide a nuanced understanding of
the effectiveness of veterans' welfare services
in Zamboanga City. The study highlights key
issues related to service accessibility,
satisfaction, and stakeholder perspectives,
offering actionable recommendations for
improving service delivery and policy
implementation.
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5.1 Quantitative Findings

The quantitative findings of the study reveal
key insights into the effectiveness of veterans'
welfare services provided by the Philippine
Veterans Affairs Office (PVAO) in Zamboanga
City. Data from structured  surveys
administered to a stratified random sample of
veterans indicate mixed levels of satisfaction
regarding service accessibility, timeliness, and
overall effectiveness.

Service Satisfaction: Approximately 45% of
veterans report satisfaction with the services,
while 35% express dissatisfaction, citing
bureaucratic  delays  and insufficient
communication as major concerns.

Accessibility: Findings show that 60% of
respondents perceive access to services as
limited, particularly for those in remote areas.
Digital service gaps and inadequate outreach
are highlighted as significant barriers.

Timeliness and Efficiency: Only 40% of
veterans rate the timeliness of service delivery
as satisfactory, with many pointing to delayed
processing times for benefits and pensions.

These quantitative insights underscore the
need for policy reforms to address service
delivery inefficiencies and improve access and
satisfaction among veterans in Zamboanga
City.

5.1.1 Survey Respondent Demographics:
The survey was completed by 300 veterans,
with a response rate of 85%. The sample
includes a diverse demographic composition,
with 60% male and 40% female respondents.
The majority (55%) are between 50 and 64
years old, reflecting the aging veteran
population. About 70% of respondents have
served in the military for over 20 years,
indicating long-term service histories. In terms
of educational background, 40% hold a high
school diploma, 30% have some college
education, and 20% have a bachelor's degree or
higher.

5.1.2 Service Accessibility:  The survey
results reveal that 75% of veterans rate the
accessibility of PVAO services as satisfactory.
However, significant variation exists across

different types of services. For instance, 80% of
veterans report satisfaction with healthcare
services, while only 60% express satisfaction
with  livelihood  assistance  programs.
Accessibility issues  are particularly
pronounced in remote areas, where 35% of
veterans report difficulties in reaching PVAO
offices or partner facilities. This discrepancy
highlights a need for improved outreach and
logistical support, especially in geographically
challenging regions (Ferrer, 2018).

5.1.3 Satisfaction Levels: Overall
satisfaction with PVAO services is moderate,
with an average satisfaction score of 3.5 on a 5-
point scale. Satisfaction levels are highest for
healthcare services (mean score: 4.0), followed
by educational benefits (mean score: 3.6) and
livelihood assistance (mean score: 3.2).
Statistical ~ analysis  shows  significant
differences in satisfaction levels across
demographic groups. For instance, older
veterans and those with longer service histories
report higher satisfaction levels compared to
younger veterans and those with shorter service
durations. This finding suggests that long-term
service members may have more positive
experiences due to better familiarity with and
access to available services (Homburg &
Giering, 2001).

5.1.4 Impact of Service Accessibility on
Satisfaction: Regression analysis indicates
that accessibility significantly influences
overall satisfaction with veterans' services.
Specifically, improved access to healthcare and
livelihood programs is associated with higher
satisfaction scores (fp = 0.45, p < 0.01). This
underscores the importance of addressing
accessibility barriers to enhance overall service
quality and veteran satisfaction. The findings
align with previous research that highlights the
critical role of service accessibility in
determining public service effectiveness
(Vargas, 2021).

5.2 Qualitative Findings

The qualitative findings from interviews and
focus group discussions (FGDs) provide in-
depth insights into the challenges and
perceptions regarding veterans' welfare
services administered by the Philippine
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Veterans Affairs Office (PVAQ) in Zamboanga
City.

Service Delivery Challenges: Participants
consistently  highlight issues such as
bureaucratic inefficiencies, inadequate
communication, and insufficient support
services. Veterans and stakeholders report
lengthy processing times and difficulties in
accessing benefits, particularly for those in
remote areas.

Governance and Policy Gaps: Discussions
reveal a perceived disconnect between policy
and practice, with many suggesting that
existing policies do not adequately address the
diverse needs of veterans. Stakeholders
advocate for more inclusive and transparent
decision-making processes.

Digital Tools and Accessibility: The
qualitative data underscores the potential of
digital tools to enhance service delivery but also
notes their underutilisation. Recommendations
include improving digital platforms and
expanding outreach efforts.

These qualitative insights complement the
guantitative data, highlighting critical areas for
policy improvement and service enhancement
to better meet the needs of veterans.

5.2.1 Veteran Experiences

Interviews with veterans reveal a range of
experiences with PVAO services. Many
veterans appreciate the quality of healthcare
services, noting the professionalism and
competence of medical staff. However, they
also report challenges such as long waiting
times, bureaucratic delays, and inadequate
communication regarding service entitlements.
These issues contribute to a perception of
inefficiency and frustration among veterans,
particularly those living in remote areas
(Greenberg, 2019).

Focus group discussions highlight a recurring
theme of unmet needs, particularly regarding
livelihood assistance. Veterans express
concerns about the limited scope and
effectiveness of existing programs, citing
insufficient support for business start-ups and
job placement services. They suggest that more
tailored and flexible support mechanisms are

needed to address the diverse needs of veterans,
including those related to post-service
employment and economic stability (Pasion,
2017).

5.2.2 Stakeholder Perspectives

Interviews with PVAO staff and other
stakeholders provide additional insights into the
challenges and opportunities in service
delivery. PVAO staff acknowledge the
difficulties in reaching remote veteran
communities and the need for improved
logistical support and outreach strategies. They
also highlight the importance of inter-agency
collaboration to enhance service delivery and
address gaps in current programs.

Representatives from NGOs and LGUs
emphasize the value of partnerships in
augmenting PVAOQ's efforts. They point to
successful initiatives that involve collaborative
approaches to providing additional support
services, such as community-based health
programs and vocational training workshops.
However, they also note that coordination
among different actors can be challenging due
to varying priorities and resource constraints
(Oshorne, 2006; Sarensen & Torfing, 2009).

5.2.3 Policy Implications

The findings suggest several policy
implications for improving veterans' welfare
services. First, enhancing accessibility and
reducing bureaucratic hurdles are crucial for
improving service delivery. This could involve
streamlining administrative processes,
increasing the use of digital platforms for
service delivery, and expanding outreach
efforts to remote areas.

Second, there is a need for a more
comprehensive  approach to livelihood
assistance that includes flexible and tailored
support mechanisms. This could involve
developing partnerships with private sector
organizations to provide job placement and
business development services, as well as
offering targeted training and resources to
veterans (Thompson, 2016).

Third, fostering greater collaboration among
PVAO, LGUs, NGOs, and other stakeholders is
essential for addressing service gaps and
improving overall effectiveness. Collaborative
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initiatives that leverage the strengths of various
actors can enhance service delivery and ensure
amore holistic approach to addressing veterans'
needs (Bovaird, 2007; Serensen & Torfing,
2009).

5.2.4 Recommendations

The study recommends several measures to
enhance the effectiveness of veterans' welfare
services by the Philippine Veterans Affairs
Office (PVAO) in Zamboanga City. Policy
reforms should address bureaucratic delays and
better cater to veterans' needs. Investment in
digital platforms is essential to improve service
accessibility and efficiency, particularly for
remote areas. Strengthening stakeholder
engagement through regular consultations and
partnerships with local governments and NGOs
will ensure more responsive and inclusive
service delivery. Additionally, increased
training and resources for PVAO staff are
needed to improve overall efficiency and
customer service, thereby enhancing veterans'
satisfaction and outcomes.

Based on the  findings, several
recommendations can be made:

1. Improving Service Accessibility:
Implement mobile service units and online
platforms to increase accessibility for
veterans in remote areas. Enhance logistical
support and streamline processes to reduce
waiting times and bureaucratic delays.

2. Enhancing Livelihood Programs: Develop
more flexible and targeted livelihood
assistance programs that address the specific
needs of veterans. Collaborate with private
sector partners to provide job placement,
business  development  support, and
vocational training.

3. Strengthening  Collaboration:  Foster
greater collaboration between PVAO,
LGUs, NGOs, and other stakeholders to
improve service coordination and delivery.
Establish formal partnerships and joint
initiatives to address service gaps and
enhance overall effectiveness.

4. Utilizing Digital Tools: Leverage digital
governance tools to improve service
delivery, communication, and coordination

among stakeholders. Implement online
platforms  for  service  registration,
information dissemination, and feedback
collection.

V1. Policy Implications and
Recommendations

This section synthesises the findings of the
study on the effectiveness and policy
implications of veterans' welfare services
administered by the Philippine Veterans Affairs
Office (PVAO) in Zamboanga City. It provides
a detailed discussion of the policy implications
arising from the study's results and presents
actionable  recommendations aimed  at
enhancing service delivery and outcomes for
veterans. The recommendations are grounded
in the findings from both quantitative and
gualitative data and are framed within the New
Public Governance (NPG) theory to address the
complex dynamics of public service delivery.

The policy implications and
recommendations provided aim to enhance the
effectiveness and efficiency of veterans'
welfare services in Zamboanga City. By
addressing accessibility issues, redesigning
livelihood programs, strengthening stakeholder
coordination, and leveraging digital tools, the
recommendations seek to improve service
delivery and outcomes for veterans.
Implementing these recommendations will
require  careful  planning,  stakeholder
engagement, and ongoing evaluation to ensure
successful outcomes.

6.1 Policy Implications

The study’s findings underscore significant
policy implications for the Philippine Veterans
Affairs Office (PVAO) in Zamboanga City.
The identified gaps in service delivery—such as
bureaucratic inefficiencies, limited
accessibility, and slow processing times—
highlight the urgent need for policy reforms.
Improving administrative  processes and
streamlining procedures are crucial to address
these issues and enhance service efficiency.
The study also emphasizes the importance of
integrating digital solutions to facilitate better
access and management of veterans' services.
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Expanding digital platforms and improving
their functionality can significantly reduce
service delays and increase accessibility.
Furthermore, fostering greater stakeholder
engagement, including veterans’ input in policy
development, is essential for creating more
responsive and inclusive welfare services.
These policy changes are vital for aligning
veterans’ welfare services with their needs,
improving overall service delivery, and
ensuring equitable access to benefits and
support.

6.1.1 Enhancing Service Accessibility:
The study’s findings reveal significant
accessibility challenges faced by veterans,
particularly those residing in remote and
conflict-affected areas. The accessibility issues
are evident in the difficulties veterans encounter
in accessing PVAO services due to logistical
constraints and bureaucratic inefficiencies
(Ferrer, 2018). The policy implication here is
that there is an urgent need to improve service
accessibility to ensure that all veterans,
regardless of their location, can benefit from the
available services.

6.1.2 Addressing Service Gaps: The
qualitative data highlight critical gaps in the
current welfare programs, especially in
livelihood assistance. Veterans express
dissatisfaction with the existing support
mechanisms, which they perceive as
insufficient and inflexible (Pasion, 2017). This
suggests a need for policy reforms that address
these gaps by providing more comprehensive
and adaptable support services. The policy
implication is to re-evaluate and redesign
livelihood programs to better meet the diverse
needs of veterans.

6.1.3 Improving Stakeholder
Coordination:  The study underscores the
importance of effective coordination among
various stakeholders involved in veterans'
welfare. The findings suggest that collaboration
between PVAO, local government units
(LGUs), non-governmental  organisations
(NGOs), and other entities is often inadequate,
leading to fragmented service delivery
(Oshorne, 2006). The policy implication is that
fostering stronger partnerships and improving
inter-agency collaboration is essential for
delivering integrated and efficient services.

6.1.4 Leveraging Digital Governance:
The analysis indicates that digital tools and
platforms could significantly enhance service
delivery and communication with veterans.
However, current digital capabilities are
underutilised, and many veterans face barriers
to accessing online services (Greenberg, 2019).
This implies a need for policies that promote the
adoption of digital governance tools to
streamline service delivery and improve access.

6.2 Recommendations

6.2.1 Implementing Mobile and Online
Service Platforms: To address accessibility
challenges, it is recommended that PVAO
establish mobile service units and enhance
online service platforms. Mobile units can
reach veterans in remote areas, providing on-
site support and reducing travel burdens.
Concurrently, improving online services can
facilitate easier access to information and
application processes. This approach aligns
with recommendations from studies on service
delivery in remote and underserved populations
(Homburg & Giering, 2001).

6.2.2 Redesigning Livelihood Assistance
Programs: The current livelihood assistance
programs should be redesigned to offer more
flexible and tailored support. This could
involve:

o Developing Partnerships: Collaborate with
private sector organisations to provide job
placement services and business
development support. These partnerships
can offer veterans access to resources and
opportunities that are otherwise unavailable
(Thompson, 2016).

e Tailoring Programs: Create programs that
cater to different veteran profiles, including
those with disabilities or those who are
newly retired. Customised training and
financial support can better meet the diverse
needs of veterans (Pasion, 2017).

6.2.3 Strengthening Stakeholder
Collaboration:  To enhance coordination
among stakeholders, the following measures
are recommended:
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¢ Establishing Formal Partnerships:
Develop formal agreements between
PVAO, LGUs, NGOs, and community-
based organisations to improve service
integration and resource sharing. This can
include joint initiatives and collaborative
projects that leverage the strengths of each
partner (Bovaird, 2007).

e Regular Coordination Meetings:
Implement regular coordination meetings
and forums to facilitate communication and
collaboration among stakeholders. These
meetings can help address emerging issues
and align efforts towards common goals
(Serensen & Torfing, 2009).

6.2.4 Expanding Digital Tools and
Training: To maximise the benefits of digital
governance, it is recommended that PVAO:

¢ Enhance Digital Infrastructure: Invest in
developing and expanding digital platforms
for service delivery, including online
application systems and information portals.
This can improve accessibility and
efficiency (Osborne, 2006).

e Provide Digital Training: Offer training
programs for veterans to help them navigate
digital services effectively. This can address
the digital divide and ensure that all veterans
can access the services they need
(Greenberg, 2019).

6.2.5 Conducting Regular Evaluations:
Regular evaluations of veterans' welfare
services should be conducted to assess the
effectiveness of implemented policies and
programs. These evaluations can provide
valuable feedback and identify areas for
improvement. Evaluation processes should be
systematic and involve input from veterans,
service providers, and other stakeholders
(Creswell & Plano Clark, 2017).

6.3 Implementation Considerations

Successful implementation of
recommendations for veterans' welfare services
in Zamboanga City requires careful attention to
several factors. Adequate funding is needed for
policy reforms, digital upgrades, and staff
training. Coordination among PVAO, local

governments, and NGOs is crucial to ensure
effective collaboration and clear
communication. The deployment of digital
platforms must involve technical expertise and
thorough testing to ensure reliability and user-
friendliness.  Additionally, comprehensive
training programs for PVAO staff are essential
to improve service delivery and efficiency.
Addressing these considerations will facilitate
effective implementation and enhance the
overall quality of veterans' welfare services.

6.3.1 Resource Allocation: Implementing
these recommendations will require careful
consideration of resource allocation. Adequate
funding, staffing, and infrastructure are
essential to support the proposed changes.
Budgetary  considerations  should be
incorporated into the policy planning and
implementation phases.

6.3.2 Stakeholder Engagement: Engaging
stakeholders throughout the implementation
process is crucial for ensuring buy-in and
support.  Effective  communication and
collaboration with veterans, service providers,
and partner organisations will facilitate
smoother  implementation and  greater
acceptance of the proposed changes.

6.3.3 Monitoring and Evaluation:
Continuous monitoring and evaluation should
be integrated into the implementation process to
track progress and address any challenges that
arise.  This  will ensure that the
recommendations are effectively translated into
practice and achieve the desired outcomes.

VI. Contribution to the Theories of
Public Administration and Governance

This section elucidates the study's
contributions to the theoretical landscape of
public administration and governance. By
integrating empirical findings from the analysis
of veterans' welfare services administered by
the Philippine Veterans Affairs Office (PVAQ)
in Zamboanga City with established theoretical
frameworks, the study enhances the
understanding of service delivery dynamics,
stakeholder  coordination, and  digital
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governance. The contributions are discussed in
the context of specific theoretical frameworks
and broader theoretical implications.

7.1 Enhancing New Public Governance
(NPG) Theory

This study enhances New  Public
Governance (NPG) Theory by applying it to the
context of veterans' welfare services in
Zamboanga City. It demonstrates how NPG’s
principles—such as collaborative governance,
citizen engagement, and network-based service
delivery—can improve service effectiveness.
The research reveals that integrating multiple
stakeholders, including  veterans, local
governments, and NGOs, aligns with NPG’s
emphasis on participatory and inclusive
governance. By leveraging digital tools for
better coordination and communication, the
study shows how NPG can address service
delivery challenges and policy gaps, providing
a framework for more responsive and efficient
public service management.

7.1.1 Practical Application of NPG
Theory: The study's application of New
Public Governance (NPG) theory to veterans'
welfare services provides a concrete illustration
of how collaborative networks and stakeholder
engagement influence public service delivery
(Oshorne, 2006). NPG theory posits that
effective governance relies on the interaction
between various stakeholders, including
government  agencies,  non-governmental
organisations (NGOs), and the private sector.
This research underscores the relevance of NPG
theory by demonstrating how fragmented
coordination among these entities hampers
service delivery and highlights the potential
benefits of a more integrated approach.

7.1.2 Empirical Evidence on Collaborative
Networks: Through empirical data, the study
reveals the challenges and benefits of
collaborative networks in delivering veterans'
services. It shows that while stakeholder
engagement is crucial for addressing complex
service delivery issues, the current lack of
effective  coordination  undermines the
effectiveness of welfare programs (Bovaird,
2007). This contribution extends NPG theory
by providing empirical evidence on how

collaborative approaches can be improved and
what practical barriers exist in real-world
applications.

7.1.3 Theoretical Implications for Service
Delivery Models: The findings contribute to
the theoretical discourse on service delivery
models within the NPG framework. By
identifying specific service gaps and evaluating
the role of different stakeholders, the study
offers new insights into how service delivery
models can be refined to enhance effectiveness
and responsiveness (Osborne, 2006). This
theoretical contribution helps in understanding
how collaborative governance structures can be
designed to address service delivery challenges
more effectively.

7.2 Advancing Theories of Service
Integration

This study advances theories of service
integration by applying them to the veterans'
welfare services in Zamboanga City. It
highlights how integrating diverse service
components—such as benefits administration,
healthcare, and support services—into a
cohesive system can improve overall efficiency
and accessibility. The research demonstrates
that a coordinated approach, leveraging digital
platforms and multi-stakeholder collaboration,
addresses fragmentation and enhances service
delivery. By proposing a model of integrated
service delivery, the study contributes to
theoretical advancements in service integration,
offering practical insights for creating more
unified and responsive public welfare systems.

7.2.1 Conceptualising Service Integration:
The study advances theories of service
integration by providing a detailed analysis of
how various stakeholders interact in delivering
veterans' services. The research highlights that
effective service integration requires not only
the coordination of efforts but also the
alignment of goals and resources among
different entities (Bovaird, 2007). This
conceptualisation contributes to the theoretical
understanding of how integrated service
delivery can be achieved and what factors
influence its success.
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7.2.2 ldentifying Barriers to Integration:
Empirically, the study identifies several barriers
to effective service integration, including
institutional silos and lack of communication
between stakeholders (Pasion, 2017). These
findings contribute to the theoretical discourse
by illustrating how barriers to integration
manifest in practice and suggesting potential
solutions. This contribution enhances the
understanding of how service integration
theories can be applied and adapted to real-
world contexts.

7.2.3 The Role of Stakeholder

Engagement:  The  study's  findings
underscore the importance of stakeholder
engagement in service integration. By
demonstrating how different stakeholders can
contribute to or hinder service delivery, the
research offers theoretical insights into the role
of engagement in achieving integrated service
models (Osborne, 2006). This contribution
enriches the theoretical framework by
highlighting the practical implications of
stakeholder engagement in service integration.

7.3 Expanding Digital Governance
Theories

This study expands Digital Governance
Theories by exploring their application within
the context of veterans' welfare services in
Zamboanga City. It illustrates how digital tools
and platforms can enhance governance by
improving service accessibility, efficiency, and
stakeholder  engagement. The  research
highlights the transformative potential of digital
technologies in streamlining administrative
processes, facilitating real-time
communication, and enabling data-driven
decision-making. By integrating digital
governance principles into the welfare services
framework, the study demonstrates how these
theories can address existing service delivery
challenges, bridge gaps in access, and promote
transparency and  accountability.  This
expansion of Digital Governance Theories
provides a contemporary perspective on
leveraging technology to optimize public
service management.

7.3.1 Application of Digital Governance
Frameworks: The research contributes to
digital governance theories by examining the
role of digital tools in enhancing or impeding
veterans' service delivery. The study applies
digital governance frameworks to assess how
technology can improve service accessibility
and efficiency (Greenberg, 2019). This
application provides theoretical insights into
the benefits and limitations of digital tools in
public administration and offers a framework
for understanding their impact on service
delivery.

7.3.2 Theoretical Insights into Digital Tool
Utilisation: The findings provide theoretical
insights into how digital tools are utilised in
public service delivery. The research highlights
that while digital tools have the potential to
improve service delivery, their current use is
limited and often hindered by infrastructural
and capacity issues (Greenberg, 2019). This
contribution expands digital governance
theories by illustrating the practical challenges
and opportunities associated with the
implementation of digital tools in public
administration.

7.3.3 Implications for Digital Policy
Development:  The study's insights into
digital tool utilisation inform the theoretical
understanding of digital policy development.
By providing empirical evidence on the
effectiveness and limitations of digital tools, the
research contributes to the development of
policies that better integrate technology into
public service delivery (Greenberg, 2019). This
theoretical contribution aids in designing more
effective digital governance strategies and
policies.

7.4 Theoretical Contributions to Public
Sector Reform

This study makes significant theoretical
contributions to public sector reform by
applying and integrating advanced governance
theories into the context of veterans' welfare
services in Zamboanga City. It illustrates how
principles from New Public Governance
(NPG), service integration theories, and digital
governance  can  collectively  address
inefficiencies and enhance service delivery. By
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demonstrating the practical application of these
theories, the research provides a comprehensive
framework for reforming public sector services.
It highlights how collaborative governance,
integrated service models, and digital tools can
transform public administration, leading to
more responsive, efficient, and equitable public
services. This theoretical contribution offers
valuable insights for policymakers and scholars
aiming to advance public sector reform and
improve service outcomes.

7.4.1 Insights into Public Sector Reform
Theories: The study contributes to public
sector reform theories by highlighting the need
for reform in veterans' welfare services. It
identifies specific areas where current programs
fall short and offers recommendations for
improving service delivery and stakeholder
coordination (Thompson, 2016). These insights
contribute to the theoretical discourse on public
sector reform by demonstrating how targeted
reforms can address service gaps and enhance
the effectiveness of welfare programs.

7.4.2 Theoretical Implications for Service
Delivery Models: The research provides
theoretical implications for service delivery
models in the public sector. By analysing the
challenges and opportunities associated with
veterans' welfare services, the study offers new
perspectives on how service delivery models
can be improved to better meet the needs of
beneficiaries (Homburg & Giering, 2001). This
contribution enhances the understanding of
service delivery models and their application in
public sector reform.

7.4.3 Practical Applications of Theoretical
Insights: The study's theoretical contributions
have practical applications for public
administrators and policymakers. By linking
empirical findings with theoretical frameworks,
the research provides actionable
recommendations for improving service
delivery, stakeholder coordination, and digital
governance (Sgrensen & Torfing, 2009). These
practical applications demonstrate  how
theoretical insights can be translated into
effective public administration practices.

This section elucidates how the study
contributes to various theoretical frameworks in
public administration and governance. By

integrating empirical findings with theoretical
insights, the research advances our
understanding of service delivery dynamics,
stakeholder  coordination, and digital
governance, offering valuable contributions to
both theoretical and practical realms of public
administration.

VII. Conclusion

This study provides a comprehensive
assessment of the effectiveness and policy
implications of veterans' welfare services
administered by the Philippine Veterans Affairs
Office (PVAO) in Zamboanga City. Through a
combination of quantitative surveys and
qualitative interviews, the research elucidates
key issues in service delivery and veteran
outcomes, framed within the New Public
Governance (NPG) theory. The findings and
recommendations aim to enhance the overall
quality and efficiency of veterans' welfare
programs and address critical gaps identified in
the current system.

7.1 Summary of Findings

7.1.1 Service Accessibility and
Satisfaction: The study finds that veterans'
accessibility to PVAO services is notably
uneven, with significant barriers for those in
remote or conflict-affected areas. Although
overall satisfaction with healthcare services is
relatively high, there are pronounced issues
with the accessibility of livelihood assistance
programs. This disparity underscores a need for
targeted interventions to improve service reach
and equity (Ferrer, 2018). The quantitative data
reveal that service satisfaction is influenced by
factors such as service type, veteran
demographics, and geographical location.
Higher satisfaction levels are associated with
better accessibility and tailored support services
(Homburg & Giering, 2001).

7.1.2 Livelihood Assistance and Service
Gaps:  Qualitative insights highlight the
limitations of existing livelihood assistance
programs, which are perceived as inadequate in
addressing the diverse needs of veterans. Issues
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include inflexible support mechanisms and
insufficient resources for business development
and job placement (Pasion, 2017). Veterans'
experiences reflect a need for a more dynamic
and responsive approach to livelihood support,
one that aligns with contemporary economic
and social conditions.

7.1.3 Stakeholder Coordination and
Digital Tools: The study identifies significant
challenges in stakeholder coordination, noting
that fragmented service delivery impedes the
effectiveness of veterans' welfare programs.
Effective collaboration between PVAO, local
government units (LGUs), non-governmental
organisations (NGOs), and other stakeholders
is essential for a cohesive approach to service
delivery (Osborne, 2006). Additionally, the
underutilisation of digital tools suggests that
there are opportunities to enhance service
efficiency and accessibility through better
integration of technology (Greenberg, 2019).

7.2 Policy Implications

The study’s findings indicate critical policy
implications for improving veterans' welfare
services in Zamboanga City. Reforms should
focus on streamlining bureaucratic processes to
reduce delays and enhance efficiency.
Investment in digital infrastructure is essential
for improving service accessibility and
management.  Strengthening  stakeholder
engagement through regular consultations with
veterans and collaboration with local entities
will ensure that policies are more responsive to
their needs. Additionally, adequate funding and
resources are necessary to support these
changes, including staff training and
technology upgrades. Addressing these areas
will enhance service delivery and better meet
veterans' needs.

The findings highlight several key policy
implications:

1. Addressing Accessibility Barriers: The
uneven distribution of services and
accessibility challenges necessitate policy
measures to improve outreach and support in
underserved areas. Implementing mobile
service units and expanding online platforms
can address these barriers effectively.

2. Reforming Livelihood Assistance: The
current livelihood programs require a
comprehensive redesign to offer more
flexible and targeted support. This includes
developing partnerships with private sector
entities and creating tailored programs that
address specific veteran needs (Thompson,
2016).

3. Enhancing Coordination: Strengthening
collaboration among PVAO, LGUs, NGOs,
and other stakeholders is crucial for
delivering integrated services. Formal
agreements and regular coordination efforts
can enhance service delivery and ensure
more effective resource utilisation.

4. Leveraging Digital Governance:
Expanding the use of digital tools for service
delivery can improve efficiency and access.
Investments in digital infrastructure and
training for veterans are essential to bridging
the digital divide and enhancing service
accessibility (Osborne, 2006).

7.3 Recommendations

The recommendations provided are
designed to address the identified issues and
improve the overall effectiveness of veterans'
welfare services:

1. Implement Mobile and Online Services:
Establish mobile service units and enhance
digital platforms to improve accessibility for
veterans, particularly in remote areas. This
approach can reduce logistical barriers and
streamline service delivery (Homburg &
Giering, 2001).

2. Redesign Livelihood Programs: Develop
flexible and tailored livelihood assistance
programs that cater to the diverse needs of
veterans. Collaborate with private sector
organisations to  provide additional
resources and opportunities for economic
stability (Pasion, 2017).

3. Strengthen Stakeholder Collaboration:
Foster stronger partnerships and formal
agreements between PVAQO, LGUs, NGOs,
and other relevant entities. Implement
regular  coordination  meetings  and
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collaborative initiatives to improve service
integration (Serensen & Torfing, 2009).

4. Expand Digital Infrastructure: Invest in
digital tools and platforms to enhance
service delivery and communication.
Provide training for veterans to facilitate
their use of digital services and address the
digital divide (Greenberg, 2019).

5. Conduct Ongoing Evaluations: Regularly
evaluate the effectiveness of implemented
policies and programs to ensure continuous
improvement. Incorporate feedback from
veterans and stakeholders to refine and
enhance service delivery (Creswell & Plano
Clark, 2017).

7.4 Limitations and Future Research

This study, while comprehensive, is not
without limitations. The focus on Zamboanga
City may limit the generalisability of the
findings to other regions in the Philippines.
Future research should consider a broader
geographical scope to provide a more
generalised understanding of veterans' welfare
service effectiveness across different contexts.

Additionally, longitudinal studies could
offer deeper insights into the long-term impact
of policy changes and service improvements on
veterans' well-being. Future research could also
explore the effectiveness of  specific
interventions, such as mobile service units or
digital platforms, in improving service delivery
outcomes.

7.5 Conclusion

In conclusion, this study underscores the
importance of addressing accessibility issues,
reforming livelihood assistance programs,
enhancing stakeholder coordination, and
leveraging digital tools in improving veterans'
welfare services in Zamboanga City. The
findings and recommendations aim to
contribute to more effective and equitable
service delivery, ensuring that veterans receive
the support they need to lead fulfilling and
stable lives. By implementing the proposed
policy changes and ongoing evaluations,
PVAO and its partners can enhance the quality
of services and outcomes for veterans, aligning

with the principles of New Public Governance
and responding to the evolving needs of this
important population.

The conclusions drawn from this research
provide a roadmap for improving veterans'
welfare services in Zamboanga City and offer
valuable insights for similar contexts. By
addressing the identified challenges and
implementing the proposed recommendations,
PVAO and its partners can significantly
enhance the quality of support provided to
veterans, ensuring that their needs are met with
the dignity and respect they deserve.
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