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Summary:

PNG Power Ltd. (PPL), Papua New Guinea’s state-owned power company suffers from a host of
operational and financial challenges, including billing issues, theft, and non-payment. Monthly losses
range from 30-35%, undermining PPL’s ability to provide reliable service to customers. To address this
challenge, USAID-PEP and PPL devised an Amnesty campaign — an innovative community outreach
effort that aimed to convert illegal users into paying customers. Formal registration of household electricity
customers did substantially increase, although poor collection rates and PPL’s financial losses persisted
prompting the USAID-PEP and PPL teams to pause and reflect on the situation. Stakeholder consultation
helped us to understand that customers found it difficult to make payments due to a lack of access to
banking services and safe and convenient payment channels. At this point, USAID-PEP identified the
opportunity to collaborate with local banks to find a path forward.

Through a deliberate effort of external collaboration and adaptive management, USAID-PEP succeeded in
helping our stakeholders to creatively address inefficient payment collection, limited financial resources,
customer resistance and non-compliance, and other operational inefficiencies. External collaboration
fostered by USAID-PEP, between PPL, local bank MiBank, electricity customers, and the project, has
offered financial inclusion for customers by allowing them to open bank accounts and access a
user-friendly application that allows for payments, transfers, and access to other financial services. Our
CLA approach prompted the teams to leverage technology for efficiency and foster Public-Private
Partnerships for service delivery that would be effective even beyond this particular case.


mailto:submissions@usaidlearninglab.org

1. WHAT: What is the general context in which the case takes place? What organizational or

development challenge(s) or opportunities prompted you to collaborate, learn, and/or
adapt?

The USAID — Papua New Guinea Electrification Partnership (USAID-PEP) is working to increase
household access to electricity across Papua New Guinea (PNG), delivering adaptive technical assistance
with the aim of promoting both off-grid solar options and on-grid connections with PNG Power Ltd. (PPL),
Papua New Guinea’s state-owned power company. Overseeing the country’s main power grid that provides
electricity access for about 15% of the population, PPL faces a host of operational and financial challenges
that result in the grid network suffering from staggering, chronic losses. Monthly financial losses fluctuate
between 30-35% from ‘non-technical’ sources alone, such as billing issues, theft, and non-payment.
Excessive losses erode PPL’s financial position and undermine its ability to provide reliable service and
invest in expansion to reach unconnected communities.

An underlying factor behind the losses is the logistical difficulty of collecting payments from customers.
Many residents, particularly those in settlements and remote areas, find it difficult to travel to PPL offices to
pay their electricity bills. The cost of public transportation, and security risks associated with these trips,
deter residents from making regular payments, resulting in poor collection rates for PPL. Many citizens in
rural and outskirt areas lack national ID numbers, required for opening formal bank accounts, thus barring
them from using the limited mobile banking options available. USAID-PEP and PPL’s amnesty campaign
(showcased in our FY23 CLA Case) has helped to register a large number of customers that were
previously engaged in power theft without fines or penalties. While the amnesty campaign has shown to be
a successful model, it revealed a subsequent challenge; how could we address logistical and financial
inclusion gaps to help rural, unbanked customers pay their bills, thus helping PPL to correct low revenue

trends? Through external collaboration and adaptive management behaviors, USAID-PEP found a path
forward.

2. What two CLA Sub-Components are most clearly reflected in your case?
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3. HOW: What steps did you take to apply CLA approaches to address the challenge or
opportunity described above?

With the rollout of the Amnesty Campaign in February, 2022, USAID-PEP assisted PPL in registering a large
number of previously illegal electricity consumers. Normalizing formerly problem users as customers was a
huge success in context, and a socially and politically acceptable means of reducing energy theft. However,
we soon learned that an additional barrier — lack of access to financial services and payment channels — was
preventing newly registered customers from paying their electricity bills. Furthermore, formal banking and
electronic transfers would remain out of reach due to regulatory conditions and lack of National ID cards for
much of the population. Again, we needed to apply CLA behaviors, adaptive management and external
collaboration, to devise a solution tailored to the needs of both PPL and local communities.

Through internal pause and reflect, we discussed and developed the idea of facilitating a partnership between
PPL and a small financial institution as a workaround. In July 2023, USAID-PEP proposed the concept of
cooperating with a local bank, and asking them to open more convenient payment options for unbanked
customers, to PPL’s Retail Unit managers. Though initially skeptical, PPL’s buy-in was eventually achieved
through our team presenting successful examples of Power Utility-Financial Institution partnerships in other
countries. Next, USAID-PEP organized multiple meetings with local banks to understand their various
products and payment solutions to match the needs of unbanked communities. Eventually, the team selected
MiBank, a local microfinance institution, due to its commitment to financial inclusion and flexibility in allowing
individuals lacking national identification numbers to open accounts.

USAID-PEP organized and conducted several collaboration sessions to ensure alignment of the project’s
goals and implementation plan from both external parties. Eventually, in January 2024, a Memorandum of
Agreement was signed, formalizing the partnership between PPL and MiBank and facilitating the exchange of
customer information between both parties. This step was critical for creating an application for MiBank
agents and PPL to conduct Amnesty registrations, open bank accounts, and receive customer payments.

Designed to be user-friendly, MiBank developed their new app in phases, with close monitoring and
evaluation by PPL. New customer account registration entails filling out all of the information from the
Amnesty registration form into a tablet, including the full name, address, phone number, transformer and
feeder number, as well as a photograph and a signature of an account owner. Detailed records make it easy
to identify customers by their phone numbers. Moreover, the application automatically sends registration and
account information to customers via SMS. Upon registering the customers, the agents provide a brief
training on the application, including how to log in, pay bills, make internal transfers, transfer funds to other
users, buy airtime, and even explore the possibility of micro-loans.

In addition to brokering external collaboration, USAID-PEP helped MiBank and PPL with developing the
back-end portal, generating daily and monthly reports on the number of amnesty registrations, customer
payments, payment value, and sortable, customizable reports on customers with outstanding debt. Once the
application was finalized, USAID-PEP created a data transfer procedure, analysis and reporting, and assisted
with creating a master log to document customer information and payment history. The USAID-PEP team
then ensured that real-world trials were conducted using the new application and that any customer or agent
feedback was taken into account to enhance the application for continuous usage. While our aim was to help
PPL’s customers pay their bills, the introduction of MiBank’s app and new services presents opportunities for
expanding financial inclusion to a historically underserved population. The app also offers opportunities for
other public utilities such as water to open payment channels for their customers.



4. RESULTS: Choose one of the following questions to answer.

We know you may have answers in mind for both questions; However please choose one to highlight as part of this
case story

A. DEVELOPM ENT RESULTS B

Applying a CLA approach helped us to understand the scope of the challenge facing communities and
PPL, identify MiBank as a suitable financial services provider, and facilitate collaboration between MiBank
and PPL to devise an adapted solution. Establishing convenient and accessible payment channels
through a microfinance institution has enabled residents to pay their electricity bills locally without leaving
their communities, reducing the need for lengthy and costly trips to service centers. The partnership with
MiBank has also allowed residents to open bank accounts at subsidized rates, top-up their phones, pay
their bills, and access general financial services, providing significant convenience and security. The new
payment system and application have allowed PPL and MiBank agents to register customers, open
accounts, and receive payments efficiently. The initiative has marked a significant milestone of
collaboration between PPL and MiBank to improve access to financial services for PNG residents while
setting a new precedent for utility management and payment collection in the country. This adaptation in
USAID-PEP’s approach enhances the sustainability of our past efforts and achievements in working with
PPL. Evidence demonstrating the success of this initiative includes increased payment collection rates,
successful implementation of the registration tools, and positive feedback from the residents, who have
already benefited from the more localized and remote payment options.



5. ENABLING CONDITIONS: How have enabling conditions - resources (time/money/staff),
organizational culture, or business/work processes - influenced your results? How would
you advise others to navigate any challenges you may have faced?

Several enabling conditions influenced this successful outcome for USAID-PEP, PPL, MiBank, and
numerous citizens and energy consumers. The collaboration and subsequent adaptation benefited from the
following conditions:

1. Resources such as dedicated time, money, and staff from PPL and MiBank, facilitated by USAID-PEP
support.

2. Apart from the resources, the push towards a more effective collaborative culture between PPL and
MiBank, and the willingness to innovate and adapt, was crucial for the project’s success.

3. USAID-PEP assisted the stakeholders with streamlining the processes for application development,
training sessions, and database integration, which was vital for efficient project facilitation.

By navigating these challenges with a collaborative and adaptive approach, other organizations can similarly
enhance their operational efficiency and community impact. The main idea is to foster strong partnerships
and establish clear goals through meetings and agreements with partners, while also sparing resources to
ensure robust system development that supports improvements and improves efficiency. It is critical to
establish a flexible stance toward project development and be prepared to adapt strategies mid-project
based on feedback and real-world trials, to tailor the initiative to actual needs, constraints, and opportunities.

Photo Caption & Credit: Upload a photo, including a description and photo credit, to the Web
Form. You do NOT need to upload a photo to this submission case form.

If you are submitting a case on behalf of an Implementing Partner, please inform the
country Mission of your intent to submit a case. If the country Mission plans to submit
a case, please work on a joint case submission.

The CLA Case Competition is managed by USAID's CLA Practice in the Bureau for Planning, Learning and
Resource Management (PLR) and by the Program Cycle Mechanism (PCM), a PLR mechanism implemented by
Environmental Incentives and Bixal.
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