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ABSTRACT

E-governance represents a major transformation in public administration, aiming to enhance
transparency, accountability, and service efficiency through information and communication technologies
(ICTs). In developing countries like Nepal, where bureaucratic systems often struggle with inefficiency and
limited capacity, digital transformation is expected to improve citizen trust and accessibility. This study
investigates how e-governance has been implemented at the municipal level, focusing on Nagarjun
Municipality in Kathmandu District. A mixed-methods approach was employed to assess both institutional
practices and citizen experiences. Quantitative data were collected from 60 respondents 45 citizens and 15
municipal staff while qualitative interviews were conducted with five key informants, including senior
municipal officials. The SERVQUAL model was applied to measure service quality across five dimensions
reliability, responsiveness, assurance, empathy, and tangibles while thematic analysis explored
administrative culture, inter-departmental coordination, and resource availability. Results show that 65 %
of citizens expressed satisfaction with e-governance services, with reliability and responsiveness receiving
the highest ratings, while empathy and tangibles lagged. Key challenges included weak coordination
between departments, resistance within administrative culture, and limited human and technical resources.
Despite these constraints, promising opportunities exist through the integration of the National Digital
Identity program and improved ICT infrastructure at the local level. The study concludes that successful e-
governance requires context-specific adaptation, robust digital infrastructure, staff training, and enhanced
citizen digital literacy. Policy recommendations emphasize strengthening inter-agency data sharing,
expanding municipal e-platforms, and aligning local initiatives with Sustainable Development Goal 16 on
transparent and accountable institutions. The findings contribute empirical evidence to local-level e-
governance research in South Asia and offer practical insights for municipalities seeking inclusive digital
transformation.
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1. INTRODUCTION
1.1. Background

Public administration has continually evolved alongside technological and institutional change.
E-governance defined as the use of ICTs to improve government efficiency, transparency, and
citizen participation marks a paradigm shift from bureaucratic to citizen-centric administration
[1], [2]. Globally, countries have adopted e-governance to streamline processes, reduce costs, and
strengthen accountability [3], [4]. The European Union and advanced Asian economies pioneered

DOI: 10.5121/ijmpict.2025.16401 1


https://airccse.org/journal/mpict/current2025.html
https://airccse.org/journal/mpict/current2025.html
https://doi.org/10.5121/ijmpict.2025.16401

International Journal of Managing Public Sector Information and Communication Technologies (IJMPICT)
Vol. 16, No.3/4, December 2025

integrated digital platforms that enhanced trust in government by reducing bureaucratic delays

[17], [18]. However, scholars caution that models developed in high-income contexts cannot be

transplanted wholesale to developing nations without considering political and cultural realities

[16].

1.2. Motivation and Context of Nepal

Nepal’s engagement with ICT-based governance began with the Telecommunications Act 1997
[5] and the Information Technology Policy 2000 [6], followed by the e-Governance Master Plan
2015 [8]. These initiatives aimed to institutionalize digital processes within government agencies,
yet implementation has been slow because of political instability, inadequate resources, and weak
coordination [9], [10]. Under the federal structure established in 2015, local municipalities
became the front-line implementers of public services particularly vital registration, licensing,
and local taxation. Their performance directly shapes citizens’ perceptions of governance
effectiveness [11].

Nagarjun Municipality, located in the Kathmandu District, provides a useful case study because it
has partially digitized vital registration and social-security services but continues to rely heavily
on manual processes. This duality captures the challenges of Nepal’s broader digital
transformation, where technological readiness coexists with institutional inertia [25], [26].

1.3. Importance of Local Municipalities in Implementing ICT-Enabled Services

Within Nepal’s federal governance framework, local municipalities are central to the success of
e-governance, as they are the primary institutions responsible for delivering vital services such as
birth, death, and marriage registration, licenses, and permits. Municipalities are the closest level
of government to citizens, and the effectiveness of ICT-enabled services directly influences
perceptions of state performance [11]. For example, Nagarjun Municipality in Kathmandu has
introduced digital platforms for vital registration to reduce delays and improve accessibility.
However, successful implementation depends on administrative culture, adequacy of resources,
and coordination across departments [12],[13]. A supportive local administrative environment is
thus essential for ensuring the effectiveness of ICT reforms [14].

1.4. Research Gap: Lack of Empirical Analysis on Local E-Service Delivery in
Nepal

Existing research on Nepal’s e-governance largely addresses policy frameworks rather than
implementation at the municipal level [7], [9]. Few empirical studies examine how administrative
culture, coordination, and resource constraints influence the quality of e-services. Comparative
experiences from India’s Aadhaar program [20], Bangladesh’s Digital Bangladesh initiative [7],
and Sri Lanka’s ICT reforms [22] demonstrate that political support, capacity building, and
citizen digital literacy are critical to success. Nepal faces similar barriers: limited ICT
infrastructure, low awareness, and inter-agency fragmentation [12], [13].

Moreover, cultural dimensions such as high-power distance and risk aversion often discourage
innovation within public institutions [14], [25]. These structural and behavioral constraints
underline the need for local empirical evidence to identify actionable strategies for reform.



International Journal of Managing Public Sector Information and Communication Technologies (IJMPICT)
Vol. 16, No.3/4, December 2025

1.5. Objectives and Contribution

The present study aims to fill this gap by analyzing the implementation of e-governance in
Nagarjun Municipality, Kathmandu District. Specifically, it seeks to:

1. Examine the organizational and contextual factors influencing e-governance
implementation in Nagarjun Municipality specifically administrative culture, inter-
departmental coordination, and resource availability and

2. Assess citizen satisfaction with municipal e-services using the SERVQUAL model,
thereby quantifying perceptions of reliability, responsiveness, assurance, empathy, and
tangibles.

By integrating quantitative and qualitative approaches [31], the paper provides a nuanced
understanding of how institutional and behavioral factors shape e-service delivery at the local
level. The study’s contribution is twofold: (i) it extends the application of the SERVQUAL
framework to a South Asian municipal context; and (ii) it connects local e-governance
implementation to global development goals, particularly SDG 16 on effective, accountable, and
transparent institutions [33].

2. LITERATURE REVIEW

2.1. Global Perspectives on E-Governance

E-governance became a new world paradigm in the late 20 century especially in Europe, where
transparency, accountability and efficiency through incorporation of ICT in government systems
were fast becoming a reality. The European Union (EU) was the first to develop holistic e-
governance plans with focus on digital inclusion, interoperability and citizen-focused services
[17]. These projects showed that technology had the potential to greatly decrease any form of
bureaucracy and build faith among people. Nevertheless, researchers have warned that such
models cannot be unanimously applied to different developing situations where political, cultural
and infrastructural realities are varied [16]. In many developing countries, e-governance adoption
has improved service delivery but faced challenges related to digital divides, low ICT literacy,
and resistance within administrative cultures [18].

2.2. ICT and Service Delivery: Efficiency, Transparency, and Accountability

ICT has been widely recognized as a driver of efficiency and transparency in public
administration. By digitizing processes, governments can reduce costs, accelerate service
delivery, and minimize corruption [3]. ICT enhances accountability by making information more
accessible to citizens, thereby reducing opportunities for discretionary manipulation by public
officials [4]. For example, the use of online platforms for licenses, certificates, and permits
minimizes the need for physical contact, decreasing opportunities for rent-seeking behaviours
[19]. Dawes [1] emphasizes that ICT-enabled service delivery not only streamlines processes but
also fosters democratic participation by giving citizens better access to information and decision-
making processes.

2.3. E-Governance in South Asia: Comparative Experiences

South Asian countries have pursued varied trajectories in adopting e-governance. India has been
a regional leader through its National e-Governance Plan and initiatives such as Aadhaar, which
integrates digital identity with service delivery [20]. Bangladesh has emphasized “Digital
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Bangladesh” policies, focusing on decentralizing ICT-enabled services to rural areas [7]. Sri
Lanka has implemented ICT-based reforms, though limited resources and political instability
have constrained progress [22]. Comparative analyses indicate that while these countries share
common challenges such as limited infrastructure, digital literacy, and weak inter-agency
coordination India’s large-scale digital identity programs and Bangladesh’s rural ICT outreach
highlight possible pathways for Nepal to strengthen its e-governance agenda [15].

2.4. Nepal’s Policy Framework on ICT and E-Governance

Nepal’s engagement with ICT policy began with the Information Technology Policy [6], which
sought to harness ICT for socioeconomic development. Later, the ICT Policy [7] broadened the
scope by addressing converged telecommunications, broadcasting, and digital governance
environments [8]. Complementing these efforts, the e-Governance Master Plan [8] laid out a
framework for digital transformation across ministries and departments [23]. Despite these policy
developments, implementation has faced barriers such as political instability, inadequate human
resources, and lack of coordination among agencies [9],[10]. While pilot initiatives like smart
driving licenses and the National ID Card project indicate progress, the absence of strong
institutional frameworks and digital infrastructure continues to hinder nationwide adoption [11].

2.5. Theoretical and Conceptual Framework
2.5.1. Hofstede’s Cultural Dimensions

Hofstede [14] conceptualizes culture as the “collective programming of the mind,” identifying
dimensions such as power distance and uncertainty avoidance as central to administrative
behaviour. High power distance in governance may support and promote hierarchical systems
that restrict the ability to adopt new technologies in governance, whereas high uncertainty
avoidance will create resistance to reforms that create ambiguity on the part of the administrator
[24]. Such dimensions are especially applicable in Nepal, where traditional administrative culture
and risk-aversion tend to slow down the ICT adoption [25].

2.5.2. Van Meter & Van Horn’s Policy Implementation Theory

According to Van Meter and Van Horn [26], the key variables to successful implementation of
policies include clarity of the objectives, availability of resources, communicating with other
organizations and disposition of the implementers. The latter research emphasizes issues of
coordination as one of the key impediments of complex governance systems [12]. On the same
note, Kapucu [13] also stresses the role of inter-organizational networks and coordination, which
lead to effective implementation in dynamic situations. The reforms of e-governance in Nepal
have been constrained by poor coordination between central ministries and the local governments
[9]. These are further complicated by resource limitations (human and financial) [27].

2.5.3. SERVQUAL Model

The SERVQUAL model that was created by Parasuraman et al. [28] has been broadly used in
measuring service quality and it has five dimensions that include, responsiveness, reliability,
assurance, empathy and tangibles. Citizen satisfaction in e-governance is looked at in terms of
responsiveness (speed of services), reliability (accuracy of information) and accessibility (ease of
platforms) [29]. Research indicates that the enhancement of these dimensions can contribute to a
high level of trust of citizens to the government [30]. The SERVQUAL framework is applicable
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in Nepal where the population is likely to encounter protracted waits and bureaucracies to receive

any services.

2.5.4. Technology Acceptance Model (TAM): User Behavior Dimension

The Technology Acceptance Model developed by Davis (1989) [35] explains technology
adoption based on two perceptions:

e Perceived Usefulness (PU): the extent to which ICT use improves job or service
performance; and

o Perceived Ease of Use (PEOU): the degree to which ICT systems are simple to
learn and operate.

In municipal governance, staff and citizens are both users of digital platforms. High PU and
PEOU encourage adoption, whereas complex procedures or unreliable systems reduce
participation. TAM complements SERVQUAL by explaining why users adopt or resist ICT
systems linking citizen satisfaction with behavioral intention.

2.5.5. Integrated Framework for Municipal E-Governance
Bringing together these perspectives, the framework assumes that:

1. Institutional Factors (administrative culture, coordination, resources) determine the
readiness for ICT implementation.

2. Technology Acceptance Factors (usefulness, ease of use) influence adoption by both
staff and citizens; and

3. Service Quality Dimensions (reliability, responsiveness, assurance, empathy, tangibles)
reflect the ultimate citizen-level outcome of e-governance.

When these dimensions interact effectively, citizen satisfaction increases, enhancing trust and
aligning with SDG 16 on accountable institutions [33].

Institutional Technology Service Quality Citizen
Factors —— Acceptance —» Outcomes —— Satisfaction
Factors & Trust
« Administrative Perceived « Reliability SDG 16
culture usefuluess * Responsiveness alignment
. Coordlna_tlon_& - Perceived * Assurance
communication oass of tiss . Empgthy
« Tangibles
Adoption —l
intention

Integrated Conceptual Framework for Municipal E-Govername Imlementation

Figure 1. Integrated Conceptual Framework for Municipal E-Governance Implementation.

This conceptual framework illustrates how institutional factors including administrative culture,
coordination, and resource availability shape the effectiveness of e-governance implementation
through mediating influences of policy implementation and institutional behaviour. The
framework also integrates technology acceptance factors (perceived usefulness, perceived ease of
use, and behavioural intention) and service quality dimensions (reliability, responsiveness,
assurance, empathy, and tangibles). Together, these elements lead to citizen satisfaction and
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public trust, aligning local digital governance outcomes with Sustainable Development Goal

(SDG) 16 on effective, accountable, and transparent institutions.

3. METHODOLOGY

3.1. Research Design

This study employed a mixed-methods research design, integrating both quantitative and
qualitative approaches to comprehensively analyze the implementation of e-governance at the
municipal level. Creswell [31] emphasizes that mixed-methods designs are particularly suitable
when researchers aim to capture both numerical patterns and in-depth contextual insights. The
combination of surveys and interviews allowed for triangulation, thereby increasing the reliability
and validity of findings [32]. Quantitative data provided measurable evidence of citizen
satisfaction and service quality, while qualitative narratives enriched the interpretation of
institutional and cultural factors influencing e-governance.

3.2. Study Area

The study was conducted in Nagarjun Municipality, located in Kathmandu District, Nepal. As
one of the urban municipalities under the federal governance framework, Nagarjun plays a vital
role in delivering essential public services, including vital registration, licensing, and local
administrative functions. The municipality was selected due to its ongoing adoption of ICT-based
practices in service delivery and its representative status as a mid-sized urban local government
in Nepal. Local municipalities are the first points of contact for citizens, making them a critical
arena for assessing the effectiveness of e-governance reforms [11].
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Figure 2. Location of the Study Area Nagarjun Municipality, Kathmandu District, Nepal
3.3. Sample Size

The research sample comprised 60 respondents, selected through purposive and random sampling
techniques. These included 45 service users (citizens) who had directly engaged with municipal
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e-services and 15 municipal officers responsible for service delivery. In addition, five key

informants were interviewed, including the Chief Administrative Officer and four senior

municipal staff. The sample size was designed to ensure both representativeness of citizen

experiences and adequate institutional perspectives for qualitative analysis [31].

3.4. Data Collection Methods

Two main tools were used for primary data collection held March to April,2025. First, structured
questionnaires were administered to 45 citizens and 15 municipal staff, focusing on accessibility,
reliability, timeliness, and overall satisfaction with e-services. Second, unstructured interviews
were conducted with five key municipal officials to explore administrative culture, resource
allocation, and coordination challenges in greater depth. Secondary data were also reviewed from
government reports, policy documents, and scholarly literature to contextualize the findings

[91,(10].
3.5. Data Analysis

Quantitative data were coded and analyzed using SPSS and Microsoft Excel. Descriptive
statistics, percentages, and graphical representations such as bar charts and pie charts were
generated to measure citizen satisfaction and identify patterns in service delivery quality.
Qualitative data from interviews were subjected to thematic coding, identifying recurrent patterns
in administrative practices, coordination mechanisms, and resource constraints. The integration of
both strands of data allowed for a comprehensive interpretation of the findings [31].

3.6. Variables

The study utilized an analytical framework based on both theoretical and empirical
considerations. The independent variables included:

¢ Administrative Culture measured by organizational attitudes, hierarchical practices, and
openness to reform [14].

e Coordination measured by inter-departmental communication and information-sharing
mechanisms [12],[13].

e Resources measured by availability of trained personnel and financial/technical support
[26].

3.7. The Dependent Variables Comprised
e Citizen Satisfaction perceptions of service quality and trust in municipal services [30].
¢ Service Quality accuracy, reliability, and completeness of e-services [28].
e Responsiveness timeliness of service delivery, feedback systems, and accessibility of

digital platforms [29].

This framework provided a structured lens to assess how organizational factors shape e-
governance outcomes in the context of a Nepalese municipality.

4. RESULTS AND ANALYSIS

4.1. Implementation Status
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The study focused on the vital registration system in Nagarjun Municipality as a representative

case of municipal e-services. While the municipality has introduced digital processes for birth,

death, and marriage registrations, the extent of transformation remains partial. Basic registration

and record-keeping have shifted to computer systems, but full online service delivery is limited.

Citizens still rely heavily on physical visits to offices, reflecting incomplete digital integration.

4.2. Citizen Satisfaction

Citizen responses show moderate satisfaction with municipal e-services. Levels of awareness
about online registration options were uneven, with younger, educated respondents more aware
than elderly or marginalized groups. Accessibility remains a challenge in remote wards due to
weak internet connectivity. Trust in the system was mixed citizens acknowledged faster services
compared to manual systems but expressed concern over errors and delays in online updates.
Overall satisfaction levels indicated that 65% of respondents were satisfied with e-services, while
35% remained dissatisfied.

Overall Citizen Satisfaction with E-Governance Service

Percentage

0 10 20 30 40 50 60 70

m Overall Dissatisfied Citizens ~ mOverall Satisfied Citizens

Figure 3. Overall, Citizen Satisfaction with E-Governance Services in Nagarjun Municipality

Citizen satisfaction with e-governance services in Nagarjun Municipality, when assessed through
the SERVQUAL framework, presents a mixed picture. Reliability emerged as the strongest
dimension, with 70% of respondents satisfied; records were generally accurate, yet frequent
spelling errors and delays in updating information reduced public confidence. Responsiveness
followed with 65% satisfaction, as staff performed better in digital interactions, though recurring
system downtime often hindered timely service delivery. In terms of assurance, 60% of citizens
acknowledged staff competence but noted inconsistencies in the quality of support provided,
which weakened overall trust in the system. Empathy, at 55%, highlighted a lack of personalized
attention, with many citizens feeling those online processes limited meaningful interaction with
service providers. Finally, tangibles scored the lowest at 50%, reflecting underdeveloped
infrastructure, including poorly equipped service counters, limited kiosks, and inadequately
designed online portals. Collectively, these findings suggest that while digital reforms have
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improved some aspects of service delivery, significant gaps remain in infrastructure, staff

consistency, and citizen-centered approaches.

Citizen Satisfaction with E-Governance Services (SERVQUAL)

70} m Satisfied
W Dissatisfied

Percentage

SERVQUAL Dimension

Figure 4. Citizen Satisfaction with E-Governance Services in Nagarjun Municipality (Based on
SERVQUAL Dimensions)

The SERVQUAL analysis revealed that reliability and responsiveness scored higher than
empathy and tangibles, indicating that automation has improved accuracy and timeliness but not
interpersonal interaction. This pattern mirrors findings from India’s Aadhaar and Bangladesh’s
Digital Center programs, where digital reforms enhanced efficiency but required strong
institutional coordination to ensure inclusiveness [7], [20]. In Nepal’s case, these outcomes align
with the Digital Nepal Framework (2020), which emphasizes interoperability, human capacity,
and citizen engagement as core principles of e-governance modernization [23]. The results also
contribute to SDG 16 by demonstrating that digital governance can promote transparency and
trust when adequately supported by organizational culture and resource investment [33].

4.3. Factors Affecting E-Governance

e Administrative Culture: A mix of resistance and adaptability was observed. While
younger municipal staff were supportive of ICT reforms, senior officials often preferred
manual processes, citing familiarity and “safety.” This culture limited innovation.

¢ Coordination: Gaps existed between departments, particularly in linking local vital
registration data with central databases. Citizens frequently reported having to provide
the same documents to multiple offices.

e Resources: Both human capacity and technical infrastructure were inadequate. Limited
trained personnel and frequent system failures highlighted the dependence on external
technical support. Funding constraints restricted the expansion of digital services.

5. DISCUSSION

The findings from Nagarjun Municipality reveal how global concepts of e-governance are
reshaped when applied within local contexts. While the principles of transparency,
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accountability, and efficiency remain central, their practical implementation in Nepal has been
constrained by administrative culture, coordination challenges, and limited resources. This
reflects earlier research emphasizing that e-governance models, initially conceptualized in Europe
and North America, cannot be transferred wholesale into developing contexts without adaptation
[16]. Instead, localized approaches must account for institutional capacity, citizen awareness, and
infrastructural readiness.

A key linkage emerges between Nepal’s e-governance practices and its broader ICT policy
framework. The Information Technology Policy [6], ICT Policy [7], and the e-Governance
Master Plan [8] explicitly sought to digitalize service delivery, improve efficiency, and foster
citizen-centric governance [23]. These policy goals align with global commitments under the
Sustainable Development Goals (SDGs), particularly SDG 16: Peace, Justice, and Strong
Institutions, which underscores the importance of building effective, accountable, and transparent
institutions. The SDGs 16.6 (develop effective, accountable and transparent institutions) and 16.7
(ensure responsive, inclusive, participatory and representative decision-making) are directly
supported by effective e-governance because it enhances trust between citizens and decreases
obstacles to receiving services provided by the government [33].

Nevertheless, there are some barriers identified in the study. The lack of awareness among the
population on the digital platforms has curtailed citizen participation as it has been the case in
other South Asian contexts [15]. In addition, the shortage of technical expertise and the absence
of training in the municipal personnel also leads to a decrease in the effectiveness of ICT tools
[11]. There has also been interoperability due to fragmented coordination among various agencies
which have blocked the seamless integration of various service levels in government [12]. These
limitations support the thesis according to which the administrative culture and collaboration
between organizations are key factors that define the success of the policy implementation [26].

Nonetheless, despite these challenges, there are opportunities of improvement. The
implementation of the National Digital Identity (NID) system is one of the most important
actions to improve the organization of the records of citizens, decrease duplication, and enhance
authentication [10]. Automation at the municipal level, e.g. the digitalization of vital registration,
can be more efficient and more reliable, as long as it is supported by proper investment in
infrastructure and training of personnel. On the same note, the citizen engagement digital
platforms, such as mobile applications and online feedback portals, may help enhance
transparency and hold service providers accountable and narrow the gap between citizens and
service providers [30].

In general, the paper has shown that, although the world has discussed e-governance in terms of
efficiency and transparency, the model of e-governance in Nepal can only be successful when the
institutional, cultural, and resource-based realities of the country are taken into consideration.
Nepal can potentially improve service delivery by integrating the national ICT policy and SDG
commitments with municipal e-governance efforts as well as improving democratic governance
and citizen confidence.

6. CONCLUSION AND RECOMMENDATIONS

This paper has investigated the use of e-governance in Nagarjun Municipality and the factors that
influence satisfaction of the citizens and service delivery. The results affirm that e-governance
has the capacity to contribute to higher levels of performance in terms of delivery of public
services that are favourable to the administrative culture, have administration coordination
mechanisms, and sufficient resources. Digital services were moderately enhanced in reliability
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and responsiveness, but the assurance, empathy, and physical infrastructure continue to be a
challenge. These findings can be explained by the international and South Asian studies which
show that reforms in e-governance can be successful only when they are transformed into local
institutional and cultural contexts [15],[16].
Policy-wise, the findings highlight the need to integrate municipal e-governance at the national
level with ICT policies and with Sustainable Development Goals (SDGs). Specifically, SDG 16:
Peace, Justice, and Strong Institutions speaks about the necessity of transparent, accountable, and
inclusive systems of governance [33]. The enhancement of local e-governance is also not just the
issue of enhancing service quality but also progressing the international duties of Nepal in the
field of democratic governance and digital transformation [23].

6.1. Policy Recommendations

6.1.1. Invest in ICT Infrastructure and Staff Training

Digital transformation demands a strong infrastructure including a good internet connection,
secure servers, and automatic registration processes. It is also vital to develop capacity-building
among the municipal employees in order to enhance digital literacy, minimize the amount of
system failures, and maintain the stable provision of services [11].

6.1.2. Strengthen Inter Agency Data Sharing

Disjointed coordination is a hindrance to working e-governance. Municipal records will be
integrated with central databases, including the Civil Registration and Vital Statistics (CRVS)
and National Digital Identity (NID) systems and will result in less duplication, more accurate
information, and more efficient services [10].

6.1.3. Enhance Citizen Digital Literacy and Awareness

Citizens do not know about the provided e-services or how to operate them well. There is a need
to increase inclusiveness and equitable access to services by outreach programs, digital literacy
campaigns, and user-friendly platforms, especially to marginalized communities [34].

6.1.4. Adopt Integrated Municipal E-Governance Platforms

The cities must upgrade their digital instruments to elaborate systems that combine centralized
registration of vitality, taxation, licensing, and other services into one client portal. These
platforms have the potential of creating transparency, lessening the administrative burdens, and
enhancing the trust of the citizens [12].

6.2. Directions for Future Research

Future research must involve comparative research studies in various municipalities to determine
changes in implementation and satisfaction with the citizens. In addition, additional studies may
assess the level of integrating with national CRVS and e-ID systems on the quality of accuracy,
efficiency, and inclusiveness in the local service delivery. Longitudinal studies can also be used
to shed some light on the change in administrative culture and citizen trust over time with digital
changes.

ACKNOWLEDGEMENTS

11



International Journal of Managing Public Sector Information and Communication Technologies (IJMPICT)

Vol. 16, No.3/4, December 2025

The authors express their sincere gratitude to the officials of Nagarjun Municipality, Kathmandu,
for their valuable cooperation and support during data collection. Heartfelt thanks are also
extended to all the respondents who generously shared their time and insights, making this study
possible. The authors gratefully acknowledge the Wisdom Academy and Research Center,
Kathmandu, for providing constructive feedback, academic guidance, and encouragement
throughout the research process. Their contributions have been instrumental in enhancing the
quality and rigor of this work.

REFERENCES

(1]
(2]
(3]
(4]
(3]
(6]
(7]

(8]
(9]

[10]
[11]

[12]

[13]

[14]
[15]

[16]

[17]
[18]
[19]

[20]

(21]

S. S. Dawes, “The evolution and continuing challenges of e-governance,” Public Administration
Review, vol. 68, no. S1, pp. S86—S102, 2008. https://doi.org/10.1111/1.1540-6210.2008.00981.

R. Rose, “The impact of e-government on citizen satisfaction,” International Journal of Public
Sector Management, vol. 18, no. 5, pp. 389-404, 2005. https://doi.org/10.1108/09513550510616749
M. Banimin, “The impact of e-governance on corruption,” International Journal of Public
Administration, vol. 37, no. 2, pp. 91-103, 2014. https://doi.org/10.1080/01900692.2013.848225

R. D. Pathak, D. Singh, D. Belwal, and H. S. Smith, “E-governance and corruption: Developments
and issues in Ethiopia,” Public Organization Review, vol. 7, no. 3, pp. 195-208, 2007.
https://doi.org/10.1007/s11115-007-0031-6

Government of Nepal, Telecommunications Act, 2053 (1997). Kathmandu: Government of Nepal.
Government of Nepal, Information Technology Policy, 2057 (2000). Kathmandu: Government of
Nepal.

D. Pant, “ICT policy formulation and implementation in Nepal,” Info, vol. 12, no. 1, pp. 120-138,
2010. https://doi.org/10.1108/14636691011012315

Nepal Planning Commission, E-Governance Master Plan, 2015. Kathmandu: Government of Nepal.
Asian Development Bank (ADB), Civil Registration and Vital Statistics in Asia and the Pacific.
Manila: ADB, 2022.

World Bank, Civil Registration and Vital Statistics in Nepal: Strengthening Systems for Sustainable
Development. Washington, DC: World Bank, 2020

S. Shrestha and B. Shrestha, “Challenges of vital registration and civil statistics in Nepal,” Asian
Journal of Governance and Development, vol. 6, no. 1, pp. 45-57, 2021.

T. Christensen and P. Legreid, “The challenges of coordination in central government
organizations: The Norwegian case,” Public Organization Review, vol. 8, no. 2, pp. 97-116, 2008.
https://doi.org/10.1007/s11115-008-0058-7

N. Kapucu, “Interagency communication networks during emergencies: Boundary spanners in
multiagency coordination,” American Review of Public Administration, vol. 34, no. 3, pp. 336-353,
2004. https://doi.org/10.1177/0275074004264304

G. Hofstede, Cultures and Organizations: Software of the Mind, 3rd ed. New York: McGraw-Hill,
2010.

R. Naz, “E-governance for improved public service delivery in Fiji,” Journal of Service Science and
Management, vol. 2, no. 2, pp. 190-203, 2009. https://doi.org/10.4236/jssm.2009.22023

V. Weerakkody, Y. K. Dwivedi, and Z. Irani, “The diffusion and use of institutional theory: A
cross-country context,” Information Systems Frontiers, vol. 11, no. 3, pp. 277-288, 2009.
https://doi.org/10.1007/s10796-009-9136-5

United Nations Economic and Social Commission for Asia and the Pacific (UNESCAP), E-
Government for the Future We Want. Bangkok: UNESCAP, 2013.

M. Godse and A. Garg, “From e-government to e-governance: A case study of India,” in Proc. Int.
Conf- on e-Governance (ICEG), pp. 1-12, 2006.

T. Field, R. D. Pathak, and A. G. Smith, “Information technology and service delivery: A
conceptual exploration,” Journal of Services Research, vol. 4, no. 1, pp. 125-138, 2004.

S. Chakrawarti, R. Sharma, and R. Dahiya, “The national e-governance plan of India: A holistic
perspective,” Journal of Information Technology Case and Application Research, vol. 10, no. 3, pp.
99-112, 2008. https://doi.org/10.1080/15228053.2008.10856155

I. Jamil, “Administrative culture in Bangladesh: Tensions between tradition and modernity,”
International Journal of Public Administration, vol. 30, no. 12-14, pp. 1369-1392, 2007.
https://doi.org/10.1080/01900690701230182

12



International Journal of Managing Public Sector Information and Communication Technologies (IJMPICT)

[22]
(23]

(24]

[25]

[26]

(27]

(28]

[29]

[30]

[31]

[32]

(33]

[34]

[35]

Vol. 16, No.3/4, December 2025
D. J. Somasundaram, “Administrative reforms in Sri Lanka: A review,” Asian Journal of Public
Administration, vol. 19, no. 1, pp. 101-120, 1997. https://doi.org/10.1080/02598272.1997.10800239
Nepal Planning Commission, Digital Nepal Framework: Unlocking Nepal’s Growth Potential.
Kathmandu: Government of Nepal, 2020.
M. Howlett, “Do networks matter? Linking policy network structure to policy outcomes: Evidence
from four Canadian policy sectors, 1990-2000,” Canadian Journal of Political Science, vol. 35, no.
2, pp. 235-267, 2002. https://doi.org/10.1017/S0008423902778430
I. Jamil, S. Askvik, and F. Hossain, “Understanding administrative culture in developing and
transitional countries,” International Journal of Public Administration, vol. 36, no. 13, pp. 900-909,
2013. https://doi.org/10.1080/01900692.2013.798812
D. S. Van Meter and C. E. Van Horn, “The policy implementation process: A conceptual
framework,”  Administration &  Society, vol. 6, no. 4, pp. 445488, 1975.
https://doi.org/10.1177/009539977500600404
R. S. Montjoy and L. J. O’Toole, “Toward a theory of policy implementation: An organizational
perspective,”  Public Administration Review, vol. 39, no. 5, pp. 465-476, 1979.
https://doi.org/10.2307/3109921
A. Parasuraman, V. A. Zeithaml, and L. L. Berry, “A conceptual model of service quality and its
implications for future research,” Journal of Marketing, vol. 49, no. 4, pp. 41-50, 1985.
https://doi.org/10.1177/002224298504900403
M. Wisniewski, “Using SERVQUAL to assess customer satisfaction with public sector services,”
Managing Service Quality: An International Journal, vol. 11, no. 6, pp. 380-388, 2001.
https://doi.org/10.1108/EUM0000000006279
M. Salim, X. Peng, S. Almaktary, and S. Karmoshi, “The role of citizen satisfaction with
government performance on public trust in the government: Empirical evidence from urban
Yemen,” Open Journal of Business and Management, vol. 5, no. 2, pp. 348-365, 2017.
https://doi.org/10.4236/0jbm.2017.52030
J. W. Creswell, Research Design: Qualitative, Quantitative, and Mixed Methods Approaches, 2nd
ed. Thousand Oaks, CA: Sage, 2003.
G. K. Karyeija, “Performance appraisal in Uganda’s civil service: Does administrative culture
matter?” International Journal of Public Sector Management, vol. 23, no. 4, pp. 300-319, 2010.
https://doi.org/10.1108/09513551011047477
United Nations Development Programme (UNDP), Governance for the Sustainable Development
Goals. New York: UNDP, 2019.
S. Mills, S. Shrestha, and B. Shrestha, “Civil registration and vital statistics in Nepal: Challenges
and opportunities,” Asian Development Review, vol. 37, no. 1, pp. 147-170, 2020.
https://doi.org/10.1162/adev_a 00145
F. D. Davis, “Perceived usefulness, perceived ease of use, and user acceptance of information
technology,” MIS Quarterly, vol. 13, no. 3, pp. 319-340, 1989. https://doi.org/10.2307/249008

AUTHORS

Prem Bahadur Giri is a Senior Internal Audit Officer of Nagarjun Municipality,
Kathmandu who has more than 25 years of experience in Local governance, financial
accountability and public administration. He is undertaking a Ph.D. degree in
Sustainable Energy Management at Prince of Songkla University, Thailand. His
doctoral study, Sustainable energy development through community forestry in
Nepal: lessons learned on Siranchowk Rural Municipality, Gorkha investigates how
community involvement, indigenous knowledge and GIS analysis can contribute to

sustainable energy and forest management. Giri has published and prepared several
articles on community forestry, e-governance, and sustainable development, contributing to policy and
academic discourse in Nepal and Asia.

Uttam Raj Giri is a MIS Operator at the Vital Registration and Social Security

Section at Nagarjun Municipality, Kathmandu, Nepal having six years of professional
experience in the information management and municipal service delivery. His
specialization in the position is to maintain and update vital registration records, to




International Journal of Managing Public Sector Information and Communication Technologies (IJMPICT)
Vol. 16, No.3/4, December 2025

administer social security data systems, and to assist the municipality in solidifying the efforts of digital
governance. Through his work, the accuracy, transparency and efficiency in how the essential services are
being provided to citizens is guaranteed especially in issues concerning social security and vital
registration. Giri is determined to promote e-governance practices and help enhance the practice of
government in Nepal.

Bijay Raj Giri is a Managing Director of Wisdom Academy and Research Center,
Chandragiri, Kathmandu, experienced in the professional field of academic
management and institutional leadership four years. He took his bachelor’s degree in
public administration at Tribhuvan University, Kathmandu, Balkhu Campus. At the
present, he is undertaking a Masters in Global Economy and Business at the University
of Cassino and Southern Lazio in Italy, majoring in international business, economic
policy and global market dynamics. In his two-fold academic and career path, Giri is
committed to the promotion of good education, the culture of research, and the integration of local
academic efforts with international worldviews.

Ajay Giri is a Research Assistant at the Wisdom Academy and Research Center in
Chandragiri in Kathmandu and has two years of professional experience as an assistant
in assisting academic and institutional research programs. He is now undertaking a
Bachelor of degree course in Public Administration at Tribhuvan University, Balkhu
Campus, Kathmandu. His work is directed at the support of research projects, data
handling and involvement in academic publications that reinforce the role of
governance, education, and policy in Nepal. As focus on research methodology and
development of the public sector increases, Giri hopes to expand his professional
experience in the field of public administration and governance, improving his career in both academia and
research institutions.

Trilochana Pokhrel is a experienced professional in the field of public administration
and has worked in the Government of Nepal more than 15 years. She has a master’s
degree in public policy and governance earned at North South University, Bangladesh
where she was a student majoring in policy analysis, governance reforms and
institutional development. During her career, she has assisted in the enhancement of
government structures, better service delivery, and evidence-based policymaking in
Nepal. Having a vast experience of administrative management and policy
enforcement, Pokhrel is committed to responsible governance and sustainable development. Her career and
educational history reveal her desire and interest in promoting good practices in the Nepal public sector.

14



