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HUEHT FIHT “WATIRT Shiadr” ThRH TR A T&ieh fashiane
STHAT g ThH Tau=T IRENETe 22 FHEMT LI T Seai
BEATATS BHAF T TTET IUTTeY TS STV URT T JEsh fo=hT
AR |

T R/ R AIGHTHT TSehRET He TR TSTeatT TTeH e
USHT HRIEEHT TFI-HT STRRT TS U | e SSaRuT
TSIeTeRT =T HaTcTe® T §8d gwpid T ! fag avaf-eaa
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TR Frae T TR |

(R?) @RI 4t d@fau™ ST wovET a1 SEEdr an) v
TS fofoa™r @it &, s & T el &see
AT TTNERT TR TR e feadent STad IR Grestiaeh
TRUHT | TUHT FHHHI FEATSSHTHT AT STTHEHT
HHHHATRT YaTE T Tt THUeT AT T folear qH-==r
afafd, SrTEeTs fsfoetT JRTEH HRIerdel YT TeanT Ta
TERT ORI |

() TSTeamr ured wuet Ufe afterRr o3 faawor 1 qur faawor
T et TETET TAT TIRh ATchewah! Taawer g0 T T
i T qETeRl quaT T HeshEET e U3eT
T T ShTe Seeheh! T 3T T AT SHAST: =T
TR qE "R B |

5. Zh

TSTeaT yeTe et fefoatTsIehT THI HaT JaTeaTs geaaieerd T4

quq fSaRT UTUehRT &7 | THATIoST JUNGhT UEaTe® dled Hishu

Wl HTATAIRT AT W &I §a | %€ WS T ATl THT TN

feTut 3ucteyr Aiden! HEl THTIN W 3LTT ATdehT SATHT STET g

fashe ToieatT USTE SRS aud 3Teed § |

STt ISTTa FRITCIETE TFITE g HTHhT ATl JUTeh! TTSeTehT

T YUNHT FHHEE ool AT | fefea Jemae FrRferde! &R

HTTRT AT TEhT THIOTTS ST T, STTied GRaT o T T STORreT

freror T faug et freRt T fawer dagmefier &9 1

JEHT FHRATAThT 2THHRT TS 3T TUHNATATShT THA AT LT U7

T IS & Hichss |

+4+
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9. TSN

TeFehTgH! STATSEHT TTHGheT UTed T+ &aT YelTeelTs Ui, qumasft
T OHATIoRS SH13] SRRl W@ aTidcach! &9WT Teig=s | 3ATSieh
Sifeet dfvass aftiedT Serar] aftEdd, #ifrg-e: ST Temm,
fafaer e fawar ua wifq T asHifaw S st dar
yuneiT fafa=T gidie® 3ca= MehT B | JT A eEeh! AT
T TG HaT JaTE AIeae®e! JAIaaleh T TaHad giehues
IS AT HUhT F | T et T HaTg FERERT TATEshRT
SUTIEEH FHTA ST TaeeisuT 716 TRl ATHT 39k <At
FTIEEh] T T8, STHel A STE JUTTe el ShIiemdT T AR
AT YR AT e TS STUET THUHT & |

2. frraardt @we T AT da Uttt IR

fvaeh Hohee®, SEd STaraTy INad T FHITTE-2% WRTRIC resiiTen
TATHTTY T TS UTe TEhT JUTTATTd S HAdTeTs ST TRehT &9 |
TOATEA:, Tk T STeTdTy THEd-enT 0T e .Y 3Tel HIE Hea
T ST EIHT TATTad g, SToeT I THEITRT TRIRAreTs gie T6s
(ac€ s, R0R0) | ATy TG HTehfaeh Fehld, TTel STLET, T
SR ST STEAT GHEITATS o7 STiet SHTUh! B, SToel rasli-Teh
TAThT ATAEEHT AATeF SolTel FaSHT TRl © | I&d, TEWHRT ST

& FETIAEeTE, TEAT AT T (AT
It /|T, R0z9/8R AT/ LY




Hehegal Lo, fareqr, T wrmTieieh G UuTlefieseh! ST Teeamss
o AT T GG& TR STTTTIhdT ST & (UNDP, R032) |
I TavemT age MEReRT Tt Yeftriur T qyeser Sgg TuahT
G5 TgH SIMT S NIRRT AT YT M9 S U
HHEAT 3T~ TRICHT & | I T TeEehT FHTETERT ATHT ThNEEaTs
IS HaT YaTeaTs FA @el Hiee, 3UYh HleHTeEdh! fashe
T STTEYshdT Tegd HUHT & |

yfafeent e faermaer SaT TaTEaTs Xt T SNar 1S Heeaqul e
Tl B | JEN, THehT TE TolohT SATHT U & | ISTeX0TehT E9T,
Tefsteat fantretent shIoT favant 2.< o7el ATfE o7vb Ul TUrEadr aar
Ugade atead & (ITU, R0R2) | AT Sgesl GHIATTAT giafed
TR @it fefsea ufatuent dgaems fowar T oTe-a STeves®
i@ | wfafawT 9ga TUTTERT qgeEas daT YaTeHT SHES T
fefsteet qatumenr gur T ug=ehT SuREETs Trefrerdr fog T |
T, UTshiaeh faug qer fefsteet faver sredt aneTeser Ardstieh
AT YUTTCATehT AAfereATod, FHTATITAT T TTehTITAT T @el Srega
STEAT ST S | TAHH AT eeeh! ATHAT T Tauad T Sfatest
GUTITEEATs 3¢ TG HiESiah GarT T fashrent wRrami
OIS T 3@ | G TN, FTesiien daT §TeHmT U T
it wfaferent T T fa-freEent TuTaRRTiET T ATTRER dngitesht T
T ATSHT AT T ENehT ST SH137 ATTRIF & |

3. QAN a1 TATEHT TR G

ATdTieh BT YaTE GUReRT G aT Ush THIT R &l Siel YT
gegaT, Ufateent 3T, fefsieat ugwr fawar T uwafsiar ghtfeea memr
AT =T SUTreEeh! TS T | I8 ST T oI T arse& T
U SATTIRAT TGS

() T TETQT: HIASTeh AT YATedTs gd U TTEhR SH1S
TRTTHTeh HTHATEEaTs Tet T EaTierd a1 STevashdl & | J8et
HaT e T HATTE sfieehl STRishATes dee T BNar SIS |
TRTEHE FEGEA AT Jig TEl, JaeEH dEIE g9 59 T
TSR AN 928, STl ANTHERATE 97 Tl T oiet HaTes 3uctse
ST |

SAqTE/ 4 % T /AT, R05q/5R




(@) wfafersr Jraw: yfafeent TTaesit 3TEnTer a7 JaTeaTs o fodr
T VIR SHTSS | 3aTeXuTent o, fefstea womefient wmTer afskam
a6, THT T Hideh! a=d T Hed TATSS | TUTeTeh! §-T
ASHIA L AT T THIIS Foaior ST areears fefsed ammse
HaT f@er T UREeft SHIUERT & | SUTel Tlehiel JANTHT ATUaRT AT
e fefSeet aga—g il ST Fiel Ui SRt dre IesT o
ST THUSRT B, STl TaT Uh d HITSI ATSH Slfehlad I aresrr
WU W IR SHAAT TEsTdT Ui HUH & |

() feftea wgw fawam: fefsiea ugoent fawar fazm m omior €
frsfeusT Soeear Tecqul T | THHT AT SSATS T AR
JeFmenl famr o fefsed ameRamT gur Aaws S| I
ANTRERATS STHATS TTEEHT UgT TS T UTRIarelTs Ticartad
TS | 3STELUTShT ATHT, TITAHT SISsdTg Aiid R06¢ T [CT T YINTeT
arioT grmreenT fefsreat ug=mT afg Ment 5 |

(&) TTRERFAT T FAThIIaT: TRETRTAr T STarhaarar giafed T qraeft
T USSR SRTHUTTET T weTafeiret wiHifdes st mecaqul & |
ST SRR IRETSAr T §8sT Ugael ARTGhalTs Hehiah!
FRIYUTE T Hiden! FANER STd TNES, Soel favard fmir 7
T IRTTEAHT STETE e 148 | WeERieH SUReEe dareh!

feo=r: ardsTie e vaTeHT gureRT St
¥, QTSR qaTEeRT afiadaeie afge
TFRATT HTESTHeh TRITEAhT TagI-ae®, ST JaiE SgUshe T 1a-
YRTTEAETE, JATSTehT STieet T e TTTaHT T WsieehT HTHT ST, 3T
T ufaftrer g Te®R! AT T e &4 | A fagaes StEAnT
FATAT T UTHATHT ST 9T G SqH SIS SAreedl, JedrT T

FIfereh / /8T, R059/5R AT/ 4\




sfafesf quTTelieh! STaTIRAT HegH TRITHT S | 6 TICHaHT, Jarge
A, ETYhETOHT ST e T fefsreet M= ST STaumomeset
T FRTEATEE TEdd T & |

T TITEeRRT ST YTl &1 | FHeT URTTEATS TTIEheh! SATaggehdT T
SAUEITHT AT SIS TertHehar fes |

TET AVBEEHT SHATTRE STE Heht Gt foehrr, Trsft &1 T amrien
TSIkl HEehRIETE TaT YaTeelTs THTEshRT 13- HiSel & | T8l
Hrdehl ARIhaT ITFNT 71 TVHT FATHGRT ANTHhEEeh! TaqdT Sirgd
i fews |

fefstear md=w wfafuer swRTHRT Jar yaEaTs S, Tresft T
ARTIGRAST SHTS TR & | Feel Tt Ufafeehl Tauad-ers F=mT
T HrESTe TRTEAeTs T T e SH1eT Heeayul Jre RS |
f T STTURUTEES HIdSTeh URITEAaTs STYeh STTavashdTaT
TR SIS FamTt T TRt ST oTTedt fmtor 7 wea Rt &9 |
¥, SraRifE srvam: faetea gfeanon

fafy= Yveeel T WeTEiE WTEATAE TEvEdd T Wt
STITTHT IR TR TTEshR] ETasTieh dar YaTe giHfeerd Teht
1 | A IATHEE T TLEERI ATHT TehTSehT IROTERA IaTeTor THa
g1 aFs |

%) geattwan: fefiea Twevaat Sl

TR fefsTeet MH-ehT Sche SSTeAuT &1, Sl JehR) JaTeEalls
T STCATS SUT=LUT T S | Tawey okl STTEW, e 1% TR
T AT IS B, STET TS T 4o0% o TR & (World
Bank, R0%2) | I fefseat Tl ANTHERsEaTs “e—Residency”
STEAT GiaeT Y& Td aTe®ah! Uga g el S | Jdel yemafis
UFSHATEET THT T BT a=d e ANTeheseh! qeuTiTar T favaremr
Ej'ﬁ&’ e B (Estonian e-Government Report, 2032) |

@) RTR: eé Redftat Tt gt
TeTgEer 1T T fadt v sT=ia i atfgshar (Al) T §ete
% Tag@ (loT) wfafash! TARTERT BRAT §aT yaTe gHfwed Teh

A/ %5 it /|8, R059/5



& | “Smart Nation Sensor Platform” & ZIitheh STSEATI, TSI
W T g e fefSed aremere gwEesRt aaees ®
(Smart Nation Singapore, R0%%) | J&T, “MyResponder” Tael
ATEREEATS SATIdehTe M TS HATHT SIS 8STRI STa SIS Hed
TATTHT B |

() FTEATUE: THEA-ITLTA TR TTEATTH

TR Teh TehTUe® STed HehFT T JTET HIHAT 7T WHITAHT =fsTeamee
qqc gevTiiTaTeTs urafaehdr feusl &1 “Resilient Greater
Christchurch Plan” ST Ugelel SATIGERTCA SdTE®eh] -G,
TeRIqaTEen! JAMHHIOT T AATGh HevTHTdTaTs giHieed el & (NZ
Civil Defence Emergency Management, J0%R3) | Jd e
Hehe SAATATIAHT ATHT TR, FsTT T ATETiaes HarsHeTs afer

TATTHT B |

(EN) STAW: T AAGCATHT AT JTiafera qHre

ST &, GG HTTRIHATATS T T UalTfead T TareT
Hfeferehl JoT et & | “Care Robotics” FTIshHeT JGEEHT &k
TpaTehaTTITT TEIT YIS TR |ar yonefmr fger T i sumr
HaTed Teh! & (OECD, R0R0) | IOl JE-JGTeweh! earedT T
ITYTEeRT THTHTHT T T8N Wbl & (Ministry of Health, Labour
and Welfare, Japan, R0oR0) |

It ITETUTEECT BT YATeHT Uiat, Ty T Tedrt STEehT Hecdrs
TEARS] | AU T fohmgE  veEe fefdeer m-gent
YR, T BT YUTTefiehl FTHTOT T YehIT STSEITIHT ATYETIS
TETRTATATS UTTHERATHT TRET SATHT BT YTt FER 7T Tee |
%. AUTAAT AR QAT JaTE: FETCHT TEATEAT

UTAHT AT HaT FATEHT Ut AT i Teeies Jeteaht
B, ol T TIaioTeTs 99 TR, TR, T JHTERIT a3 Hed
TRATSEHT B |

() FEETF G T Gt 387 ITa

TUTEHT YRR GURehT T faf=T STRITes Mo et &1 |
TR gUR STENTRI Ufdded, j00s of HaT faaiumehl Tawemar

FIfereh / /8T, R059/5R AT/ 4%




WEEqUl gYEeE WA e P |l sreEer 9 dares
STTehT STATIRATSTER &+ T AATeTd SHTee T Feheh! & | TaTeh!
TR S=ISSE THUhT T HeT T3 SHHAT AT HI ST
G THeheh! fafi=T TRRRT qeaTses 3 T UGHT & |

(@) fefitaa amasfiwcom faeae

Juretsht fafy= fawaa gemereia dera gt fefseet yememeh!
HIUROT 3TMTE G & | Tagdiar el ATeaware. gaqr T
giaferenT 3UFNT T JaT Yeeh T YR Teiel UeHIE THH,
TSI FISHAThT T TR TSiSTeet IET HouTaaT o3 Jame
el © | At B TEaTe THUHT THeee HaUTReEaTs I BT
TTeft FarraT<h afierTel SaT U1 ATATARoT FasiT 7T o8 TReh! & |
() ARTIF FEHATRTAT T ARETUF Aqed

T HE AT AN HeHehuvETd ORIl T agHT AR
afssa geaThirar giafead T amgeTias AT Areaaseh! TTaehiT
TN T4 JaTeaTs 3Tt oy T 3ugwh aF1eq ahlhl & | TR T
ArTREReRT SRt TRt STdTehT STTTIShdT T UTITHERATET Het @
HaT AT fafor T e RS §&T ST dgeig ArSHT et
TorhTer ITShATHT HEWTITATeT HaT HATEHT ATTieheh! Tavae T THTEehTiar
TS S |

(EN) &Y TERT T RHTTT

HEr YT T ST T8 TS HTh 13 TITHEE STRT (ehT & | T
THerTare®EenT emar fmior T St ot wiskamr et gewfimar
giafeed e, AaTeER! HATEITET GUR 13T i | TR dgeh!
FETRTAT T Widesen! AThan 3TN HTasiie Hareeals AT
T T TR SIS, Sl AT YATEHT ORI T 1S |
0, AUTASHT ATRT FaT TaTg FEMLHT UHITIEE: T TLEAHT Ara Wi
giE=roT

JUeHT HET TUTEAlehl Hhel T T HiaSTaeh deT YeTaeh!
TTERTIAT ST TGRT SATHT SATE R, GETA T TaUad-TcHeh AIdesen
T T FEITaE UNER ® | Soary UREd, AT ST T
ufafersh TR T faedr STedT ageTraTie: THid TS SHTe e

Aqre/ %0 it /|8, R059/5



AT YAITE JUTTATATS THTEHRT SIS HEATTA rHaT fuform fasry sire
fa stawes ® | fefated THITdes a9 SiRaTT Aniesie fHen
Tor TS

() fefwae ar yaws agdiwwor

fefsieat TR THihd WISTe® TIUET T JaT YaTedTs did,
UG T FHTES TS TaIHT STER g7 SqTeishT AThT STTevaF & |
fefsea wiewesenT fammer gy wemem, forer, e, #t yoneft
ST /EEHT UTHATT G 13T Tfehes |

STEXUTERT GATHT, ofH TreTremmT fefsteat HutTefient TmTareTer SFT TR e
TFHATATE foel, el T T ey ST & | I fefsed Teaesa
TR TS ScolaH 1T T T3 HIF IS, AT STIaaTs
TUTTeHe: E9HT T T ATaH g=rse] | fefseat armasfiertorer amfor
AT W &1TehT ANTNEhe®aTs Ui TMTEehil STHT HaTHT U5 J&H T
T FD |

(@) AR TR ety Qe geae

TSI TRTHTET AT SETHTAT T BTHETIIe Sqcals T9Th aHrsa
T AT Enfaeden! WreAT fas T | |gETae Sdcasht
HISAEEATS FRTeh TIHT BT T+ THAT TR THEITEEHT
GHTLTHT AATHhEERT Teat S{{HeRT iHieed T Hishe |

ATaTioeh TEMTITdTeT SR JREHRIdT T SiaThaledl Jig T A
BT, TaTeweh! AT T ATTHehATHT ST AT HHTomT gi
ANIGRH TS | T8 W JUNATs ITHERT T SHSWaErl ase
eleRTel= TRt ATHT Sfeal TR 9f TR 168 |

() " fHuta iR s qga aafere<or

HEfRT JUTTETHT TTershTiaT STRTgfgenT ST T deeht TeTiehetur
TTATHRAMT U | Igeht @i, Hifq fmfor T swmf=ea gtk
T TeATs o IRR T AT TEH U |

v e Hifq fmiomr wir fam g amar fmior mufs
Sfieeel T ool FaT FATEATS HIAAISH AT T T, T
STTehT STTFYehdT T HTITHehameiT Het @ Hifqrrd fofer fer steer aft
Ted e | Tt T YRR SCeTels S@! T TTEshRT a8 |

FIfereh / /8T, R059/5R AT/ <9




(ET) TRTSE( ATEAHRT AT JT(Erd T AR AEE

Hef 1T HEHTATS T RT 1S T 8T aTealTs [anT SIS Tiafess
T HTEATTT guR STIRER &9 | SaT YaTeehT Trqul qgHT ataar at
I YUTTeATehT ke MW, STeeT STetary] Uiad-sredr STTaehleti
FAIAEEHT AT T Hees | AHTieish = gHfved T, Jorefird
FAAHATATS TFITY T HigedT, 3TeqEedeh T ATisieh 9AT afeed
FiigEeh! TamT uge fafg m Aifq fufomr gmmEsft gfesmior
JTETTF S |

z. frend T Aiferm faerfea

TS ST 3T T The 3STetuTeeae farer fefe oo fafare
g T UTATHeRdTET A @ Tavadaeiiel Hifdes Taerer THUs |
YaIT YerTeelTs Ui, gurasit T fart sMrse amrsren = T agfgars
giafeaa m = g Hifaa fawiiss dar vareen amiT S g1
qFeS |

(%) afafar weaw Iww T fefvea anmaefo

T YATEATS T a1 Uiafueht ifeshaw 3uEnT STafErt
T | ggeRr @t fefsiear qafanas gge 14 dar uguans auresi
TR, ST YATEEATS WUGT T THTTRRT SIS T 1T FI&mT
=g wrtaeRar fegudt g5 | ffara gfeswmmrer fefsea ugamr oo
=t T &rsreht wiaticer g 1 “anidt ufs Tl v fagreaars
ST, TS |

(@) TR TEHTRTAT T SALEHT Aqedat Tagd

TSI BT YATEaTs SHIALERIT SH13 ATHeh TedTiTdT T argetias
Sqcaeh! fHeRTeTTs HEATTA U | TJHehT T TR TSRS
Heah e foter aiaTeEaTs THTaEl SIS TG gyhraeTs Hifaar
quTied T & GEET g U | J9er daT faaeomT amitee
e T favame aers gednT =Iss |

(TT) TAHT TEHT HEAWTA TG [HTUT
T forfter w@ammar giafyad T EvEs © | didel 9uad,
TEhT FHANIGER! F&qar Talg T ol ufskamr Higew! A

AU/ Fitasw /w¥T, R059/5R



stfglg o fifara FrireE 31 aus | Fwet JaT yaTEdTs TR
STTEYIHAT T AT THRARNT HHTATSH TG ANTEhEEeh! Sfa-eat Tt
e fe s |

oAt fawTiees i el AuTae T foehmaent aeasenT Iooied
wid gifae T " | e, et T wfafasft derenr
fashmer AT aegiears stfrgfg 9 Surens Tgfg T aTdeRT

ST AME TST3T 7 RRISEEN
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q. TBHM

HTIERT ST JaeiE Jog IfSarent Hei-ed IhaTehaiTIe&HT STHent
Tod, AT T WATET HoTleiel Heeaqul {HeRT ©eiehl §- | Teishl
HiTEATS Gmmer, drTieteh = T agfgeh! T (HiSe) T ST
o afers | dfauma: asma Hifdermra s=faq ST SRS
SAfd ITERA T STAThQE! S ST TNehT & | ISR FER
T GEITERT emfael @lch hedTUTehil Tsd TITHAT T+ SR IR
TEE | Sefelal THIRT STERT GEeh! &5 T gRT Ui Hishall g8
U & | AT T FaehTel T FHeATuTehT STHETATS ITEEh T GeTeh!
FRIYHT THET Hfaumel SITFRR TehT ded Tnfad e | &
JATEHT TUTTcHe Yaei Ged Taueshl &1 hised g T alishat
fardeureRl AT g &7 & Rl © | AT fashraehl Hie drd
gioTEE SfEueT & | gmrieter et a9 W afeer g
TAT TTTThhL0T T ETHTISTh THTAINEROT T ey YaTehl faedeaT
HRRTH JATTq HURT & | T T FaeaTenT JermTaT e Jargen! Jurt
HEaT AMNHEEHT faqu aqa Teteshl aferet 3T T | |
SIS SHEE T HUAT J1 T a7 STohiel. ATHT SHTeTs 6
WEWTaleHT YaTe T+ HaTaTs dresiieh dar 9= | a1 daT JhR T

& FTHHH [{ETF, TET JIT JTINT
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AATIEhETE SIS HTEaH AT THUL FLehehT THTEhTIT T &THdT IieemT
T AT Ui 8T | STCITaveh, SRy, AT drei-erd, s
&YTohT, ST TaehTHETehT, 3cUTe T facRuriTTehT ETaisTieh HelT FaTgetTs
qUfteHT YaT YaTeeh! ®UET fots faehfaa qumehl Jei-TaT qa7, T,
TETAR, T ANTATTST SIS STTSTeh! STTETATHT &1 W R ST
FAdeRT E9uT SfETeT B |

qroHTag, T Tmy T e AreHTes g9e JH-ad, Tk
T UehIehd EYHT &S 3UTeY HIdeh! Iwaad YT T dresrieh, fsft
T Uil SISkl HEWTHTAT Us TeehridT 3=a o1 gig arfaer e
et qurelt gaTStenr fmtr o fdwefT @ afedenr A
o ATl YTy Ud STUcHeT EUAT TSR HdT YaTaeh
THTERRIATHT TG TehT §-3 | AT Taoh! WG ATEehT IucToedr
T forehTerh! TrITaHTeRT JTHT BTHET HTEhRT TTd =T ol 31 |
fosh Traq 200 THMT “UYF WU, JET AUl & UheT e
gifaer T STl @ qF TURT ® | IEd "restie, TSt qr
HEhHT &rsehT AhT TRMTTaTT for.#.2043 (8 RoR%) AT AUTATE
rfaery faepfadane fasrmasfier demT Tri=ta T T fa.8.0ce (W7
R030) AT TaM faermeT Tede® el Td Head ™ e
TIRAT TS e T TNUHT F | TaL T TTNUHT eI enaet T
TE, Yo T R T g a8 T e, i, g, TR, fasmme
TSR THTIASHT Ha TeTehT TURRATT eI aierehl ST=aiererer T
FATCH &FAATETS AT JodTS- SHTeITd WOHITT §Iu- rTaeT At
ISR T T |

GRITEFhT Feamfdehl STHT TSTifden, RTEieh, =TI T, HTHThsTeh
EYSTHT TREITT, STaTthaladT, SHITET I, TETRIh i JuTTel! T e
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Nepal’s Move
towards E-Government

25 Bikash Adhikari

1. Introduction

Public services are the services which are provided by
the government to the public. Example includes services
like water, electricity, transportation, education etc. Public
service is considered as one of the fundamental areas for the
development and welfare of society and country at large. In
the context of Nepal, public sector service is responsible for
a number of basic services related to health care, education,
transport, law and order, and social welfare.

At the Present world of the digital innovation, the framework
and model for delivery of public service has been significantly
shifted. Rapid urbanization, evolution of new technologies and
socio-economic change are heavily impacting the methods
of delivering public services. The services which used to be
paper-based are gradually shifting towards the digital mode.

2. Technology and 0Public Services

In the 21% century, technology has great power to change
how governments provide services to their citizens. New
technology receives considerable attention as it has the
transformative impact in improving the effectiveness of
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government. The use and integration of technology into the
government services is commonly referred as e-government or
digital government. This has become a foundation of modern
public administration which has enhanced the efficiency,
accessibility, and transparency of government operations. This
also has improved the service delivery to citizens. Over the
past few decades, technology has drastically transformed how
governments function, interact with their citizens, and deliver
their services.

In Nepal, technology has gradually taken the phase in various
areas of governmental services and is being widely used to
improve public services. Though they have some challenges,
new technologies provide great platform to enhance the public
service delivery effectiveness which help for their efficient
delivery such as education, health, social security, transport
they also help in promoting transparency too. In this article the
effort has been made to clarify the concept of e-government, to
discuss how technology has evolved and is being used in Nepal
for bettering public services and practices. Finally, effort has
been made to find out the challenges being faced by the digital
modality of public service delivery.

3. E-Government

To understand the role of technological advancement in public
services, it is imperative to understand what e-government
means. E-government means the use of technological or digital
devices like internet, mobiles, computers etc. in providing
government services. E-government helps to make public
service delivery easier, faster and convenient which enables to
provide easy access to citizens in public services. This helps to
reduce delays in services, saves time, reduce costs and makes
services more transparent and reliable.

The World Bank defines e-government as ‘“the use of
information and communications technologies by governments
Aqre/q0 it /|8, R059/5



to enhance the range and quality of information and services
provided to citizens, businesses, civil society organizations,
and other government agencies in an efficient, cost-effective
and convenient manner, making government processes more
transparent and accountable and strengthening democracy.”

4. Government Initiatives for Digital Transformation on
Public Services

The government of Nepal (GoN) has undertaken various
initiatives and actions to expand the scope of digital services
through online means. It has taken several efforts through
ministry of Communications and Information Technology
(MoCIT) and in collaboration with other Ministries and
departments for transformation of public services digitally.
Some of the key initiatives include:

a) E-Government Master Plan (2015-2019):
E-government Master Plan (2015-2019) is a draft
developed by GoN to set the foundation for digital
transformation in Nepal's public sector. This elaborates
the plan towards digitizing public services by
strengthening the Information and communication
Technology infrastructure, capacity building and
resource mobilization. The master Plan also supports
integration of e-governance services across various
government levels, i.e., from local level to central
ministry.

b) Digital Nepal Framework (2019): GoN, MoCIT has
released the Digital Nepal Framework, 2019 with the
theme of “Unlocking Nepal’s Growth Potential”. The
framework is a blueprint that provides the roadmap
of digital initiatives in Nepal, to find innovative
ways to solve major challenges faced by the society
in a shorter period with fewer resources. It helps to
promote digital economy by promoting technology-
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driven development. The framework includes plans for
enhancing e-government services, increasing internet
access and promoting digital literacy.

5.  Status of e-government in Nepal

United Nations (UN) in order to measure the position of the
member countries on e-government releases the E-Government
Development Index which incorporates the infrastructure
and educational levels of different countries to reflect how
a country is using information technologies to promote
access and inclusion of its people. For this UN releases two
indexes. One is E- Government Development Index and
another is E-Government Participation Index. E-Government
Development Index is a composite measure of three important
dimensions of e-government, namely the provision of
online services, telecommunication connectivity and human
capacity. Based on such data, Nepal’s index on E-government
development index is 57.81 Per cent which ranks 119 out of
193 countries, while in E- participation index, it ranks 152 out
of 193. World leader country for E-Government Development
Index is Denmark with the index of 98.47 Per cent.

E-Government Development Index

2024
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Source:https:/publicadministration.un.org/egovkb/en-us/Data/Country-Information/id/120-Nepal

Above chart shows that the Nepal’s position on E-Government
Development Index is slightly below the Sub-Regional Average
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by thin margin but is below World Average and Regional
Average. Since the margin to cross average benchmark is not
much, it can be presumed that Nepal will soon improve its
positioning through various digital initiatives taken by the
government at different level.

6.  Public Services in Nepal through Technological Use

In recent years, Nepal has made significant progress in
digitizing government services, offering more efficient and
accessible ways for citizens to interact with public institutions.
The implementation of technology in public services in Nepal
is the part of the governments initiatives to digitize the public
services offering and is also a response to the challenges of
physical infrastructure, inefficiency, delay in services, and the
need for more streamlined and accessible services. Some of
the public services which have been transformed through use
of technology are as follows:-

6.1 Online Tax Services

Revenue collection service of the government has made
the significant progress in a form of digitization. Inland
Revenue Department (IRD) has digitized the tax filing
process to make it easier for taxpayers to file their taxes,
access tax records, and get information related to their
tax liabilities. IRD has the separate taxpayer’s portal for
facilitating these services. Services related to VAT (Value
Added Tax), Income Tax, Excise etc. has been integrated
through online portal. Services related to return filing
including its payment can be done online through the
IRD's portal. Online services make the tax filing and
payment process faster and reduce the need for people to
stand in long lines at government offices.

Key Highlights of Offiered Digital Services related to Tax
are as Following:

(a) E-Filing of tax returns: Taxpayers can file their tax
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related returns and can also access tax information
online through the IRD’s portal.

(b) Electronic Tax Payment System: Tax Payer can make
the tax payments electronically through various digital
platforms like Banks e-payment, IPS etc. This reduces
the need for physical visits to tax offices and saves time.

6.2 National Identity Cards:

National Identity Card (NID) is a digital personal
identification card issued by GoN. It has the digital
characteristics and holds significant importance in today’s
modern era, as it can be integrated with public services
and used for various tasks. GoN, through the annual
policy and program and budget statement of the fiscal year
2066/067, announced that a biometric smart card with a
photograph, which can also be used for elections, would
be provided to all Nepali citizens as a NID. In accordance
with this, the government decided to establish a separate
central body for the implementation of this system.
Consequently, the National ID Management Center was
established under the Ministry of Home Affairs on the
16™ Ashad 2067. Later, on the 28" Bhadra 2075, in line
with the decision to integrate the center with the Central
Registration Department under the Ministry of Federal
Affairs and General Administration, the National Identity
Card and Registration Department was formed. Since
then, the work related to the NID has been managed by
this department.

The benefited areas from the use of NID are as following:
NID Card is expected to facilitate various official
processes, including a centralized KYC system for banks,
easier access to services like e-passports, SIM card
issuance. With the use of NID card, people do not need
to carry multiple cards with them NID will replace all of
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them reducing hassle and risk of card loss.

6.3 Online Passport and Visa Services

To facilitate better public services related to passport
and visa services, Department of Passport in Nepal has
introduced online services for passport applications and
renewals. Nepalese Citizens can apply for passports, track
the status of their application, and schedule appointments
with passport offices through the online portal. Besides,
Visa related public services have also been digitized for
easy visa processing and handling. This has provided great
ease to service seekers, comfortable gun at government
offices, minimized the complaints rate and has reduced
the physical footfall of service seekers.

The key highlights of the offered Digital Services related
to the Passport and Visa services are as following:

(a) Passport Application System: Government has
come up with online portal to facilitate first time
passport issuance, renewal of expired passports,
replacement of lost or stolen passport. Nepalese
citizens can apply for their passports online by
filling out the necessary forms and submitting
documents electronically.

(b) Visa Services: Department of Immigration
provides separate online platform where services
like online visa application, visa extension,
travel authorization etc. services are provided for
foreigners, streamlining the process for tourists and
business travelers.

6.4 Online Land and Property Related Services

Government authorities have launched several platforms
for services related to land and property. The Department
of Land Reform and Management in Nepal has initiated
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online land record systems to reduce paperwork and
improve accessibility. The Land Revenue Office in certain
districts allows citizens to check land ownership and
records online. Besides, the Department of Survey has
been providing Naksa and related services through digital
platform.

The key highlights of offered Digital Services related to
the Land and Property are as following:

(a) Land Ownership Verification: Citizens can search
land records and verify ownership status online,
which has significantly reduced disputes and
administrative delays.

(b) Property Registration: In some urban areas, citizens
can apply for property registration and get digital
copies of land titles.

(c) Mero Kitta: Ministry of Land Management,
Cooperatives and Poverty  Alleviation-Naapi
Department has launched the dedicated public access
platform called Mero Kitta where general public
can make request for service like Naksa Print, Plot
Registrer Print, Field Book Print, Field Rekhankan
Application.

(¢) Land Records Information Management System
(LRIMS): Government has implemented land records
information management system which will allow
the general public to view their property information
on the internet.

6.5 Online Vehicle Registration and Licenses

The Department of Transport Management (DoTM) provides
several online services through its online driving license
system including services related to vehicle registration and
driver’s licenses. The system also allows general public to

view the details related to smart driving license.
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The key highlights of offered Digital Services related to
Vehicle and Licenses are as following:

(@) Online Vehicle Registration: Citizens can now
make the request for single as well as bulk vehicle
registration, check their application status and check
their bill status through the DoTM's online portal.

(b) Driving License System: The process for obtaining
a driver's license has been simplified with an online
application system for scheduling the tests and
appointments. Besides, the online system also allows
user to search for license and check the print status.

6.6 Public Service Commission Online Services

The Public Service Commission (PSC) which handles
recruitment including vacancy, exams, etc. for government
positions has introduced online application portals for job
vacancies. Applicants can submit applications for various
civil service exams and view results through the PSC's
online system.

6.7 Public Grievance Systems

Government has developed public grievance redress
systems called “Hello Sarkar” to allow citizens to file
grievance, complaints and track their resolution. Till
28" December 2024, total of 54,731 grievances has been
registered in the system. Citizens can file complaints about
government services or issues related to governance, and
track the status of the resolution process.

6.8 Online Registration Request

Department of Information and Broadcasting allows
public services like registration of online media, press
representative certificate renewal including others.
Besides, Office of the Company Registrar offers services
like company registration and other registration related
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process of company through OCR e-services.

6.9 Utility Payment Services

Government related utility services payment like Nepal
Electricity Authority electricity bill payment, Nepal
Telecom’s Telephone Bill Payment, Khanepani Water Bill
payment, etc. have been digitized whereby payments can
be made through digital wallets, IPS, Bank transfer, QRs.
This has saved lots of travel time, costs and energy for
citizens.

6.10 Nagarik App

Nagarik App is a kind application developed by GoN
which aims to integrate the documents like academic
qualifications, driving license, citizenship ID, Election
Card, etc. This application allows user to link all the
government related services through registered mobile
number. Nagarik App removes the hassle of self- carrying
all the physical documents.

6.11 Challenges related to Digitization of Public Services

Digitization of public services of government allows user
to avail convenient and hassle-free services. It saves time,
effort and cost alongside. But with the evolution of new
technology comes some challenges which are undeniable.
Some of the challenges related to digital offering of public
services are as follows:

(a) Access to Internet: Access to governmental
websites and portals is heavily dependent on internet
connection. While big cities like Kathmandu have
good connectivity of internet but in the remote
areas of Nepal might not have proper internet
connectivity. This makes it difficult for people in
those areas to access online public services.

(b) Digital Literacy: Since digital offerings of public
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services require use of technology, people should
be digitally literate to some-how avail or request the
services. Due to limited literacy rate in Nepal, not
everyone knows how to use digital services. Such
limited digital skill restricts them from availing
public services. More training and awareness
are needed to ensure everyone is benefited from
e-government services.

(¢) Access to Device: Many Nepalese people still
struggle to have access to devices like Computers,
Laptops and Mobile Phones which allow them to
avail government public services. People should at
least have a device with browsing facility to make
service request or avail the services. Availability of
device supporting browsing facility like android
devices can limit the service availability especially
in rural areas and can be a challenge.

(d) Budget Constraints: Digitization is a challenging
task and requires large investment. Developing and
maintaining robust e-government infrastructure
requires significant financial planning, budgeting
and investment. Thus, due to limited fund
availability the service platforms may not be well
equipped and be upgraded to better versions or can
have some limitations.

(e) Language Barriers: Nepali is our national and
most commonly used official language. But digital
services may not be always compatible with the
Nepali language and can be in English language
in most cases. Besides, Government websites and
online services are also not available in regional
languages for citizens residing in remote locations.
This creates the accessibility limitations for citizens
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not knowing language other than main language.

(f) Lack of Awareness: Currently, the most of the
people are familiar with paper-based services and
are availing public services through physical mode.
Such people become reluctant to adopt digital
services. Due to awareness problem people may
doubt the validity of digital services unless they
get totally assured. Thus, awareness and adequate
education to people becomes a big challenge to
make them used to the new process and technology.

(g) Data Security and Protection: With shift
towards digital service processing, all data gets
stored in digital medium. Since data are related to
the public services they are presumed to be highly
sensitive and need to be highly secured. Thus,
such digital services offered by the governments
must be kept securely and protected from any risk
of possible misuse.

7.  Future of Digital Public Services in Nepal

GoN including, its Ministries, Departments and other
level of Governments as well as various governmental
entities are doing their best to offer public services
digitally in Nepal. The service that we discussed above,
shows the efforts taken from various government
levels for digitally revolutionizing the public service
delivery process. The future of public services in Nepal
looks promising with ongoing governmental efforts to
improve digital infrastructure and enhance the scope
of e-government services. Some of the key areas which
are expected in future to be developed can promote the
future of digital governance in Nepal are as following:

(a) Expansion of e-Services: We are in initial phase of
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technological development and its implementation
in public services. The e-services will gradually
improve with passage of time and feedbacks from
stakeholders. This also will expand the domain
of services. The government seems to expand the
availability of online services to more rural areas
and ensure that these services are available in
multiple languages.

(b) Use of Block Chain and Artificial Intelligence:
In future there is high probability that the use of
Artificial Intelligence (AI) and Block chain will
help government to revolutionize the service
offerings. Most of the developed countries have
already adopted these tools for service offering.
The adoption of these advanced technologies like
Block Chain will help to make the transactions
secure. Besides, the use of Al for data analysis
is expected to further improve the efficiency and
transparency of the public.

(c) Improvement in Cyber security: With increasing
digital services, governments are likely to focus on
strengthening cyber security measures to protect
sensitive data and maintain public trust. This
will help build confidence amongst public about
the government services and allows them to avail
services without any doubt.

8. Conclusion

To conclude, technological advancements have the great
potential to significantly improve public services in Nepal. The
digital move of the governments has provided better and easier
access to public services through e-government portal, mobile
apps and other means. People have saved time, effort and have
availed services through their fingertips, this has minimized
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the footfall and grievance rates at government offices. While
Nepal has made significant progress in offering public services
online, the full potential of e-government has yet to be realized.
However, to fully benefit from these technologies, Nepal must
overcome challenges such as internet access, digital literacy,
data privacy concerns, improving infrastructure, and ensuring
data security which will help to make these services accessible
and effective for all the citizens. By continuing to invest in
digital infrastructure, providing training to both citizens and
government employees, and ensuring proper regulations,
Nepal can make its public services more efficient, transparent,
and accessible to everyone, no matter where they live, which
will ultimately help to improve the e-government development
index and ranking of Nepal.
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Status of the Public
Service in Nepal:
(Progress and Positive
Developments)

2 Namuna Joshi

Abstract

This article assesses the progress and positive developments
within Nepal's public service sectors such as health and
education, infrastructure, energy, and governance reforms.
Despite the socio-economic challenges, remarkable
improvement in the public service provision has been noted
in Nepal, especially at the rural level. Health services have
expanded through infrastructure and the implementation of
the National Health Insurance Program. The School Sector
Development Plan, among others, increased access to
education and reduced gender disparities. However, there are
still issues concerning the quality of education. Infrastructure
development on road networks and urbanization projects
increases connectivity and economic opportunities. In
addition, hydropower and solar energy developments have
contributed to the nation's attainment of self-sufficiency in
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electricity production. Besides, reforms of governance in the
form of federalism and e-governance have been pursued in
order to make systems more transparent, decentralized, and
accountable. Resource constraints, regional disparities, and
political instability remain challenges for further progress.
The article depicts that though there are obstacles in the way,
improvements in public services mark positive trends.

Keywords

Public  services, healthcare, education, infrastructure
development, government reforms

1. Background

Public service is an important aspect in the lives of citizens,
ensuring that all have the access to the basic needs like
healthcare, education, transportation, sanitation, and more.
Nepal is a developing country with a diverse geography and
socio-economic challenges and it has been making great
strides in improving its public service sector. While there are
many challenges in the public sector of Nepal, there are some
areas where progress has been noted with positive trends and
efforts towards upliftment of the quality of life for citizens.
Some major development and the public services in Nepal are
discussed us following:

2. Health Care Services:

Healthcare is an important aspect of nationals of every
country. Nepal has seen significant improvements in its health
system, ensuring access to health services, especially in rural
areas. Public health reforms in Nepal, especially in rural
areas, have been initiated to increase access to health care,
reduce maternal and child mortality, and respond to the needs
of disadvantaged groups.

2.1  ExpansionofHealth Facilities: The expansion ofpublic
healthcare facilities is one of the major developments

in the Nepalese healthcare sector. The country has been
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2.2

2.3

working toward developing new hospitals, health posts,
and clinics in rural and relatively backward areas to
address the needs for primary health services among its
rural citizens. Besides, with the availability of free-of-
cost essential healthcare services, healthcare becomes
more accessible and affordable to people from low-
income backgrounds. The efforts of the government,
such as the National Health Insurance Program,
have been very instrumental in increasing healthcare
coverage for its citizens, especially in most underserved
areas. The National Health Insurance Program is a
social protection program initiated by Government of
Nepal (GoN) which provides healthcare facilities to
citizens without financial hardships. Membership of
the National Health Insurance Program gets facilities
such as free care at empaneled health facilities up to
a maximum of NPR 100,000 per family annually. The
program benefit package covers emergency services,
outpatient consultations, inpatient services, selected
medicines, and diagnostic services.

Maternal and Child Health: There has been significant
improvement in maternal and child health in Nepal. The
government has initiated a number of programs that
address reproductive mortality, family planning, and
nutrition. The introduction of immunization programs
has reduced diseases that were previously preventable.
In addition, the maternal mortality rate has decreased
over recent decades. Both national initiatives and
international partners have supported the government's
commitment to expanding health coverage for women
and children.

COVID-19 response: The COVID-19 pandemic has
been a big blow to Nepal's health care system, and
the country could not keep pace with the rapid spread
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of the virus. However, the initial slow response of
the government improved gradually. Nepal's public
health authorities, supported by international donors,
scaled up testing, quarantine facilities, and healthcare
infrastructure. This was in particular aided by the
vaccination drive supported by organizations such as
the World Health Organization (WHO) and the Global
Alliance for Vaccines and Immunization (GAVI),
which had reached even the most remote areas. Public
health messaging on hygiene and other prevention
measures helped to contain the virus's spread.

3. Education Sector

Education is the fundamental pillar of every nation. Nepal has
alsoincreased access to education atboth primary and secondary
levels. The education policies adopted by the government have
ensured an increase in the enrolment rate, reduction in gender
disparities, and the opening of more educational institutions
across the country. Following are the key developments in the
education sector of Nepal:

3.1

Access to Education: GoN has developed the The
School Sector Development Plan (SSDP) which aims
to provide quality education for all. The plan also aligns
with Nepal's commitment of Sustainable Development
Goals (SDGs). More children from poor families have
been able to attend school due to the introduction of
free and compulsory primary education for all children
along with the SSDP. As a result, the increase in literacy
rates and access to education has been improving
gradually in rural and marginalized communities. The
government programs have ensured that girls, children
from ethnic minorities, and those in remote areas can
also get access to proper education system. Schools
have become more inclusive, and show a reduction in
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disparities between genders. Programs like scholarship
schemes for girls and other marginalized groups have
further facilitated this inclusion.

3.2 Quality of Education: While access to education
has increased, issues related to quality remain to be
solved. The government has taken steps towards the
improvement in the quality of education, updating
curriculum and modern teaching methodology at par
with international standards. Teacher training programs
have been enhanced in order to equip teachers with
the required skills for providing quality instruction.
However, even today, education is quite different
between urban and rural areas, where rural schools
seriously lack trained teachers, modern materials, and
adequate infrastructure.

3.3  Integration of Technology: In the past few years,
concentration has been given to integrating technology
into the education sector. The COVID-19 pandemic
has accelerated the use and adoption of digital
learning tools. Along with the government, private
organizations attempted to reach students with online
education through TV broadcasts, radio programs, and
digital platforms. Though technology-based learning
faced challenges like a lack of infrastructure in remote
arcas, these initiatives created a foundation for future
advancements in digital education.

4. Infrastructure Development

Infrastructure development is another area where the Nepal
has attained notable development. The government has been
investing in improving the road network in the country, expanding
energy access, and modernizing urban infrastructure. These
improvements have played a pivotal role in accelerating economic
development and improving living standards for citizens.
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4.1  Expansion of Road Network: One of the major
priorities undertaken by the government has been the
extension and improvement of the road network within
Nepal. These types of roads help connect rural and
unreachable areas to urban centers through improved
accessibility of markets, better health care, education,
andevenincreased employmentopportunities. The East-
West Highway, the Mid-Hill Highway, and the Postal
Highway have been some of the other major projects
that increase connectivity across the country. Most
of the rural road development has been instrumental
in addressing the needs of the people, particularly in
hilly and mountainous regions. Transportation access
has also improved the delivery of goods and services,
allowing local economies to prosper.

4.2 Urbanization and Smart Cities: Kathmandu, the
capital of Nepal, and other major cities have been
experiencing rapid urbanization. In response to growing
population and urban pressure, various types of projects
are being implemented: modern urban infrastructure,
development of smart cities with digitized services,
public transportation systems, waste management, and
sustainable urban planning.

The Kathmandu Valley Road Improvement Project, dedicated
to the reduction of congestion, and development of public
transportation systems are other instances of modernization
efforts on urban infrastructure that aim at improving the quality
of life in cities.

5. Electricity and Energy Sector

Nepal has plenty of water resources in different parts, and these
resources provide a great potential for hydropower generation
in the country. Hydropower can be developed as a great source
of revenue in the context of Nepal. A total of 181 hydropower
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projects with total capacity of 3,063.72 megawatt are in
operation as of Ashoj end, 2081 and a total of 273 hydropower
projects having capacity of 10,231 MW have obtained license
for electricity generation which are currently under construction
phase till Ashoj end, 2081. (Source: Department of Electricity
Development). GoN has also made significant amount of
investment in the hydropower projects. Upper Tamakoshi
Hydropower Project is the largest hydropower project in
Nepal with an installed capacity of 456 MW. The project
is currently in operation and contributing Nepal in terms of
electricity production. Along with electricity generation through
hydropower development, electricity production has also been
contributed through solar energy programs. Currently there are
21 solar power plants having combined capacity of 106.74 MW.
Similarly, 9 solar power plants having total capacity of 77 MW
has obtained construction license for solar power plant. Nuwakot
Solar Power Station, owned by Nepal Electricity Authority, is the
largest solar power plant of Nepal. Nepal Electricity Authority has
reduced load-shedding significantly in Nepal, hence improving
reliability on electricity supply both in urban and rural areas.
The country is moving toward self-sufficiency in electricity
production, and is also planning to export surplus power to India
and other neighboring countries. These advancements in energy
infrastructure not only enhance quality of life but also boost the
country’s economic potential by providing stable and affordable
energy for businesses and households.

6. Governance Reforms: Enhancing Accountability and
Decentralization

Good governance is required to ensure effective delivery in
public service. Nepal has rolled out different reforms regarding
good governance, especially after embracing federalism. These
are, among others, designed towards ensuring a devolution
of authority, efficiency in the public sector, and increases

transparency.
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6.1  Federalism and Decentralization: The immediate
adoption of the federal structure by Nepal right after the
promulgation of the Constitution of Nepal in 2015 was
an enormous change in the political history of Nepal.
Federalism shifted many of the roles and responsibilities
previously exercised by the central government to local
governments. Today, all areas related to education,
health, and infrastructural development have been
reserved for the local bodies, who shall have more say
in matters of decentralization to raise the quality and
quantity of public service delivery by making the local
government more responsive and accountable to the
local people.

Power has been shifted from central government to
local governments where communities participate in
decision-making and resource allocation. It has helped
improved the public service delivery, especially in
rural areas in those regions where local context and
knowledge are better realized.

6.2  Digitalization and Transparency: Nepal has been
making progress in the realm of digital governance.
E-governance initiatives have been implemented with
the aim of increasing efficiency, reducing corruption,
and making public services more accessible. Online
services related to land management, tax collection,
and public health are but a few examples of how the
government is using technology to streamline public
service delivery.

Digital platforms for government services enable
citizens to access services without having to travel
long distances, therefore increasing access, particularly
for rural or remotely situated citizens. Secondly,
e-governance has brought transparency in reducing
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bureaucratic hurdles and thus enabled the tracking of
government services and expenditures by citizens.

6.3  Accountability and Improved Transparency: In line
with global trends, GoN has also been taking steps to
make public service more accountable and transparent.
Anti-corruption reforms have been initiated to check
corruption, ensure ethical behavior, and restore
citizens' faith in government. The Right to Information
Act enacted in 2007 enables citizens to demand
information from public agencies, hence making
public institutions more accountable. In addition, the
anticorruption efforts of Nepal were strengthened
through agencies such as the Commission for the
Investigation of Abuse of Authority, CIAA, through
which corruption cases among those in the public sector
are exposed and dealt with. These measures over time
set a culture of openness and integrity within the civil
service. Contributing factors also include the rise of
citizen engagement platforms and various mechanisms
of feedback. Citizens are now able to complain and
provide their input about the quality of services through
online surveys, social media platforms, and public
hearings; thus, authorities can effectively respond to
public needs.

7. Problems and Challenges
Despite these positive developments, challenges remain

in several areas of public service delivery. Some of these
challenges have been discussed below:

Resource Constraints: Public services in Nepal, particularly
in rural areas, still face significant resource constraints.
Inadequate funding, lack of skilled personnel, and weak
infrastructure are barriers to further progress.

Inequality and Regional Disparity: Although the urban areas
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have greatly improved in the delivery of public services, the
rural and remote areas still lag far behind. There is still a wide
disparity in the quality of services provided to the different
regions, especially in education and health facilities, and even
down to road infrastructure.

Political Instability: The political scenario in Nepal has
witnessed a series of changes, and although federalism
brought new opportunities, it also raised certain issues with
regard to coordination and governance. Frequent changes in
governments and politicized conflicts hinders the continuity
of policies and programs. Political instability and conflicts
among the three tiers of governments can act as obstacles to
effective public service delivery.

8. Conclusion

The public service sector in Nepal demonstrates remarkable
progress in most variables of health, education, basic
infrastructure, and administrative reform. Increased access
to healthcare and educational opportunities, coupled with
developing infrastructure, leads to overall well-being among
all of its residents, more precisely the rural poor and all other
underprivileged groups of people. The inclusive programs
like the National Health Insurance, upgrading the educational
system, have been of immense help in reducing the gaps to
a large extent. On top of this, decentralization of power and
adoption of e-governance have empowered local governments
to be more accountable and efficient in public service delivery.

However, resource constraints, regional disparities, and
political instability remain a challenge to the full realization of
these potential benefits of reforms. Despite the challenges, the
improvements currently witnessed in public service delivery
are an indicator of sound economic development and concern
about the creation of a society that is truly in search of equity.
The GoN has been stressing the need to overcome these
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challenges and consolidate the reforms undertaken, and thus
is on course for sustainable, inclusive, and efficient delivery of
public services to its citizens. The resilience and commitment
by the government and the people themselves will determine
the future course of public service delivery in Nepal.
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Public Services in the
Digital Age

& Narayan Prasad Ghimire

1. Background

We are undergoing a digital disruption. The availability
of digital gadgets, expansion of internet and related
infrastructures, growing literacy, and the communications
facilitated by the information technology (IT) has helped
accelerate digital transformation. It has heavily impacted both
the public agencies and private entities across the globe. In
the wake of such development, the public service has also
undergone a tremendous change. The hardship faced by both
the service seekers and service providers is radically reduced.
The smart governance has been ushered in, where the service
delivery is convenient, prompt and smooth. Similarly, the
concepts of 'governance without government' and 'capitalism
without capital' emerged in the wake of accelerated adoption of
digital technologies across the world. These concept evidently
reminds us to give up traditional approaches of government-
run administration by leveraging digital and IT spheres so that
it fulfills the needs of the 21* century public service.

Undoubtedly, the delivery of public service is the core function

& Executive Editor, National News Agency
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of any government while receiving public service is citizen’s
right. This very concept of public service is clear to measure
the accountability of public agencies towards its citizens. One
of the pillars of good governance is the smart public service.

As the world is moving towards the 5™ industrial revolution,
how Nepal has fared in the digital realm deserves study and
analyses. This article briefly features Nepal’s efforts towards
improving public service in view of digital atmosphere.
With some references from international study, reports and
research within Nepal’s public administration, this article
shows challenges in front of Nepal’s public service and it also
furnishes some suggestions.

2. Holistic approach in need

When the election was held for the first time in the local levels
after the adoption of the constitution in 2015, a term surfaced
much in Nepali media- ‘smart city’. It was one of the words
focused much by the political parties in their election manifestos
which the candidates reiterated in their speeches to the voters.
After the election was over, the people’s representatives
ran from pillars to posts to expand internet service in their
localities. They had thought the ‘smart city’ was expansion of
internet. Although internet is an essential part of smart city
and of public service, they did not take trouble to understand
‘smart city’ in a holistic manner.

Managing internet connection alone cannot ensure smooth
public service despite itbeing a vital aspect of smart governance.
This reference is worth mentioning because it gives a message
how hastily the digital issues are perceived and promised by
our people’s representatives.

When it comes to the access to public service, it is essential
to talk about equity and justice. The digital age is often
hailed as the time that empowers people, disrupting the
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hierarchy in system. The people who are excluded in terms
of social, economic and educational entitlements are given
more attention by the state where digital tools are effective.
But whether Nepal has applied the digital devices and tools
effectively to deliver public service is a matter of study. In
this regard, it is said that the number of people living with
disabilities (PWD) in Nepal stands two percent of the total
population. Now, it has become sensitive whether Nepal has
been able to provide PWD’s access to services with proper
use and mobilization of digital system.

After the country adopted federal republic system, jettisoning
the centuries-old monarchy and unitary governance, the
people got the local level at their doorstep and expected
smooth service delivery. It is true that the local level being
the closest government to the people have been providing
dozens of services at their doorsteps. However, the questions
and concern over the public service are still persistent. It
clearly indicates that the public service delivery is yet to be
up to the mark.

Interestingly, even the political parties and leaders who had
tremendous role to usher in new system in the country after
long struggles and movements, sometime admit that they
were able to bring radical changes in the country- abolishment
of Rana regime, establishment of democracy, restoration of
democracy, abolishment of monarchy and establishment of
federal republic- but are still struggling to achieve the goal
of good governance, economic progress and prosperity as
per their expectations. Here lies the trend and tendency of
actors involving in the governance. Whether they are political
leaders or civil employees, they have major role to take steps
to ensure good governance where smooth public service
delivery lies at the centre. Even the civil society and media
have equally significant roles of watchdog and can collaborate
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for pious mission of good governance that guarantees smart
public service.

3. Urgency of digital service

Althoughpublicserviceisanappendageofpublicadministration,
which is in existence since the enforcement of concept of state,
the digital public service is needed much when the country
is gripped with catastrophes. As the entire world, Nepal also
realized how important the digital public service was during
the Covid-19 that massively curtailed people's movement.
The Covid-19 pandemic in deed worked as a moment to give
impetus to digital transformation across the world, to which
Nepal could not be left aloof. It helped accelerate the digital
programmes, and expand ICTs in the country, especially
from the private sector, which urged the government as well
to quickly embrace the digital public service. Willy-nilly, the
government institutions also advocated for intensifying the
digital services. In this connection, the cases of South Korea
and Taiwan are worth imitating because they explored much
the potential of digital dimensions of service delivery during
the Covid-19. These initiatives helped circulate information
on the spread of coronavirus and cautioned people to adopt
adequate measures to stay away from the deadly virus.

While adopting digital transformation, Nepal can also learn
from international best practices: How other countries have
developed, designed and deployed digital applications to
contribute to improved service delivery. Estonia comes on the
top in the list of the UN member countries (193) in adoption of
digital transformation. The country which wants to call itself
e-Estonia than Estonia has made 99 percent of its all public
services accessible online. How did Estonia become such
global leader in digital age? Nepal must learn lesson from it. A
website sharing information on e-Estonia mentioned that with
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its facility of 99 public services made accessible online, the
country has saved 1,407 years of working time every year.

Estonia is followed by Denmark and then by Singapore in use of
digital services. The UN E-Government Survey, 2024" showed
this result. Among 193 countries, Nepal's position is 119. It is
however an improvement than the previous assessment done
two years back. Nepal's ranking in the UN E-Government
Survey, 2022 was 125. It proves that Nepal is gradually
making headway to digital transformation. It has improved the
indicators on digital services and IT infrastructures including
expansion of internet.

4. Government and private initiatives

One of the significant digital developments in Nepal in relation
to public service is the launch of Nagarik App. It has integrated
several public services, ensuring hassle-free public services to
the citizens. With the creation of ID/account in this App, the
citizens can receive services spanning from driving license,
passport, bank account, permanent account number (PAN),
application and search for foreign employment, access to
educational certificates, police clearance report, submission of
electricity tariff, creation of Voter ID, access to social security
fund, employee provident fund etc. Even the generation of
Covid-19 vaccine certificates was made available in this most
used App. In a single click, we can enjoy varieties of public
services via this government digital platform.

Another laudable initiative is distribution of the National
Identity Card. The launch of National ID Card was begun in
2018 in Nepal. The distribution of National ID Card is going on.

Thousands of government websites providing information
online have not only made it easier for people to access public

* https://publicadministration.un.org/egovkb/en-us/Reports/UN-E-Govern-
ment-Survey-2024

i /|/iAT, Ro5q/5R AUTE/949



information but also helped maintain transparency and saved
time and cost. The government offices are using new media
like Facebook and Twitter (X) to share information.

There is also the E-governance Commission in place in the
Office of the Prime Minister since 2022. It has been established
to forward the e-governance in the country.

In addition to the government efforts, the private sectors
including banking and financial institutions to hospitals and
transport are providing public service with digital adoption.
That come to sheer convenience to the people like ride-sharing
service, food delivery, e-learning and e-banking. The e-banking
and virtual schools flourished in Nepal, especially during the
Covid-19 pandemic.

On to the private front, a seminal report, 'Unleashing IT:
Advancing Nepal's Digital Economy: Expanding Jobs and
Exports'f published by the Institute for Integrated Development
Studies (IIDS) in 2023 showed a tremendous potential of IT
services in Nepal. It mentioned: "The key findings indicate
that the IT service export (ITes) industry in Nepal is valued
at approximately USD 515 million, with over 106 IT service
export companies and 14,728 IT freelancers in software
development and technology and 51,781 ITeS freelancers
engaged in exporting IT services through various digital
platforms. The total IT service export reached USD 515 million
in 2022, representing a growth of 64.2% since 2021."

After the release of the report it got wider media coverage, it
created optimism both in government and private sectors that
there is huge potential of IT sectors, creating jobs to Nepali youths
and securing revenue. In view of such potential, the government
in all three layers cannot only create favorable atmosphere for
them to thrive but also to learn new knowledge from private

T https://iids.org.np/images/publications/15c4487b777dcf3239cd6af6dd15c2c]. pdf
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sectors to change public services. As we are in rapidly evolving
digital age, the new public administration requires learning from
best practices of private sectors. Once the suggestions furnished
by the report are mulled by the government and initiatives taken
for correction, it would help unburden public agencies' role to
serve people and reinforce agencification.

5. Challenges

Irrespective of the positive initiatives taken by the government
and private entities in addition to thriving IT potential in
Nepal, Nepal’s public service is facing significant challenges
in its journey to digital transformation. Some of the challenges
are mentioned below.

Still a large section of civil employees fear that they will be
replaced and displaced if they fully embrace the use of digital
spheres despite having huge benefits in their performance
and public service delivery. Similarly, some intentionally
discourage the use of digital and online system because it is
transparent and there no chance of any kickback.

The old generation of civil employees is not willing to adopt
digital spheres because they are low-skilled and they have short
time to stay in service owing to age limit. There is no denying
that civil service without enthusiasm to adopt innovative
approach is never smart in public service.

Importantly, there is a yawning digital divide in Nepal. Digital
divide is further reinforced by the discrimination already
entrenched in Nepali society and governance. At a time when
we pride on diversity, the discrimination meted out based on
gender, sex, caste and geography are plaguing us. The access
of women, girls, marginalized community and PWD to digital
service is limited compared to male folks because as we are the
gendered and hierarchical society which is fully reflected in
our governance, thereby putting the efforts of good governance
and public service at the receiving end.
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Although the internet expansion is on gradual rise across the
country, the broadband quality and affordability are not out
of questions. Investment in digital infrastructure, skilling and
knowledge transfer of both service seekers and providers is low.

The brain drain- the human flight with IT skills- is a huge
problem in Nepal of late. The policies and practices we have
at present are not luring them to contribute to IT sectors, or are
in meager number.

Slow, or tardy enforcement, non-implementation and weak
implementation of the available policies and digital initiatives
are other hindrances to improve public service in digital age.
For example, the Digital Nepal Framework (DNF) was not
enforced to its fullest, thereby limiting the ambition of digital
Nepal largely to paper. The DNF that Nepal government
brought in 2019 with various salient features to build digital
governance was slow off the mark. Even the monitoring and
evaluation of DNF has not been shared.

Irrespective of the age we are coping with where demand of
service seekers are diverse, talent management in Nepal’s
public administration has not gained pace. The administration
can realize and recognize the skills, expertise and knowledge
of its staff and mobilize them in the proper posts so that it
would impact positively in service delivery.

Delayed or no adoption of de-professionalism is another
equally pressing challenge before Nepal’s public service. The
process-oriented hierarchical order of bureaucracy is hindrance
to those civil employees who want to utilize their digital skills
freely and independently.

Cyber attacks are major threats to public services in the
present hyper-connected word, while these are acute in the
countries where there is a fragile cyber infrastructure. Nepal’s
vulnerability to cyber attack is exposed often, as the report

on cyber attacks are frequented of late. Such attacks not only
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push government websites to a complete halt but also hamper
public services badly. Nepal had faced a massive disruption
of government websites in the beginning of 2024 after major
server down. All government websites had gone offline owing
to the distributed denial of service (DDoS) attacks. Similarly,
in November 2024, the Department of Passport, which
receives as high as 3,000 service seekers in a day, faced service
disruption because of the computer virus.

These are some representative incidents of Nepal’s cyber
vulnerabilities, which warrant sustainable prevention and
solution. The present world shaped by digital specificities
in almost all sectors, data are the properties. So, misuse of
citizen's data is violation of their rights.

Availability of data is another challenge to ensure smooth and
convenient public service in Nepal. Although government
bodies repeatedly harp on embracing paperless government,
the hierarchic nature of administration is not able to ditch the
practice 'tok adesh’'where digital service is obviously sidelined.

In this connection, a research article 'Digitalization of
Government Services and Citizen Satisfaction: A Case Study
in Dhankuta District” penned by Pradeep Phuyal, revealed
that the government was in need of creating and enhancing
reliability of service in addition to making people aware
on it and ensuring safety. Researcher Phuyal suggested
massive digital literacy and development of more functional
communication strategy so that the public services could be
aligned with the ambition of Digital Nepal Initiative.

6. Way Forward

There is no doubt Nepal is making efforts for digital
transformation to improve public services. However, there is

1 https://www.researchgate.net/publication/382030059_Digitalization_of_Gov-
ernment_Services_and_Citizen_Satisfaction_A_Case_Study_in_Dhankuta_Dis-
trict_Nepal
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no denying that much is needed for further effectiveness. The
activities for improvement of public services in the digital age
range from serious review and assessment of the initiatives like
DNF, policies and laws; bringing new laws; building human
capacity and retaining IT workforce within system; jettisoning
traditional bureaucratic mindset; paying heed to needs of new
generation within public service and of service seekers and
ensuring citizen's rights in digital services and applications
like protection of their data. Once there is robust mechanism
and polices are in place, citizen's digital data would be secured
and citizen's trust in digital public service enhanced.

On the other hand, even the political parties, private sectors, tech
companies and entrepreneurs, civil society and media have their
roles in accelerating digital public service. Tech entrepreneurs
and developers can work together with public agencies for
development and design of the best digital tools and applications,
while civil society organizations and media can keep intact
their advocacy for good governance keeping in the center of
the digital services. Government efforts are not sufficient in
speeding up digital transformation along with smooth digital
public services, so taking on-board all sides concerned can be
beneficial. State's recognition to the digital innovations launched
by young scientists and digital initiatives forwarded by private
sectors also helps in shaping the future of digital public service.

In the present world characterized by the inevitability of
digital transformation, Nepal’s governments have no option
but to forward public services by seeping up the embrace of
ICT and facilitating the private sectors’ initiatives. Creation
of conducive atmosphere along with law and policy reform,
investment, skill development, talent management, and attitude
change are works that help keep abreast Nepal’s public service
with evolving digital age.

+4+
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Application of the
Artificial Intelligence
(Al) in Public Services

& Sarita Bhandari

Abstract

The information technology boom occurred around the
turn of millennium has left all of us in awe. The accelerated
technological progress characterized by innovations and
its rapid application has caused an abrupt change in the
society. In this context, artificial intelligence has emerged as
a transformative technology tool that enables the machine to
mimic human intelligence including problem solving, learning
and decision making. In the era where artificial intelligence is
transforming the industries worldwide, public service sector
remains no exception. Nepal is in its nascent stage of integrating
artificial intelligence to public service. With its potential to
simplify processes, enhance decision making and improve
citizen services, Al has the opportunities to transform the way
in which government and public services operates. However,
the integration of Al in public service delivery also presents a
challenge that must be carefully considered and addressed to
harness the potential of Al in public service of Nepal.

& Section Officer, Government of Nepal
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1. Background

Artificial Intelligence (AI) is a branch of computer science
that aims to create intelligent agents, systems that can reason,
learn and act autonomously. It is the simulation of human
intelligence in machines designed to think, reason and learn.
These systems are programmed to perform tasks that typically
require human cognition such as problem solving, decision
making, language understanding and pattern recognition, etc.
Al is multidisciplinary field, drawing on computer science,
mathematics, psychology, neuroscience, and more with the
goal of creating systems that can perform intelligent functions
autonomously. Since its inception in the mid-20™ century,
Al has grown exponentially, evolving from the theoretical
concepts to practical applications that impact nearly every
aspect of life.

Public services are the essential services provided by
governments or public institutions to meet the fundamental
needs of the society. The success and failure of any government
institutions depends on the efficiency of the public services
provided by the country. Public services, the provisions of
essential services by governments to their citizens, have
evolved significantly over centuries. These services ranging
from healthcare and education to transportation and security
play critical role in promoting social equity, economic
stability and quality of life. Their primary goal is to serve the
public interest, ensuring that the resources and opportunities
are accessible to all citizens, regardless of socioeconomic
status. In the modern era, the scope of public services has
expanded significantly. Governments and public institutions
are now responsible for addressing a wide array of challenges,
including urbanization, environmental sustainability, global
pandemics, and technological disruption. These demands have
placed unprecedented pressure on public service systems to

deliver timely, efficient and inclusive solutions. Despite the
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progress made, public services continue to face numerous
challenges like inefficiency, lack of transparency, inequitable
access, rising costs, changing citizens expectations, resources
constraints, technological lag, etc. These challenges highlight
the urgent need for innovation to transform public service
delivery, ensuring it remains relevant, equitable and capable
of addressing modern societal demands. Recently, Al is
transforming public services worldwide, helping governments
address complex challenges, enhance efficiency and improve
citizen experiences. Different countries in the world are
adopting Al in innovation ways in different public service
sectors, setting examples for leveraging technology to create
smarter and more responsive government systems.

2. Application of Al in Public Service in the Global context

Governments worldwide are adopting (Al) to enhance public
service delivery. Below are some notable global practices
showcasing the transformative potential of Al across different
domains such as-

2.1 Enhanced citizen Services

() Chatbots and Virtual Assistants: Governments
are deploying Al-powered chatbots and virtual
assistants to provide24/7 citizen support where
these tools can answer frequently asked questions,
provide information and even assist with simple
tasks like form filling.

() Personalized Services: Al algorithms can analyze
citizen data to tailor services to individual needs.
These could include personalized recommendation
for healthcare, education or social services.

(1) Predictive analysis: Al can predict future trends
and patterns, allowing government to proactively
address potential issues. For example, predicting
natural disasters or traffic congestion can help
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(V)

(V)

(V1)

(V1)

authorities to allocate resources effectively.

Automated document Processing: Al reduces
delays in public service delivery by processing
applications and verifying documents efficiently.
Transparency and accountability: Al systems
monitor government activities reducing corruption
and increasing trust.

Policy analysis: Al uses citizen feedback and social
media analytics to guide policymaking.
Automation: Al reduces administrative burdens by
automating audits and documents processing.

2.2 Improved Governance Efficiency

(1)

(I

(1)

Automation of routine tasks: Al can automate
repetitive tasks, freeing up government employees
to focus on more complex and strategic work. This
can include processing paperwork, analyzing data,
and generating reports.

Data-Driven decision making: Al can analyze vast
amounts of data to identify patterns and trends. This
information can be used to inform policy decisions
and resource allocation.

Fraud Detection: Al algorithms can detect

anomalies and patterns of fraudulent behavior,
helping to protect government resources.

2.3 Enhanced Public Safety

(1)

(I

Aqre/q%o

Predictive policy: Al can analyze crime data
to predict where and when crimes are likely to
occur, allowing police to allocate resources more
effectively.

Facial Recognition: Al-powered facial recognition
can be used to identify suspects, missing persons,
and monitor public spaces.
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(1)

Real time monitoring to detect potential threats

2.4 Global Example:

Some global examples related to Al usage have been cited
as followings:

(1)

(2)

(3)

(4)

(5)

(6)

Singapore has been a pioneer in using Al for public
services. The government has implemented Al
powered systems for traffic management, healtcare
and social services. Singapore’s ‘Smart Nation’
initiative leverages Al to make the city state more
efficient and livable.

Estonia has used Al to create a digital society where
citizen can access government services online. Al-
judges, virtual assistants like “Kratt AI” are widely
used which has made AI-Driven e-governance
successful

The US government has used Al to improve the
efficiency of various agencies like Department of
Defense and Department of Veteran Affairs.

Al tools in healthcare like Ping An Good Doctor
provide online consultation and medial advices.
Similarly, cities like Hangzhou use Al for real time
traffic management

UAE was the first country to appoint a dedicated
minister of Al and virtual assistants like ‘Rashid’
are guiding citizens through government services.

Norway has been successfully employing Al in
environmental conservation where AI models
predict the effects of climate change on Norway’s
Ecosystem.

3. Opportunities for Nepal

Being a developing country, Nepal has always struggled to
provide effective and fair public services owing to its diverse
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topography, inadequate infrastructure and lack of resources.
The 16" periodic plan of Nepal focuses on good governance,
social justice and prosperity through efficient public service
delivery. However, Nepal struggles to achieve the target as it
still walks on the road of conventional public service delivery
system. Al represents a unique opportunity to address such
challenge and improve public service delivery. Al has the
potential to help Nepal embrace modernity in governance, fill
accessibility gap and enhance citizen satisfaction. Here are the
Key Areas where the opportunities of Artificial Intelligence
(AI) in Nepal’s public service are significant:

3.1 Al in Increasing Administrative Efficiency

(1)

(I

(I11)

Nepal can improve its administrative efficiency by
implying Al in public services. Al chatbots have
the potential to handle citizen inquiries and process
the complaint files.

Al helps in the automation of routine tasks
through document processing, data entry, email
management, etc. Al powered systems can
automatically process and categorize documents,
extract data from various sources, eliminating the
need for manual entry.

Al powered chatbots and virtual assistants can
be used in enhancing customer services. They
can provide nonstop customer support, answer
frequently asked questions and resolve simple
issues which will also reduce the workload on
human agents.

3.2 Al in Human Resource Management

(1)

AU/9%R

It can be widely used in recruitment and talent
acquisition of human resources. Through automated
screening, Al-powered tools can quickly analyze
most qualified candidates, reduce biasness and
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predict the most promising candidate by analyzing
the future trends

() It can enhance the performance management of
human resource by real time performance tracking,
predictive analysis for future performance,
continuous feedback mechanism, personalized
feedback mechanisms, etc.

() It helps in employee engagement and retention, Al
driven training programs and skill gap analysis for
employees, workforce planning and optimization,
employee onboarding, etc.

3.3 Al in Public Service Delivery

(I) It can be used in personalized service delivery as
Al can analyze data on the need and preference of
citizens. eg, it can suggest relevant healthcare and
education programs based on individual’s profile.

() It also helps in predicting the rising demands
for various public services such as healthcare,
education, finance, infrastructure, etc.

(1) TItincreases the efficiency of public service delivery
through increased accessibility, personalization
and reducing costs and errors

3.4 Al in Maintaining Transparency

() It can be used in promoting transparency in
public services through enhanced public access to
information where Al chatbots can provide citizen
with real time access to information.

(I) It significantly helps in monitoring public spending,
maintaining transparent procurement and contracting,
automated audits and performance metrics, etc.

3.5 Al in combating Corruption

() It can be implemented to detect fraud where
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(I

Al algorithms can analyze unusual patterns or
transactions and irregularities.

It can be used in ensuring transparent public
procurements, in real time tracking of government
spending and project implementation, reducing
opportunities for funds to be diverted.

3.6 Al in Health and Education Services

(1)

(I

Telemedicine and remote diagnosis through Al
will be boon in health services. Similarly virtual
consultation, predictive analysis of diseases,
personalized treatment plans, help in drug
discovery are application areas of Al in health
services.

It can revolutionize education sector through
personalized learning mechanism, automated
examination and skill based assessments, bridging
the digital divide, language learning, STEM and
skill development, inclusive education, etc.

3.7 Al in Disaster Risk Reduction

(1)

(1)

As Nepal is prone country to disasters, Al has the
potential to revolutionized disaster risk reduction
by providing well equipped tools for systemic risk
analysis, improving early warning system, and
enhancing disaster response strategies.

It also helps in post disaster recovery through need
assessment, infrastructure repair, economic repair, etc.

3.8 Al in monitoring and evaluation

(1)

AUTE/9% ¥

Al can be used in the timely monitoring of public
services with distinguished standards as Al has the
ability to automated data collection and processing,
advance data analysis and visualization. Real time
monitoring and alerting, etc.
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4. Underlying Problems and Challenges

The use of Al in public services is scaling up. To address the
current rising demand of people from public service, the use
of Al in public service remains inevitable. However, there are
certain challenges that have caused the impediment in use of
Al in public services in Nepal which are given below:

() Absence of Policy and Guideline: Policy and
guideline is the fundamental base for the success
of any kind of innovation. Nepal lacks policy
initiative to guide the application of Al in public
services.

() Ethical Issues: The potential misuse of Al system is
burning concern in the context of Nepal. Similarly,
data privacy and surveillance, transparency and
explainability, misinformation and deep fakes are
some ethical issues that need to be addressed in
public services.

(I Building Digital Infrastructure: Nepal still lacks
internet connectivity in the remote places. The
existing IT Systems are outdated which are not
compatible with modern Al technologies. In this
context, the existing digital divide is sure to deepen
causing non inclusivity in public service delivery.

(IV)  Limited Technical Expertise: The public
employees of Nepal are still lacking the enough IT
expertise needed in the service delivery field which
is hindering the capacity to develop and implement
Al solutions.

(V)  Data Quality and Privacy Concerns: The lack
of standard and high quality data and the absence
of effective data privacy regulations and cyber
security measures has been a major challenge in
application of Al in public service
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(V)  Building Public Trust and Acceptance: Building
public trust, making them to understand its
application and accept the booming technology
and using it in the required field of public interest
is another challenge for its smooth application.

(vil)  Regulatory and Legal Concerns: Establishment
of proper regulatory frameworks, guidelines and
legal units lies as prominent challenge in Nepal

5. Nepal’s Recent Initiatives for Internalizing Al in Public
Service

With the increasing wave of Al worldwide, Nepal, too is taking
initiative for its implementation in different sectors. Al in
Nepal’s public service is taken as the pillar of transformation.
Recently, the Ministry of Communication and Information
Technology has unveiled the first ever concept note on the
‘Practice and Use of AI’ to draft laws and policies. Digital
Nepal Framework-2073 emphasizes on the use of innovation in
public service where Al is taken as a key technology for driving
modernization and development. Similarly, Communication
and Cyber Security Bill, 2081 is on its way to give guidelines
to Al ethics in Nepal. E-governance Commission Nepal is
developing an e-governance blueprint to streamline data
collection and sharing among government entities. National
Al Summit-2024 was conducted successfully to harness the
potential of Al in every sector of Nepal where a dedicated
Al commission or Center of Excellence was proposed. Nepal
is also seeking public-private partnership and international
collaboration for the internalization of Al in public services
of Nepal.

6. Conclusion

Al presents equal opportunities and challenges in Public sector
of Nepal. Like most of the countries of the world, Nepal is
taking its initial steps in the field of Al. With the capacity of
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Al to accelerate the tasks, do routine jobs, manage human
resources, reduce human errors and mimic human intelligence,
it is obvious that Al will enhance the performance in public
sectors of Nepal. At the same time Nepal faces challenges like
inadequate infrastructure, resource constraints, comprehensive
policy frameworks, ethical concerns, concerns on adaptability
and sustainability, building public trust and acceptance, etc.
Since the use of Al in public service in Nepal is inevitable
in near future, Nepal needs to draft inclusive Al policy, make
ethical guidelines and privacy safeguards' enhance the digital
infrastructure, strengthen collaborative efforts between the
public-private sectors and international partners to address the
underlying challenges and make Al as the pillar of growth in
public services.

+4+
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