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Digitalization Of Public Services In Nepal: An Assessment 
Of The Implementation Status
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Abstract

Information and Communication Technology (ICT) had developed rapidly during 
the past decade. COVID-19 pandemic has triggered digitized delivery of public 
services throughout the world as lockdowns and social distancing became the 
norm. As the internet became a virtual medium that enabled people to communicate 
from anywhere, and remotely implementing public services delivery and welfare 
schemes has been necessary. Nepal’s journey of e-governance is strengthened 
by key policy frameworks designed to enhance digital transformation. Effective 
practice of E- governance is possible only in using ICT in the delivery of public 
service, which demands public participation and citizen centric administration. 
This paper explores the current status of implementation of the digitized public 
services in Nepal. On-line survey technique was executed to collected data and 
information on current status of public service delivery. The ‘Strategic Framework 
Model’ was adapted for assessing the current state of implementation of digitized 
public services at local government level. ‘Assessment Matrix’ was devised to 
collect the information from 80 master level college students. The result of the 
assessment shows Insufficient IT infrastructure, Low Digital Literacy Rate, limited 
IT human resources, and existence of digital divide. Thus, digital transformation 
of public services requires improvement in digital literacy, ensuring affordable 
and reliable access, and implementing robust online safety measures.

Keywords:	 Digitalization, E-governance, Public service delivery, Digital 
transformation, Digital divide.

JEL Classification: E60, H41, P43

Background 

Information and Communication Technology (ICT) had developed rapidly during the 
past decade. The application of ICT, besides its important role in rapid growing of 
the industry sectors, it also improves government sector and enhance a knowledge-
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based economy. It is presumed that globalizations is said to accelerate by the ICT 
enabling access to bigger market, strong capital, management and technology. The ICT 
development is also focuses on helping poor and marginalized people and communities 
through digitalization of the public services. COVID-19 pandemic has triggered 
digitalized delivery of public services throughout the world as lockdowns and social 
distancing became the norm. As the internet became a virtual medium that enabled 
people to communicate from anywhere, and remotely implementing public services 
delivery and welfare schemes has been necessary.

E-governance has shifted the paradigm of governance from paperwork to less paper. 
It facilitates the government’s working system and private sectors for effective and 
efficient governance. Using ICTs as a tool, e-governance ensures improvement in 
public service delivery besides people’s participation. E-governance provides a 
platform for people’s participation in governing process in a democratic nation. It not 
only impacts the people’s life, but also improves the formulations and implementation 
of government’s plans and policies.

The constitution of Nepal, 2015 states that ‘information technology is crucial for 
accelerating nation’s development’, and prepared Information Communication and 
Technology (ICT) Policy, 2015. The ICT policy emphasizes the need for e-governance, 
technology integration in education, and digital literacy programs. Government’s internal 
administrative workings were confined in the manual processes, especially in delivering 
public service to the citizen until the COVID-19 pandemic pushed the service provider 
to automate their processes. All of sudden, due to lock down and social distancing 
service provider realized that decades-old processes was not working. The government 
too, started expediting the automation of its public data/information, approvals process, 
and revenue collection and payout processes.

The Government of Nepal (GoN) established the “E-Governance Commission” 
(EGC) on 1st September, 2022 for strengthening the digitalization of internal GoN 
processes and integrating it with digital service delivery. The EGC is transformed into 
“E-Governance Board” on January 20, 2025, with additional responsibility to establish 
‘digital exchange platform’, enabling interlinking the individual (ministerial) digital 
portals and networks. It is also proposed to link with the government’s Nagarik App.

Nepal’s journey of e-governance is strengthened by key policy frameworks designed to 
enhance digital transformation. Nepal’s Electronic Transaction Act, 2008, ICT Policy, 
2015, Digital Nepal Framework (DNF), 2019, National Cyber Security Policy, 2023 are 
some of the major legal framework creating a digitally empowered society and economy. 
One of the goal of Nepal’s sixteen five-year plan, emphasized on digital technologies 
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for effective public service delivery, improve governance, and boost economic growth. 
Digital literacy, and infrastructure development (expanding internet access) are the 
specific areas of focus of e-governance in Nepal, put forward by the plan.

Effective practice of E- governance is possible only in using ICT in the delivery of 
public service, which demands public participation and citizen centric administration. 
The government cannot hold exclusive authority to effectively mobilize e-governance. 
It is the common responsibility of all the stakeholders involved. At the initial phase 
of E-governance, it is crucial that the government provides conducive environment 
for effective implementation the existing legal framework for provision of the public 
services. 

In this context, this paper examines the effectiveness of digitized public services, 
by identifying the current status of implementation of government’s digitalization 
initiatives. Specifically, the paper assessed impact of the ICT on the citizens as a result 
of digitized public services. 

Review of Nepal Government’s E-governance effort
Formulation of legal framework conducive for e-governance 
The constitution of Nepal, 2015, in its Policies of the State - Article (51) (f5) ‘Policies 
relating to development’ had pursued to ensure easy and simple access to all the citizens 
to information technology by developing and expanding information technology to the 
tune of national needs, and make optimum utilization of information technology in the 
national development. In this context Government of Nepal has accorded high level of 
policy emphasis for the development of Information Communication and Technology 
(ICT) sector. ICT Policy, 2015 was prepared as a basic document for promoting 
digitalization in the country. It envisioned to transform Nepal into an information and 
knowledge-based society and economy through intensified development and growth of 
ICT sector as a key driver for Nepal’s sustainable development and poverty reduction 
strategies. The policy focuses on: Accessibility; ICT for Development; E-Governance; 
IT Human Resource Development and Cyber Security; ICT Infrastructure development; 
IT Industrial Promotion; and Promotion of E-commerce and SMEs. It also assures the 
right to privacy and other fundamental values and freedom of Nepali citizen through 
Cyber Security policy. It specifically emphasizes the need for e-governance, technology 
integration in education, and digital literacy programs. The Digital Nepal Framework, 
2019 has developed roadmap to drive economic growth, improve service delivery, and 
enhance transparency through digitalization in eight sectors. The framework assumes to 
change the way we live, work and govern through building digital infrastructure, with a 
vision of creating a Digital Nepal by 2030. Nepal has recently formalized Cyber Security 
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Policy, 2024, assuming to protect internet users from digital violence, along with enabling 
the vulnerable people to be secure from such events. Nepal’s Electronic Transaction 
Act, 2008 ensures the legality, integrity, and security of digital transactions. The Act 
offers essential legal tools for modern governance, secure online identity, and crime 
prevention.

Government’s Digitalization Efforts in Public Service Delivery in Nepal

E-governance provides a platform for people’s participation in governing process in 
a democratic nation. It has tremendous impact on the people’s life. Using ICTs as a 
tool e-governance ensures improvement in public service delivery through citizen’s 
participation. It also improves formulation and implementation of government’s 
plans and policies. In this context, the history of adopting technology in government 
functions was first initiated by the Ministry of Finance/GoN; introduced computerized 
budget information system referred to as the BMIS in 1994. Financial Comptroller 
General’s Office (FCGO) started tracking real time expenditure data, electronically 
in 1996 and Treasury Single Account (TSA) system has been computerized for the 
first time in 2009. With the introduction of web-based system in budget formulation 
(Line Ministry Budgetary Information System (LMBIS) in the fiscal year 2012/013 the, 
budget formulation function of the Nepal Government had entered the digital age. After 
successful transition to federalism in Nepal Government decided the computer-based 
budget formulation systems: Provincial Line Ministry Budget Information System 
(P-LMBIS) and Sub-National Treasury Regulatory Application (SuTRA) in April 2019 
for Provincial Government and Local Governments. Until 2020, LMBIS and TSA 
were functioning in an isolated environment. They were integrated through real time 
API integration applications and Artemis MQ. This enabled the all the government’s 
budgeting, expending and recording applications, speak the same language (PFMSP/
USAID, 2021).

Digitization of Public Services at Federal Level

Health, Education, and Financial sectors were directly hit by the effect of the 
COVID-19 pandemic in Nepal. During pandemic it was necessary to collect data and 
classify easily as per the need for delivering health facilities and information. County’s 
education system was hit hard by the pandemic during the year 2020 and 2021. It 
necessitated education sector shift its paradigm through digital technology. Financial 
sector virtually halted all economic activities during COVID-19, disrupting people’s 
normal life. Driven by the pandemic, banks and financial institutions realized that 
digital transformation in financial sectors could help minimize the spread of coronavirus 
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in some extent in Nepal. The first phase of digital transformation in financial started 
with the digital payment service. Financial Services providers’ services has been the life 
saver in such pandemic. Post pandemic, digitization has become a necessary not an 
option for the banking industry.

Recognizing the transformative power of digitalization, Government of Nepal and 
greater public acceptance to digital services that minimize physical contact, Ministry 
of Health and Population (MOHO), with the support of World Health Organization 
(WHO) started Hamro Swasthya apps as Nepal Government’s official application for 
tracking and monitoring in real-time. This app had helped immensely at that time by 
providing real time information on the potential case in the nearby vicinity, disseminating 
preventive measures, Tele-health and Plasma donation, real-time temperature tracking 
of the stored vaccines, track vaccine stock and distribution, and so on. After pandemic 
also, Hamro Swasthya  mobile application had lead health care services powered by 
digital technology. However, level of awareness, and accessibility has been the major 
hurdles for the target population at rural settings. Online classes were conducted in the 
schools and colleges as an alternative means of learning. 

Online educational apps like: KULLABS Smart School, Merostudy, My Second 
Teacher, E-Pustakalaya and many other E-learning app were developed for both 
school and college students. Apps provided the best online learning process during 
and post pandemic period. 

Financial Services providers like e-Sewa, Khalti, Prabhu Pay and IME Pay in this 
area boosted up significantly. Automation of various innovative banking products, 
including online self-service activations, transactional data driven loan disbursements, 
were introduced for by BFIs. Post pandemic, digitalization has become a necessary 
not an option for the banking industry. E-banking helped banks in cost reduction, 
consequently, revenue generation. Bank’s payment services to its customers and 
solving issues relating has been easier with increment in internet penetration.

The ‘Nagarik App’ was launched on January 15, 2021 to deliver online services in 64 
major governmental works or services through a single online e-governance platform. 
It requires the phone number register in your citizenship certificate and the citizenship 
number including your date of birth as per the citizenship certificate, date of issue and 
citizenship issue district. It is assumed to provide good service and good governance 
comparing to the existing service providing mechanism. It hopes to bring transparency, 
efficiency, and accountability, ending staying in queues for public service. And services 
are delivered any time of day, even on public holidays through an automation system 
integrated in the Nagarik App.
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Digitalization of Public Services at Local Level

Majority of the Local governments in the country have started digitalizing its services. 
The SUSASAN Municipal Mobile Application is one of the widely used app in 
municipalities for providing information about municipality’s news and notices (from 
the official government website). It is utilized basically, to provide information about 
the services, municipalities and wards offices delivers. Besides, it is also used to 
provide information about the policies, decisions, and budget and program data, of the 
municipalities. Besides, based on the needs municipalities are found uploading e-Citizen 
Charter, Citizen Report Card and Exit Poll (for public hearing and collecting people’s 
opinion/perception), and Infrastructure Management System. Similarly, Smart Palika 
are also increasingly adopted by municipalities. This cell-based app provides integrated 
e-governance framework to the local governments through mobile application, web 
application, digital data and a dashboard for the local representatives to use, access and 
work in the available data.

As, mobile phones and mobile internet are enabling people in accessing information 
and services (including government services) and stay connected to each other from 
anywhere. In terms of digital adaptation, there were  15.40 million (49.6  percent  of 
the total population) internet users in Nepal in January 2024. Similarly, 13.50 million 
population active as social media user (Facebook user) and 10.85 million population 
were using Facebook Messenger (Digital Nepal, 2024). Observing the increasing 
usages of smart phone by the citizens, local governments in the assessed municipalities 
are adopting mobile/cell phone based application as a means of service delivery to their 
citizens. Following are some of digitized local government services of the assessed 
municipalities.
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Table 1: 
Digitized Services of the Assessed Municipalities

S.N. Local 
Governments Mean (platform) Digitalized Services

1
Birgunj 
Metropolitan 
City

Website, Facebook 
messenger, Digital 
notice Board.

Sanitation app., Groups apps. On-line 
reporting and payment. online app. On-
line events registration, Social security 
Allowances, COBO Collect App

2
Hetauda Sub-
metropolitan 
City

Website, You-tube, 
face book, TikTok, 
imo and messenger.

SUSSHAAN app.

3 Birendranagar 
Municipality

mobile/cell phone 
based website, face 
book

Digital notice board, On-line events 
registration, Recommendation of 
citizenship, Revenue collection, 
e-attendance, e-banking services, and 
Hello Pregnant women Program

4 Kalika Rural 
Municipality

Mobile/cell phone 
based website, face 
book

SUSSHAAN app.

Methodology
Tools and Method of Data Collection
The study used on-line survey technique to collect data and information on current 
status of public service delivery (in terms of implementation), in the following six 
broad indicator contributing/impacting utilization of ICT and other e-governance legal 
frameworks.

1.	 Access to Information and Communication Technology (ICT);
2.	 Utilization of ICT;
3.	 Human Resource Development in ICT;
4.	 Digital Governance and Public Service Delivery;
5.	 Digital violence and security; and
6.	 Digital Inclusion

The study adopted ‘Strategic Framework Model’ for assessing the current state of 
implementation of digitalized public services at local government level. The figure 
below shows the ‘Model’ for assessing the current situation and its effectiveness of 
digitalization of public services.
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Figure 1: 
Strategic Framework Model
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This model assumes that better e-governance in Nepal could be realize only if ICTs 
are utilized by the people, for more efficient, effective, and responsive public sector 
service delivery. (Expected situation or Strategic Direction). For measuring the current 
status of utilization of the established ICTs, selected six indicators (as mandated by 
the e-governance policies and legal frameworks: ICT Policy, Electronic Transaction 
Act, 2008, Digital Nepal Framework, National Cyber security Policy, etc.) was assessed 
(Existing status/situation or Strategic Situation). The difference between the expected 
situation and the current situation of various contributing components were considered 
as ‘Gap’ in implementation of the e-governance legal framework. Bridging the gaps 
in this approach were done by strengthening of the E-Governance through reviewing, 
rationalizing and if necessary, formulating policies/legal framework for establishing 
digital infrastructure for efficient and effective public sector service delivery. Along with 
it, developing and implementing plan and programs for promoting entrepreneurship, 
and digital up-skilling of the ICT users (Bridging the Gaps or Strategic Activities). 
Therefore, whole exercise was focused on seeking the answers to three fundamental 
questions, namely: 
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a.	 Where are we now (the current status of the utilization of ICT infrastructure 
established for public service delivery)?; 

b.	 Where do we want to go (situations expected by the ICT policies and e-governance 
legal framework as a result of implementation of digitized public services delivery)?; 
and 

c.	 How do we get there (the activities that needs to be conducted/improved to bridge 
the digitized public services delivery gap)?

In order to make the assessment more specific, five sub-indicators for each of the six 
broad indicators were identified, mandated by the e-governance legal frameworks. 
The current status of each sub-indicator were identified in terms of effectiveness of 
implementation of digitized public service delivery. Data were collected though on-line 
surveys by devising an ‘Assessment Matrix’ (shown in Annex), in Thakurram Campus - 
Birjung Metropolitan City; IT campus - Hetauda Sub-Metropolitan City, Model Multiple 
College - Janakpur Sub-Metropolitan City, and Mid-Western University - Birendranagar 
Municipality with students studying Master Level, having their email IDs using COBO 
tool box. The on-line survey was conducted during February 15 to March 24, 2025. 
Altogether, 80 students studying in Masters Level responded to Assessment Matrix 
through COBO tool box.

The assessment matrix identified the expected situation of each sub-indicators mandated 
by the e-governance legal frameworks. The expected situation is coded with ‘4’ score. 
Along with the expected situation, other four current situation statements are also framed 
with codes ‘0’ to ‘3’ for the guiding the respondents to choose the current situation. 
These five situations statements are kept in progressive trend. Code ‘0’ denote unwanted 
situation, while codes ‘1’, ‘2’, and ‘3’ are possible improved current situation of the 
utilization of ICT for efficient public service delivery. Coding system in this exercise is 
adopted for the ease of interpreting the responded current situation of the utilization of 
ICT.

Result and Discussion

The assessment of current situation of implementation of ICT Policy and other 
e-governance legal framework was conducted in six broad indicators/parameters 
with five sub-indicators, by 80 college students studying Master Level in the selected 
municipal locations. Responses in terms of average total score ranges from ‘0’ to ‘20’. 
Followings are the result of online survey 
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Table 2: 
Current situation of implementation of ICT Policy and other e-governance legal 

framework

S.N. Indicators/Capacity Parameters
Scores Obtained

Full 
Score

Score 
Obtained

Implementation 
Gap

1. Access to ICT 20 8.0 - 12.0
2. Utilization of ICT 20 8.7 - 11.3
3. Human Resource Development in ICT 20 6.6 - 13.4
4. Digital Governance and Public Services 20 7.8 - 12.2
5. Digital violence and security 20 7.2 - 12.8
6. Digital Inclusion 20 7.6 - 12.4
Total/Percentage 120 45.9 38.25%

Source: Researchers’ own Calculation

Based on the respondent’s assessment of current situation of implementation of ICT 
Policy and other e-governance legal framework, in terms of score in the above six broad 
indicators only 38.25% of the mandated activities are implemented. Indicators such as 
utilization of ICT, and access to ICT has been found comparatively more implemented 
activities. Human Resource Development in ICT is found to be comparatively weakest 
indicator/parameter need to be addressed with priority for making digitalization of 
public services effective to achieve equitable digital access and usages. 

Government’s interaction with its citizens is considered key element in e-governance 
initiatives. It could be possible through integrating Information and Communication 
Technologies (ICT) into the delivery of government services to streamline the process 
of service delivery. Key aspects of e-governance would be provision of online services, 
transparency, engagement of citizens in governance and efficiency in service delivery. 
Provisions of government services online is a technical aspect, where results could be 
assured with adaptation of simple and user friendly technology if it is easily accessible to 
all the citizens. Transparency is a complex concept. It deals with combating corruption 
during service delivery and ensuring accountability of the delivered services. Citizen’s 
engagement in e-governance refers to participation in governance from decision-making 
to providing feedback in service delivery. Efficiency has to do with faster service 
delivery with minimum costs possible. Government of Nepal has developed several 
legal framework including ICT policy, 2015 for ensuring key aspects mentioned above 
during its service delivery. 

In this digital age, providing digitized public services is not an optional for government, 
but a core condition. When public services are provided online it is assumed that 
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the beneficiaries will participate at least in terms of expressing their needs. But the 
beneficiaries would need to know what is being provided online and how to get access 
to that services (i.e., public needing education and technology literacy). The ICT policy, 
2015 of Nepal assumes to create conditions for better governance, by addressing 
structural problems (i.e, preparing the government to go digital), adopting and using ICT 
as a tool for improving the quality of the citizen, also from regulatory and governance 
perspectives. Expanding access to ICT in the rural and remote area government has 
tried to bridge the digital divide. There is no doubt that governments adopts ICT in the 
process of service delivery for ensuring efficiency, transparency and accountability. 
But, ultimate test of digitized government is that whether people use digital channels 
to get government services. The major factor for using digital channels for government 
services is the convenience, which should eliminate time-consuming trips to physical 
offices. Integration between human resources and technology in service delivery would 
work as important foundation for high quality public services.

ICT policy of Nepal had put importance to competent and trained human resources for 
effectively implementing digitized public services. Thus, it would be important to invest 
in the digital skills and capabilities of the workforce. Increasing level of cybercrimes 
with rise in using internet has been the major challenge in e-governance. Cyber security 
policy of Nepal largely assumes, to create a secure and safe digital realm for the people, 
business and government institutions by providing a framework for protection of 
personal data and to prevent cybercrime.

Digital inclusion has to do with ensuring equitable access to and use of ICT in the 
social and economic life. It is that the community and the country reaps the benefit of 
technology. The government launched expanding broadband, introduced satellite-based 
internet, drafting e-governance and data protection laws, enhancing digital literacy, 
and integrating IT into various government administrative functions. Followings are 
the results of the on-line assessment of the current situation of implementation of ICT 
Policy and other e-governance legal framework.

Usage mobile internet facilities are gradually expanding in the rural area, and 
government is conducting digital literacy and ICT awareness programs for building 
awareness regarding digitized government services. The respondents are of the 
opinion that though, the focus of these programs are excluded people, and these target 
groups often do not have access to the programs. Often internet connectivity are not 
regular. Updating ICT skills had helped personal and professional life of the citizens. 
Specially, during COVID-19 and post pandemic, mobile phones and mobile internet 
had increased access to country’s health services, education, agriculture sectors and 
financial sector. But due to lack of digital literacy among the target group, they are 
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not able to benefit from the digitalized public services and thus, still contributed to 
digital access gaps. Government had made effort in developing resources in ICT 
through ICT expert development training, and making computer-related curriculums 
and computer learning compulsory both at school and colleges. But, government is 
reluctant in supporting and mobilizing private organizations for imparting skill training 
on ICT. There are limited such organizations involved in ICT skill training initiatives 
in the local government areas. The government’s ministries and its departments are 
incorporating ICT technology in their operational management and service delivery by 
computerizing some of their internal administrative process. The respondents claimed 
that e-government portals are not user friendly, as various government agencies are 
not linked digitally. The respondents also argue that in mobilizing private sectors 
for public service delivery using ICT technology, governments are hesitant. Though 
government has amended Electronic Transaction Act alone with Cyber Security Policy 
for enforcement of safeguarding information and communication structure, network 
setting up and system for reporting the cybercrime. But, the government has not assessed 
/evaluated how these policies are helping or not to improve internet use and commerce. 
Respondents argued that such systems are not effective. Besides expanding broadband, 
and developing digital infrastructure, digital divide still persist, as government has no 
specific gender digital inclusion plan. 

E-Readiness is the ability of a nation to use information and communication technologies 
(ICT) to design and implement as a tool to deliver digitize public services. Despite 
development of e-government legal frameworks, it is assumed that countries with 
developing status faces difficulties in the smooth implementation of e-government 
(digitize public services) due to low literacy rate, low per capita income, insufficient 
infrastructure for technology and limited financial resources. However, gender equality 
could be fostered, if technology are accessible to excluded citizens. But such concept is 
seldom practiced. Transformation in public service had helped reducing digital divide 
to some extent. Social norms and discrimination are the major barriers preventing 
gender equality. Compare to men, women has less access to information and services 
to reap the benefits by using mobile phones and mobile internet. Respondents claimed 
that there are limited numbers of ICT-related human resource, as Local/Provincial 
government are reluctant in supporting private organizations providing skill training 
on ICT and not supportive in fostering IT workforce. The digitized public services are 
not created in common platform for standardization of information. As government has 
not yet establish inter-government linkage, digitized formats and portals are not user 
friendly. As cyber security cell, is confined only under government structure and not yet 
established in the local government area, investigations and prosecutions of cybercrime 
and digital violence are effectively. It does not provide help to local community as 
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expected. As male workforce dominates the digital arena, gender in digital has not 
been a priority matter in the society Government’s gender digital inclusion, planned for 
localized intervention could provide best opportunity to reduce gender digital divide in 
the future. 

Conclusion

The Government of Nepal (GoN) has developed several policies and programs to 
promote and realize e-governance for providing better and faster services to the people. 
The government aims to address these issues through  institutional strengthening, 
infrastructure expansion, policy reforms, and focus more on digital literacy to the 
excluded citizens. The main aim of the study is to assess the implementation status of 
the digitization initiatives (utilization of Information and Communication Technology-
ICT) along with the effectiveness of digitized public services delivery. 

Findings of the study revealed that while digitalization offers enhanced access to 
information, education, and economic opportunities also for the excluded citizens and 
communities, significant differences persist in digital literacy, access to infrastructure, 
and online safety. 

The observed digital divide risks exacerbating existing social and economic inequalities, 
hindering the full inclusion and empowerment of excluded citizens in the digital age. 
Federal, Provincial and local government should address to reduce digital divide. 
It requires targeted interventions focused on improving digital literacy, ensuring 
affordable and reliable access, and implementing robust online safety measures, along 
with establishment and implementation of strong regulating mechanism.

Way Ahead

Despite several achievements in launching digital platform, portals and apps, yet for 
realizing full benefits of e-government, Nepal possess various challenges for reaping 
the benefits of introducing technology in service delivery. Discussed below are some 
of the prominent actions government should take for its technological transformation.

Insufficient IT infrastructure

As access to internet services plays an important role in the implementation and 
development of digital government. Rural areas of Nepal still lack of electricity, 
lack of transportation, illiteracy, and other physical infrastructures are the hurdle for 
the implementation of digital government (CBSE, 2021). It would not be possible to 
enhance the digital government without sufficient ICT infrastructures. In this context, 
rapid infrastructure development is crucial for implementing digital government.

Rajkarnikar: Digitalization Of Public Services In Nepal: An Assessment Of The Implementation...
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Low Digital Literacy Rate and Language Barrier

Digital literacy is essential for using various information resources/tools of ICT. Low 
digital literacy rate has reduced the capability to generate, access, use, manage and 
share ICT tools. English language widely used to operate digital application has also 
hindered the accessibility of the tools to the excluded groups. Conducting digital literacy 
programs widely and converting government service applications in the native language 
and make it “easy to use.” could be priority job for the government.

Lack of Human Resources

IT related technical human resources must have expert knowledge in the information 
technology field, not only for using the technology application, but also for run training 
programs for government employees for periodic updates about information technology 
and skill development. Engaging private sector fulfill the gap and the need of the 
government in developing IT human resources may be one of the option. 

Digital Divide

In rural areas, due to inadequate infrastructure or low bandwidth of internet, most of 
the population are facing problem of accessing of the internet service. Unreliable low 
bandwidth connection like dial-up is also generating digital divide. Though, National 
ICT Policy (2015) aimed to provide broadband services to 90% population by 2020. 
Strategic intervention would be necessary to fulfill this gap of digital divide within a 
short period of time.

Political Instability and Sustainability

Political will (especially for allocating budgets) of the governments could be consider 
an important factor in e-governance. Pro-activeness of the government is required to 
meet the infrastructural development for effective e-governance. Stable government 
having a straight and clear vision of e-governance is a pre- requisite. The political 
instability is essential for digital government.
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