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�� �6��� & �&�� �7 ���%��� �&� ��'�� ()�*!� ��+,-.�7 �0.�1#!� � 2��'�3�� 
-4&�� (8�9: -�&�!: ��<��7 =�  �����7 >��� ���%��� �&� ��'�7 -��� � 
?')��7���� � �����'>�7 �'�����7 �@����(! �3�!���� 6��� �& 1#A! (3�=�7 9: �� 
�6����7 ��)5 BC&D� ���%��� �&��7 ()�*!� ������ �0.�1#!� � 2��'�3�� E�FG�'> �H 
�6��� (�)�, ��"0 �&�� �7 ���%��� �&� ��'�� ()�*!� ��+,-.�� ����'>�7 -4&�� (�)� 
'7: �� & ���%��� �&� ��'�� 8&15=�� ��%7�I'> � �)@����  ��( JD�� B���'> 
�-'G�� (�� �C! �)���BF9: �*!)! �6����� �0.�1#!� �6��� � ���7�(� (2��'�3��) 
-4&���7 �M�7%� (3�=�7 9: �6����� ��)5 >��� -N��'>�7 ���8OP � ���%��� �&� 
��'�7 ()�*!� �)@���7  ��( -�+Q 0G�3�� !"� 2��'�3�� E�FG�'> �H ��&-R=�7 9: 
�&�� �7 ���%��� �&� ��'�� ()�*!� ��+,-.��  ��( ���F �@����S�� !"� 2��'�3�� 
E�FG�'>�7 JD��!� 9: ���%��� �&��� 8&15=�� ��%7�I'>, �-T���)5� �&� ��' � 
��S�U BV�8�-�S%*!� ��*��'> & �&��7 ()�*!� �H #��� ?��=�� 9�:् �&�� �7 ���%��� 
�&� ��'�� ()�*!� ��+,-.��  ��( ���F X-Y�7� � �)@���� B���'> �8�� (�Z�� 9: �� & 
���%��� ����� � ��%���!� �����'>�7 �'�����S�� ���� JD��!�?��& �#8&� ��' (9� 
� ()�*!�I� �&� ��'��  ��( B��)[ �����!'> -��� (�� �C! �)\ ��BF9:  

�]8�) ^ %�/ ���%��� �&� ()�*!�, ()�*!� �7P&  (SERVQUAL), ��(3�� �#!)Y�, 
�����_��8� (Public Service Quality, SERVQUAL, Customer Satisfaction, Performance): 
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�,e+��� 

��<��7 Bf + �0 �&� ��'��  ��( +=�7 '7 +Q �-�#9: ��<��7 JD��!� ��(3���7 �&� 
� �)�U��� @&�0 '8�_� J?. 9: ���%��� �&� ��' ��<��7 ��)5 8�-�S '7 +�& ��(3���7 
��@��� '7: -���! 2�*"���g� �@����'>�F(0 �&� ��'�� ��� J���, ���F �M�G�� � 
?')��7���� � ��h� ! ् �&��7 -�& #AI��� (�I �&��� �)���� � �'% �')FG B� ]@ (��B�) 
��<��7 8�-�S ')� J=�7 9: 

���%��� �&���' ������7 J@��+�! ���� ')� )�� ��"0 ����� � %�!��?G�7 �_?#@ �H 
*"�-�! � �3�+�-�! (�Z 0@���� ��6�� ��� '7: ��<� & ����=�7 ��%���!� ��� I, ����1%� 
�1*"�! � ���%�7 �M�G��, J�"�� �*"�, �����I ���! � ������7 U�!� %*!� �U'> & 
���%��� �&� ��'�7 �*"� �H �+�-! (3��'&�� ')#9�:् ���� ��"0, �-�@�7 -��� � 
B��7(�7 *!�, �&�i�'I ��(3���7 ��&U� � ��(3�� G&!��*!� !"� �#!���-j� �3�&� %*!� 
-��'> & ���%��� �&��7 ��(�U �H �+� ��8�9�:् 

���%��� ����� ���%��� �&� ��'�7 J@��+�! �M�#$ '7: ���%��� �&� ��'�� ��<��7 
=�  �����7 >��� '&3��& �*"�8&15 ?')��7���� � �����'>�7 �'�����7 �3���! 
�@����(! �3�!��'> +=�� 9�:् ���%��� ������� ��.�#! !"� �@����(! 
�3�!��'> & ���%��� �&��7 ()�*!� ��+,-.�� J#!3�� �)@��, �M�G��(! �3�!�� !"� ?�k 
�M l�!��7 57%��_��� �U'> �H B%�(� (8m  (&�7 8&15#9: ���%��� �&��7 ()�*!� �H 
�3�+�-�! (�)� Jh0 �� �&1G 7 8&15#9, ()�*!� ���� %-R  ���� += !���� -N��'> & ������ 
�0.�1#!� � ���7�(� (Empirical) E�FG� !��� (�Z ���� (�&�7 8&15#9: 

�� �#8+��� ()�*!��� J@��+�! �U'>�7 �-'G�� � �7�� J@�3�! ��n��M�� ��� I?�R 
()�*!��7  &5�%75� (�)� %-R  �0 8&15#9: 

�&�� �� ���%��� �&� ��'�� ��&�o ����, �)@��, �& 'I B� 1]@'>, ���)�� !"� �M�G��(! 
�3�!�� � ��G�� �-�@�7 ��7( %*!� B���'> �? _?� (3�=�7 8&15#9: ���%��� �&� 
��'�� ��i�� ���G��I!#$��  � hg!���'I �,1V (Red-tapism), ��S�U BV�8�-�S ��� I, 
��%7� �&!,S (Catch 22), ��m�1V�!� %*!� �()�'> �?G ()�*!��7 E�FG� �(Zn80 �&�� �7 �&� 
��'�� ()�*!� ��+,-.�� �& 1#A! ')� J� J��MU��7 ��"��"0 ��-��n� �3�1*"�! ?#80 (=�7 
9: 
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���%��� �&� ��'�� 8&15=�� �@����(! -���'> 

���%��� ����� ���%��� �&���'�7 �M�#$ � ��� I '7 +Q �-�#9: ���%��� ������� 
'� �_� J`�)l8� �@����(! �3�!��'> ���#!� 9�:् �@����(! �3�!�� �H -�+Q �7@'>?�R 

��)�#@�� +`�'&�7 ��&! 9: S�*!� �7@'>�6�& Bojang (2021) ��&! =� '7, �7 �7@ ��&!�7 J@���� 
�@����(! �3�!�� �H �MU&��� ���I ��&q� �-�#9: 

❖ dccr +#8� �1�/ ����� �)� � ��<�, ����! +������� ����� (��, �U�, ��!�U�) �'&�� & 
���%��� �&� ��' ��� �7'I?�71%� ����! �'&�7 8&15#9, 

❖ dccr 8&15 dtub �_��7 ��@/ -1�-Y�, ! �&� ��' �M�G���� >��� ���%��� ������7 
�-'G��, �n������I � �)���& ��<�?�R �8�� (3��& ?')  �&�'> � �&� ��'�� ��<��7 =���@��� 

����=�7 8&15#9: 

❖ dtub 8&15 dtcb �_��7 ��@/ -��� ����� � ���F ���%��� ������� ��n��� J@�3�! 

�&�'> %��� �&��7 -�& #AI���, 93�!7 �&�, ��n��� J@�3�! �&� !"� �'+��(!�S�� 

��� I?�R �&� �8�� (�Z -�� ��&-R=�7 8&15#9: 

❖ dtcb 8&15 abbb �_��7 ��@/ ���%��� �&� ��'�� ��%� U&$�� �h  �v���'> 

J#!3��g����7 ��@ %� �H ���F ���%��� 2�*"��� (New Public Management-NPM) 

+��=�7, �� �@�����7 ����� �&� ��'�� ����� ��+����I 9, 93�!7 ����� � �&��� 
?%��I���, ?%�� ��� I�7 ��7(�� %7P w8�)��Z -�� Bx�� (3�=�7 8&15#9: 

❖ abbb �y�!�्7 ��@/ ���F ���%��� �&� (New Public Service-NPS) 1%_�&�� ����� 

(Responsible Government) ')F80 ���F ���%��� ���� (New Public Governance-NPG) �7 
�@���� & *"�� ��z (8m (=�7 9:  ?')��$�7 �'+��(!��� J@�3�! ����g� �v��� � 

�M%� I�, ! �����7 �v��� ��h� ! ् ����� � ��%� U&$�7 � �� ����1%� U&$ !"� 
��7���� �'>�7 �-T� �M l�!� ��h� ! ��n��� ��%��� (Value Creation) � ���%��� �&��7 
��3�1*"�!� ��� I (Public Service Ecosystem) �� J@�3�! �&��7 �@����S�� -��� +=�7 
8&15#9: 

���%��� �&��� ()�*!��7 E�FG� 

BS��8� � �&�'>�� ()�*!��7 ���z �� ्dtcb �y�! ्�'{���� �6���'> +=�� 8&15#9�:् *!)'> 

(Goods)�7 ()�*!� ���� �6����� -�+Q !3���, ��6�� � -@�'>�� -��� +`�'&�7 += !���� �&� 
(Services) �7 ()�*!� �&  ')�& ? ���I ���� (�Z +Q& -���� �6�&!�'> �?G =�>�!� �� F̀80�,%� & 



3�%� , �&���", abcd 

34 
 

�&��7 ()�*!� �� �3�+�-�! (Under-defined) � �6��� ��)�#@���7 ��� (Under-researched) +=�7 
8&5�BF9: 

 �� ् dtcb 8&15 �&� ��'�� ()�*!��� ?��&�� -�+Q ��)�#@��'> +=�� � !� ��)�#@��'>?�R 

���%��� �&��� ()�*!��7 5��� �*!� (3�=�7 8&15#9: -�+Q ()�*!� ��n��|��� E�FG�'> 

�6���'> +=�� 9�:् S�*!� �6���'> �6�& �&�i�'I�7 ��&U� (Customer Expectation) � �&� 
��'�7 �*"� �?G�7 !) ���� J@�3�! �7P&  @&�0  �G ��� 8&15#9: ���%��� �&� ()�*!� (Public 

Service Quality) �7P& , ��&3��g  &5�'> =. ���)����, + ��I = %&"�  �  &� ?&�I�7 ���' & �� ्

dtc} � dtcc �7 �?G�� (3�=�7 �7@�� J@�3�! 9  (Parasuraman, Zeitharnl & Berry, 1995 & 

1988; Barker & Kandumpully,2007; Rheea & Rhab 2007): �� �H �&��7 ()�*!� �_?#@�  ‘��%��’ 
(PZB) � �&� ()�*!� (SERVQUAL) �7P&  ��&! +Q& (3�=�7 9, %� �H 1G$-d �� ��&-R=�7 9: 

J 7G���-'! �+= !���� �6��� � �7@'>�7 B.���� -'��? & �7 �7P&  �H ?EI �? _?� (3�=�7 
8&15#9: 

1G$-d: �&��7 ()�*!��� ��(3�� ��&U��7 E�FG� 
 

 

~7!/ Parasuraman, Zeitharnl & Berry, (1995 & 1988) �� J@�3�! �'I !��� 

 

�7 �0.�1#!� E�FG��� �&���! ��+2�[ @���� (Words of Mouth Communication), �&�i�'I�7 0�1[� 

JD��!� (Individual Needs) � -(!�7 ��)+ (Past Experience)  & S�*!7 ��&U� ��@���� (8�9: 

 

�&���!�7 ��+2�[ 0�1[� JD��!� -(!�7 ��)+ 

��&1U! �&� 

��)+�! (3�=�7 �&� 

�&� ��' 

�&�i�'I ��8Z 1�! �&��7 E�FG� � 

�&�i�'I�7 ��&U� ��! �M(x��7 

�&�i�'I�F(�7 ?�k 

�&�i�'I 

�&� �8��� 
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%��� �&��7 ()�*!� �H -�+Q J����� -4&�� (3�=�7 9 +�& �&�i�'I�7 ��&U� �_?#@�� �&��7 
()�*!� E�FG���&! ��&-R=�7 9: �&��� -�+Q -������ 5�P '> (Gaps) -���� �'�& � S�*!� 
5�P '> � ������ ')�& E�FG� 8&15#9; �-' 7/ ���x��� ��&U� � �&�i�'I ��&U� �?G, 87~7/ ��&1U! 

�&� � ��)+�! �&� �?G, !&~7/ ��(3�� ��&U� � �&��7 ()�*!� !"� E�FG� �?G, G�"7/ �&��7 ()�*!� !"� 
E�FG� � �&�i�'I�7 ?�k �MG�� �?G !"� ��FG�/ �&��7 E�FG� � �*!-� �&� ��' �?G: 

 

�7P& �� -����!��'> & B��)�[ 5�P '> (Gaps)�7 J@���� �&� ()�*!��� 8� ��@���� !{'> 

�-'G�� (�&�� �"=: !� ��9n � �7@'>�� !� J���'>�7 �M4&�� (�I ��FG J���'>�� ��&-R=�7 
8&15#9;- -�����!� (Reliability), J�*!!� (Assurance), +��!� ����@�� !"� U�!� (Tangibles), 

����)+��! (Empathy) � 1%_�&��I�� (Responsiveness); %��7 2����� !�� �� d �� ��&-R=�7 9: 

 

!�� �� d: ()�*!� ��@���� J���'> (Determinant of Quality) 

 

T. �M. ��@���� J���'> 

(Determinants) 

2����� 

d J�*!!� (Assurance) ���G��I�7 ���, �&�i�'I��!�7 ����8�+� (Courtesy) !"� 
�&���! -��� (Trust and Confidence) w8 �B�& U�!� 

a ����)+��! (Empathy) 2�1[ -�&��7 JD��!���)����7 �&� ��' � �&�+� 

(Caring) 

} -�����!� (Reliability) ��!�� ?�71%��7 �&� ��'�7 �)��1y!!� � �).!� (Accuracy) 

� 1%_�&��I�� 

(Responsiveness) 

�9R7 93�!7 (Prompt) �&� !"� �&�i�'I �H �'�7( (�Z +���  

� ����@�� !"� U�!� 
(Tangibles) 

+��!� �M�G��, B����, %��1[ � �MG���� ��6��'> 

 

~7!/ Parasuraman, Zeitharnl & Berry, (1995 & 1988) �� J@�3�! �'I !��� 

 

�&��7 ()�*!� �����7 �*!)! E�FG� & ��i �����I !"� ��%� �M*"�'>, -1�Y �3�1*"�! � ����1%� 

��� I�� ] )-�#R >���  �() (�� ��-��&, �?0 �*"��� �"�>��� ()�*!� ���� (�� ����& +�� 
��9n � �6���'> & �� �H �����_��8��� J@�3�! ?��B�)��Z, �&�i�'I � �&��8��� 8)?0 �U�� 
����� ()�'> (Human Elements) "� (�)���Z %*!� -��'> �Mn��=�7 ��&! 8&15#9: Barker & 

Kandumpully (2007)  & �&��7 ()�*!� ���� �H  �����_��8� (Service Performance) � �&�i�'I�7 
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�#!)Y� (Customer Satisfaction) �H �F(�F(0 -4&�� (�Z(�I E�FG� !��� (�&�7 8&15#9: %� �H 1G$ �M a 

�� ���I �*!)! (3�=�7 9: 

 

1G$ a: �&��7 ()�*!�, �����_��8� � �&�i�'I �#!)Y��7 �@����(! E�FG� 
 
 

 

 

 

 

 

 

 

~7!/ Barker & Kandumpully, 2007 ?�R ��+�� 

 

�&�� �7 ���%��� �&� ��'�� ()�*!� ��+,-.��  ��( (3�=�� �?#@'> 

�&�� �7 ���%��� ������� ���F ���%��� 2�*"����� J���'> �H J#!3��g��� (�Z, 
�&���'�7 ()�*!� ��+,-.��  ��( �M*"�(! �6��� !"� ��)�#@���� %7P, ����� �)@�� �)�� 

J�7( !"� ����!'> (x� (�I �)@���7 5�F�� !��� (�Z a� �Z, db �Z �7%��, �7G�$ !"� �����!� 

�7%�� !%)��� � �����#�� (�Z ���� +`�'&�0  8&15#9: 

 

���%��� �&��� ���#!��7 �)@�� ��(3��'> & �'�)� �(�&�� '7`��:् �� ��� �M�G���� (`��& �7 
�*"��� *"���� !'��! J� ��(3���7 -��� � +�7���7 �& #A�7 >��� *"�-�! (�Z ��� ��� 

'������� -���� 8&15#9: ��G�� �-�@�7 � >��#!�� & ���%��� �&� �H @&�0 '8�_� �'% � ���8�� 
?��=�7 ��� 9: ����� � ���%��� �����'>�� ���%��� �&��7 ()�*!� � B� 1]@ �)@���� 
��(3�� 8?� ���0  B�G ')F809:  

 

�&�� �7 �M-@�� & ���%��� �&� ��'��  ��( ��%��!� �&� � �#� �����I �&�'>�7 (x� (�����&, 
S�*!� �&�'>�� �M0@���� '0���!�7  7��&� J�7(?�R �8���!� !"� �&� �!��_?#@� ���� 2�1*"! 

(�Z !"� ���%��� �&� �H *�9, �U�, ����U, ���8��, ���&��, �'+��(!��� � !"� �Y�G�� �)[ 

?��BF80 ��<�?�R ��z ')�& �&� �)-@��� %�!��7 ���� � �'% �')FG �)��1y! (8m �)�����7 �S��+��! (�Z 
 (��!�� 2�*"�'> � ���! � =�7 8&15#9: 

 

  

 

�&��7 ()�*!� 

�&�i�'I�7 �#!)Y� �����_��8� 
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���)�� !"� ���!(! 

❖ �)���� (2�*"��� !"� ��� �) ��, abu� ����� I, abu� �� %��)5�, %�h8&'I, ���8��, 
���&�� � %��'+��(!��� � �&�, ���%��� �&��� ��n�'>, ����� ��� I, JG��, �&��7 
�'%���� !"� ()�*!� ��+,-.�� B����'>�7 �?#@ (�&�7, 

❖ �����I �&� �MG� ��_?#@� �����'�/ ��%��!� �&� ��, *�*�� �&� ��, �� ��� �M�8 �1G� � 

��, �&��  �'�I �� & JG��, 8�-�S, �&��7 �_��8��� J@�3�! ��n��|� �-'!�� -+�(�� 

�)�*��� !"� 8OP�7 2�*"� (�&�7, 
❖ ��G���7 '��_?#@� ��, abu�  & ���%��� �&�  (��! J��7 � ���%��� ��7����� 

-��'>�� ��G�� ��l�& � ��z (�Z ��@��� �)��1y! (�I �&��8��� �����I �M�#$'> �H �U� 

?��B�& ����, 
❖ *"���� ����� �^ G� � ��, abr�  & �� ���!��� ��.�#!'> Principle of Subsidiarity, 

Principle of Concurrence, Equity, Diversity %*!� �U'> �H ������  (8m ��(3�� ���R !n 7 
!' (P�*!�) �_� �&��7 �� ������ � �'%���� (�&�7, 

❖ �&��7 �)@���� �& 'I �?#@'>/ �&� ��+��� ��8Z 1���, abu�, ����� �� I��� ��8Z 1���, ��)�� 
����� � ���8OP, U�!���!� �-'!�7 ��(3�� P��$ ��8Z 1���, abut, 

❖ J�@� �7%��/ J@��+�! �&��7 �')FG, B��7( � ()�*!��� �)@�� (�Z (�����!),  
❖ �� ��� ���� � !"� ����#� ����� �#$� ��7 8� �Z �����!� �7%��, 
❖ ��%��!� �&� ��/ �U� �)XE �&���5� � BV�8��� ������7 6�&�, ���G��I�� �0�!� 8�-�S'>, 

JG�� ��)�����7 �?#@: 

 

����T� !"� 2�'��(! ����'> 

❖ ����� �� I��� ��8Z 1���, ��(3�� P��$, �&� ��+��� ��8Z 1���, *��n��|� ����-�@, ��G���7 
'��7 �v���, ����1%� ��IU� %*!� B����'> � ����'> & �'% �&��7 J�*!!�, 
-�����!� � 1%_�&��I ?7@ (Responsiveness) %*!� ()�*!��� J���'> ��&q� 571%=�7: 

❖ ��%��!� �&� ����� I�� ��%��!� ���G��I�7 �0�!� 8�-�S�� Explicit ��@��'> ��15=�7 
%� & �'��)+��! (Empathy) � �&���!�7 J�*!!� (Assurance) �7 J�� ��+,-.�� %7P w8=�7/ 
����� ��n� � ��#�!��7 �_��� � �?0 ��)8�� =� ्U&$��! ���� 2�'�� � �_���: 

❖ ����@�� !"� U�!� (Tangibles) J��� -4&�� (8�� ��)�� ����� � ���8OP, ��x� !"� 2�*"��� 

�+ZU�?�R ��x��S�� E�FG� � 8�?#8I �)��� 7��, =�g�, ! �&���' � =�N�� ��� I'>�7 
�3�G� � !"� �&�i�'I�0$� ����E�FG� (Organizational Design) !��� (�Z ����'> +=��: 
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❖ ���%��� �)�)�H, ���%��� ��IU�, ����1%� ��IU�, =�g�, ! �)_!� �&� %*!� �v���, 

���%��� �&��� ��� ��P� (Time Card)  �() (�Z ���! ��&!?�R 1%_�&��I�� (Responsiveness) 

��+,-. ���� +=��: 

❖ �����_��8� �7S��'� ��� I, �����_��8� �_��!�: �& 'I ����� ��� ���R ��� I, '& 7 �����, 

h7�  2�1[�7 2�*"�, �)���� =��H: 

❖ �����I ������� ����T��7 ���%���g��� �-'! 5) ��� � ���8�� �&���'�7 ���� +=�7, 
����T�'> � �(�! &��`R�� ����� (�Z %*!� ����'> +=��: 

❖ �&���'�� ��(3�� ��'�, ��(3�� �G'�I (Citizen Jury), ��(3���� �M*"�'>�F(�7 �'������ 
%7P w8� "�� =�7:  

❖ U�!���!� �-'!�7 �&� P��$�7 �����#��/ ����, �� �7!, ��!���!, 08& 1�� �7%(�� Jw8  

����� ��� U�!���!� �-'!�7 P��$  �() (�Z �����:  

❖ ��G�� �-�@�� J@�3�! >��#!���� ���!(! !"� ����T�(! ����'> & �&��7 ()�*!� 
��+,-.�� �7(8�� (�&�7/  7� �&� J�7(�7 Faceless J&8� ��� I, �� ������� 
���7?���7 J@���� Jh0  & ��G )[� �����$ � ����& 2�*"�, ��(3�� =�?�R0 ?')��G���7 
J8�� �8���� ��"��"0 *"���  &5� �_?� � �& 2�*"�,  *G�� ! -8&��  (��� *��, �! 
��� I & �&��� ()�*!� ��+,-.�� �7(8�� (�&�� 9�:् 

❖ Online/Digital portals,  Mobile Banking �7 B��7( !"� !� ��6��?�R �����I ������F( 
�7?�` ?�R0 ��%* �!�Z  (��! �&� ��z ')�& �*"� &  �(! #�������, G )'�R ���#$�, 

�&��� =�>�!� � -�����!� ?�80 (=�7 9:  

 

�&�� �� ���%��� �&� ��'�� ()�*!��7 -4&�� 

���%��� �&���'�7 ��%)8� 1*"�! '&8��, ���%��� �&�'> %�!� & ��&U� (�&��)>��� 90��:् 

���%��� �&� ��  � ���) + 90��,् �&�'>�� %�!��7 ���� �')FG �)l� ��& �7 90� �  1U! (��� 
�"&e �&� �)l� ��& �7 90�, �&� ��'�� %�!��7 �'+��(!� #��� 9, �&��� %�*���S *"�-�! ')� 

��& �7 90�, �&��8��� %�!���! BV�8�-� ')� ��& �� 90��,् ���%��� �&� ���8�� 90�, �&��7 
�3���� JD��!���)��� 90�, �&��� ()�*!�I�!��7 ��� 9, �&���'�� ��!*�@���7 �+� 9, 

�&���'�� ')�& $)-R�� �_?#@�� ��(3�� �)��`�7 ��� 9, �&� �8����7 �'I ��n��� �� ')� ��& �7 
90� %*!� ��&�o J 7G��'> -���� 8&15#9�:्  
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��-�, !��'I� J 7G��'> � �&���!�7 X-Y�7� (Words of Mouth) ?EI �0 �����S�� 8&15= !���� 

�&��7 �&� ��' �_?#@�� +=�� �& 'I �6���'>�7 ����� ����! ��!%� 8&15#9: �& 'I �6���'>  � 

���%��� �&��7 ()�*!��7 ��i �3�1*"�! �H ���I ��&-R=�7 9: 

 

!��(! >��� '&8�� ���%��� �&��7 ()�*!� 

❖ �6��� !"� ��!&8� ���'> �#8+��-'! ���I ��&-R=�7 9: 

(�)  �&��  ��-j� ���� �+Z (Nepal National Governance Survey NNGS-2017-18) �� 
J@�3�! +H �&�� �� ���%��� �&��7 ()�*!� �_?#@�� (�&�7 �6��� & ��_� 

-��'> B%�(� (�&�7 9 (Pokharel, et. al.,2018):  

⮚  �6��� & ���%��� �&��7 ()�*!� ���� (8�� �&��� �')FG, �&��8����7 
�0�!�!� � BV�8�-�S � ��(3�� �#!)-Y��&! (�I } J����� -4&�� (�&�7 
8&15= !���� ()�*!��7 ?,'V� �M�G��S�� 5��� �*!)! (�&�7 ��`=�:  

⮚  ���%��� �&���! ���� >��� �#!)Y d�%, �& 'I '8�_� �#!)Y u�% (�I cb% 

�&�i�'I�� �#!)-Y 8&15=�7, �& 'I '8�_� ��#!)Y da% � ���� ��#!)Y �% 

�&�i�'I'> �'&�7 8&5�=�7: 

⮚  �b% +#8� ?EI ��(3�� & Jh�  �&� � � ��& �� !"� ub% ��(3�� & �-' 7 
�����0 �&� � � ��& �7 8&15=�7 += !���� %��!(!, +�-�� !"� +�(7� � 

-'��? & �?0 U&$�� �&�i�'I �?G ���� �')FG �'&�7 �8&15=�7: 

⮚  �b% +#8� ?EI �&�i�'I'> db -�.��.+#8� ?EI 8��I ��� (�I �&� � �)��&�7,  
rb% �&�i�'I & P&E �OR�+#8� ?EI ���  (�=� �&� � �)��&�7 �3�1*"�! & 
�')FG�� +�(7� � ��*�� ��&! 8&15=�7: 

(5) 1%n � ������7 �&� �_?#@�� cb% �&�i�'I'> -�� 2�*"����7 +�������! 

��#!)Y, cc% �&�i�'I'> �M*"� 8!��, ����� � �M*"��� -�8 �_?#@�� ��#!)Y 

�'&��, ��(3�� P��$?��& }�% %����� �'&��, +��!� �M�G��'> ����z ��'&�7 
(uc%) (���! ��)�#@�� ��!e��, abrc), 

(() �&��  �'�I�7 �#8+��� �&� ��'�� rr% �&�i�'I & -�+Q �&�'>�� �'�I�7 +����� 
�+����I �'&�7 �Mn��=�7 8&15#9:c�% �&�i�'I & ()���7 �)�)�`�7 2�*"� 
�+=�7 %��=��,  R&� h7� �B��& �c%, ����� �JB�& u�% � %�'&�I 8!���� 
�x���H �t% �'&�7 !"� ����@���7 �����z!� ra %  �&�i�'I�� ��)��� �'&�7 
��(3�� �+ZU� & 8&5�=�7 (3�%�  !"� �#�  &5�'>, abrt), 



3�%� , �&���", abcd 

40 
 

(�) �&� ��'�_?#@� �& 'I �6���'>�7 "� ������ (�0�� I, abrt ��� a) 

✔ ��-j� �!�� !� �& #A & abr} �� (�&�7 �6���, �1�!��� 8)���7( ��)�#@�� 

J�7(�7 ‘�&�� �� �Y�G�� � �)���� �_?#@� �6���, �� ��� ���� � !"� 
����#� ����� �#$� ��7 �6��� & �Y�G�� B�G �'&�7 �Mn��=�7:  

❖ ���%��� �&��7 ����#�!�� #��� BS��8� !"� J���!� +=�7 8&15#9/ ��  �l�& *��R�  �`�&#�, 

��'% ��'8��� -!��, �����I �*�!� '>�7 ����#� !"� -�&� B�G���7 #��� B� ]@!�, 
❖ ���%��� �&�'>�7 J���!��� ��%� �M*"�'>�7 +����� B�G �0 +=� !����  �(! �'�7: 

��`+&R *�)  , ��`+&R �*�!� , 

❖ ���%��� �&��7 ����1%� U&$?�R 2�*"� (3�=�7�� ��1�! ��!%�/ ���)8�-�� �, 

���)8�-�� *�*��, ���)8�-�� -�� �, 

❖ ���)�� Bn��'>/ � � , ���Y ���)�� �?#@ (B8�'��/ J���7 ���?�R ��(3��!�), 
❖ ��!%��� J@�3�! 2�*"��� J#!3��g��� �+=�7 ����� (��(3�� & ��n��|� (�� ���B�& 

�&��8���, ��G�3��!��� J@�3�! �����_��8� 2�*"���), 

❖ (0��0�!� *�"�'>/ �� �7! ����� ��� ����V�7 +�, �?G�� ��?�R �+�-! ����� �M�#$, 

❖ ��%7� ����� � ������'>/ �&���'�� �������  ��( ?')������ �����'>�7 
�M l�!� (Duplicated Regulation), ������ �����B�� �0 �+� ���Z ���� � ������ 
�����'>�7 ��%7� ����� �*"�,  

❖ ������� �&��8��� �M�G��'>�7 �-T���)5� � ����8�� �����0 I, ��G�� �-�@ 

2�*"��� ��� I ��%7� ')F8� �&���'�� �wx��`, ��(3���� ��G��'>�7 (7����!� 
�M�U��7 G )��!�,  �&�i�'I�� �P1%R  ��U�!� #��� +=�7 !"� �&�i�'I�0$� '&n�P&*�'> 
����z �')F8� �� �`� �&�'> ���z�� �?G�� �� � �#� 2�1[�7 �'�7( � �)��Z �*"� 
��%��� +=�7, 

❖ Street Level Bureaucracy ?�R Problem Identification !"� Reform �+H Top-Down ')F8� �)@�� 

����'> ���_�� ?�&��/ H_?7*P �_?� � &R, 

❖ �>� � ��% -�, �!/ GTg� ?��B�& ?�@�'>, 8�(���7 �&��� ��+���3�!��7 ��  ���� �6�&, 
�&��7 --@!� & (8�� ()�*!� ���� �0 �wx�, �����I 1�U� � *�*���7 ()�*!� �S�#! 

��%)�,  

❖ #��� ()�*!�I� �&� ��'�� ���� ��<��� �����'> ��%���!� !"� J�"�� >��� 
87'����I �M*"� (Extractive Institution) �7 >��� 1G�$! ')�& �*"�,  

❖  (0��0�!�  �+�7  7+�� �&���'�7 �-' 7 !', 
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❖ �?G�� ��'>�F(�7 ��Fx(�Fx/ �&� ��' %-R  ?��BF80 ��(3��-����� �#!�-T���� ��6�� 
(Interface)  �H ���)F\ ��B�& �*"� ��%��� +=�7, 

❖ �� ��� �M�G���� ��&! �& #AI����/ ���D�� -+�(�� �M�G���7 ���#!�!� & cost efficient 

?��B� �x��, 

❖ %-R  �&���'�� ��G�3��!�'>/ ���D�� ��(%�!'> � ����8�� ��� I, 
❖ �2����-�� ���G��I!#$/ �2����-��!��� �)1['>, ��%7� �����_��8� !"� ��!%��� 

J@�3�! 2�*"��� ��� I: 

 

��*��'>�7 ��� 7G��S�� -4&�� 

❖ ��i�� ���%��� �&��7 ()�*!� ��+,-.�� ����'> +=��, �����_��8��� �)@�� ���� 

+=�7 !"� ��(3���7 �#!)-Y ��&! ?�80 (=�� & 1G$ �M. a ?�71%��7 ()�*!� ��� I�� 
J���'>�� �)@�� +=�� !� !� �)@�� �����z 8&15#9�:् 

❖ �&��7 ()�*!��7 E�FG�?�71%� ()�*!� � �+���3�!��� X-Y�7� & '&8�� E�FG� ��@���� � 
�7�� J@�3�! �)@���� ����'> #������: �'&�� 9�:् 

❖ �1�!��� 8)>��7( ��)�#@�� J�7(, �&��  ������� �1�U� ��!e��, ���! ��)�#@�� 

��!e���� �6���'> & ���%��� �&��� ()�*!��7 �*"� �)��80 (=�7 � ��(3���7 �#!)-Y 

?�80 (=�7 8&15#9: ��x��Po -�-�� ��7 �6�����)��� �� ���!�  �()  +=��9 

*"���� !'�7 �&���!�7 �#!)-Y �OP0 87]?� & ?E&�7 +Q& !��'> 8&15=�� 9�:् 

❖ �& #AI-T! ������!�?�R �+�-! ����� � ��%���!/ �� ���!���9 ��� ���D�� 

�M�G��'>/-+�('> & ���#!�!� ��B�& !� Front Line Service Delivery (�Z �����'>�� 
8�?#8I #���!� & ��'% �&���'�7 �*"�: 

❖ ����?7� � 8�?#8I !� �& �7 �+� & �&��� �M*"� � ?8� F87 ����G���7 Demand-supply 

B1G! �#!) � �+=�7/ �� ���!��y�! ्�� ��� ��$ d�b +#8� ?EI ��x� �M�G�� "� 
+=��, ?��8&15 B'I �M�G�� � 8�?#8I: 

❖ B� 1]@/��!%���5� ���%��� ������7 ��� I *"���� (�� ���8� �-T��!#$ & (�F%&�7 
�����/ ���D�� ��(%, �-T��, SOP �7 �+� ?�&�� SOP �0 Substandard +=��) ���� & 
�&���!�7 -�����!�, �����+��!, ��(3��'> ���%��� �&���! J�*!!� %*!� J����� 
��%7� �*"� 8&15#9: 

❖ ������7 ���! � 2�'�� �?G�7 -�7@�+������ �*"� & �&���!�7 ��(3�� ��#!)-Y 
8&15=�7: 
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✔ ������7 ���� “� �Y�G�� (w8��, ')� w8Q � ��!�8 (8�9)” !� 2�'���� 
�&�i�'I & �&�� F8� �)� 3��! �!�)���Z ?�6�!�,  

✔ �&�  �`� -�  �� �`��7 -�7@�+�� � ��'%!�/ ��!���!, ��'8��I, �� ��)��! 
�_?#@� �&�'>�7 �*"�, 

✔ �� ���!� 9, �&��7 �� ������ 90�/ �� & �&��7  �(!, �&����z�� ��(3���7 
�')FG � ��� %*!� �U�� �����S�� �+� ��&�7 9/ %*!0 �M-@��?�71%� %l(�@�� 
��%�� *"���� !'?�R ��z (�)���Z�� �� �?�R �8&� !'�_� ��� '*!�#!�� (�� 
���& �7: 

 

���%��� �&��7 ()�*!� �)@���7 ��(�w8�� !"� -�n�'>�7 57%� 

���%��� �&� �H ����#�!�� Non-Exclusive � Non-Rivalry �&��7 >��� '&3�#9: ����g� ��� I�� 
J=�� �3�!��'>, NPM, NPS � NPG �@����'> & �&���'�� ������7 =���@����7 �#S� � 

��7���?� �'>�7 ��"�� �'+��(!��� %7P w8=�7 8&15#9: NPM  & ���%��� �&��� B� 1]@��5� 
2�*"��� (Result Based Management), Economy, Efficiency and Effectiveness ��h� ! ् �&��7 
�+���3�!� � ()�*!� ��+,-.�� �7(8�� (�&�7 8&15#9: �*!)! �#8+��� �� ��� ���� � !"� ����#� 

����� �#$� ��7 8� ?�Z �����!� �7%�� (J.?. abrr/rc-abcr/cc �_�), Pokharel, et. al. 

(2018) !"� 3�%�  !"� �#�  &5�'> (abrt) ��&!�� -��'> -4&�� (8m ��_� ?�71%� �)@���7 
��(�w8�� ��h�3�� (3�=�7 9: 

 

���%��� �&��7 ()�*!� �)@�� 

❖ ��%��!� �&� ���)� !"� �)���� ���)�'> �M�7@� (�I -�n�'> �H h��-� 7 � 

�+����I ?��B�&/ %*!0 ��%��!� ���G��I & (�Z ��� �>?�R �(��`�& %*!� ��@��'>, 

���G��I�7 BV�8�-�S�_?#@� �?#@, 
❖ ���G��I!#$�7 -�n� 90�/ �U� ���G��I!#$ � 2����-��!��7 �.��,  

❖ �&��7 ()�*!�, �-T��(! �)@����  ��( Standardization of Public Services: ISO 9001-

2015 �� %7P, 
❖ ���%��� 2�*"����� ()�*!� ��+,-.�� ��� I'> �H J#!3��g��� (�Z/ Total 

Quality Management, Quality Circle, Kaizen, Lean Management Jw8, 
❖ �� ��� �����'>�7 *"�-�! 1%_�&��I?�71%� �&��7 �� �������7 -�n� 90�/ �� 

��)��!, ��'8���, ���I  �`�&#� (�� ���!� ��)��   1%n �, ��� �� � P�*!� %�! !  

�U� ')� �-�#9),  
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❖ �&��7 Customization and configuration: ���+�� ���)��7 �����+$ �'I ����-�@(! 

>��� !7-��& Redundant Procedure 'R�BF80 *�Y SOP ������ � �����#���� 6���, 
❖ ������� %?�h8&-'!� ��+,-. ��� -�n�/ ��G���7 '��7 ��� �����#��, 

❖ �0�!� ����@��'>�7 -��� � �8�G���)[ ��� I ������/ �0�!� ��x�, �0�!� ����'> � 

�M-'!� !��� (�I �����#��, �Y�G�� -�.�7 ��#� �'��� !� �.��: 

��!%��)5� ')�& (�I ���%��� �&��7 �����_��8� ��� I *"���� 

❖ -���� �����_��8� ��n��|� ��� I �H ���� �7l� � ��!%��)5� ?��B�& (�I  

>��#!�� (�)���Z, 
❖ �8?�71%� ������ ����-�� � ����-���� J@�3�! �����_��8� �_��!� ��� I 

�M*"�(! (�Z, 
❖ ����B� 1]@�� J@�3�! ��n��|� ��� I � �7�� J@�3�! 8OP �)�*��� ��� I ������, 
❖ '�  �� ��� ��%��!� �&� �� !%)����7 T��� �'&�7 & ���)� �������0  T��� �)@���7 

��� �8)��7( (�Z, 
❖ �����_��8� ��n��|� ��� I�� ��%7�, �#!7�%�� � BS�, Y 9��R (�� �-��& *!)��� 

J@�� !��� (�I ��%7� �H 1%_�&��I?�R 1��g !�� �/U�!� ��+,-.�� ������ �M l� 

(��B�&,  
❖ BS�, Y �����_��8��!�� ���G��I �H �)�*���, %-R  � %715����� �&��7 1%_�&��I �8�� 

(�Z, Talent Management, 93�!7 ,1V ��� I�� ���&� (�Z: 

 

��G�� �-�@ !"� �, �$� ?�-.�!� (Artificial Intelligence) %*!� ��� �C�!�� �&�  

❖ ��G�� �-�@�0$� �#!�-T��S�� ��� I -��� (Internet of Everything, Digital 

Ecosystem (%*!0/ ��(3�� =�?�R0 PAN 8!�� (�� �-��& �*"� ������) %���/ Digital 

Nepal Framework �7 �+����I �����#�� (�Z, 
❖ Digital Resource Pooling: (%*!0/ ��-j� �3�G��$ ?��BF8��7 Biometric �0 ��!���!, 

 7��&�, ��'8����� ��7( (�Z ��� I), 
❖ Interoperability �.��/ �&��8��� �#!������ ��� I'> �?G ��G�� J8�� �8�� ��� I, 
❖ ()�*!�I� ��G�� �-�@ �7R� , Data Security !"� !� ��� I�7 U�!� ��+,-. (�I �&� 

�8���� %7P: 
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��(3�� �M l�!� � �'����?�R ��(3�� �#!)-Y�7 �.�� 

❖ ��(3�� ��&U� � �#!)-Y�� �*"��7 *!)��� �6��� !"� ��)�#@�� (�Z (*R�h � &%, 

���! ��)�#@�� ��!e��, J�"�� -��� !"� ������� ��)�#@�� �& #A (�&P�), 
=1��� I ��)�#@�� �& #A (�����), 2��'�3�� -��� !"� �-�@ ��)�#@�� �& #A 
(3���*R) Jw8�� ��6��?�R), 

❖ ������� ��(3�� �M l�!��7 ��+,-./ }ubb, rabb ��n��|� ��� I �H 

J#!3��g��� (�Z, 
❖ �&�i�'I��!�7 �S�U %?�h8&-'!� !"� �&��� ��(3�� ���#$� (Public Audit, Public 

Hearing, Citizen-report card) ��� I�� %7P w8�&, 
❖ ��(3�� � ��)8���� J@�3�! �M*"�'> �H �&� ��' ��� I�� �M l� (��B�&/ �'�I ��)8�� 

���&8��I ����T�:  

 

��( � J���!��7 �#!) � ���� (�Z 

❖ '*!U&� %>�I/ ��! G�F� +=�� � ()���7 +=�� �����?�R frontline service delivery �� 
�)@��, 

❖ ��  ���� �-'G�� JD��/ U�!� �+=�7, ��( ?EI +=�7, (0��0�!� *�"� '�� +=�7 �&  
'7, �7�� J@���� JD�� �����! �1�!���I, 

❖ !� �����'>�7 �M1Uz O&M (�I !S��  '*!U&�, ��%�0  (&� += ��� �&���'�7 �?#@ 

�� �B�& (%*!0 ��'8��� -+�(�� computer operator �����%��  (&� �&� 93�!7 
?��`=�7), 

❖ �&��7 ��( �-'G�� � �U&�� (�I +-���� �?0 �� ��� H��`'>�7 Comprehensive O&M 

(�I ��x��S�� �)�/�M�G�� (�)� JD�� �'&�7, 
❖ -�& #AI��� !"� �&��7 *"���#!�� (Decentralization and De-concentration): %*!0 ��!0 

�8&�?�R �� ��)��!, 
❖ Jh�  & w8� ��-��& �&�'> ��1y! ���8OP�� J@�3�! +H ��%����, ����1%� U&$�� 

-*!�� (�� �-��&, 
❖ BS��8� � BS��8�S ��+,-./ %*!0/  �`�&#� 9��`�7 U�!� -*!��, ���G��I �H !�� � 

!"� ��!3�[ ���?��! -V�� BS�&��� �8��, 
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❖ ?EI G�� ')�& ����� �'>�� �����_��8��� J@�3�! �7S��'� ��� I  �() (�Z/ -(!�� 
�@���#$� !"� �1#$�3��f�7 ����� �, ��j��! ����� � %*!� �& #AI� �����'>�� 
�& 1#A�, ! +�7 +�� J 71G! ��&! +=�7�� Front-Line �& 1#A! ?��B�) �&�*�� ')�&, 

❖ ��!@&�0 �&��7 ��( +=�7 � #��� BS��8� U�!� +=�� �����'>�� (�I a ���R�� %�� ��� 

�-��&, 
❖ �7 �?0��  ��( B�G ������7 �&!,S � ��%���!� `�9��1[ �-'!�7 ��++��S 

JD��: 

 

�&� ��'�� -�n�'> �H J#!3��g���  

❖ �&� ��'�� NPM Type Reform: �&��7 ��%����, �����I ������ � B8��I���, 
✔ �&��7 Standard � ���8OP ����� & ��@���� (�Z, BS��8� � -!�� ��%� U&$ �H w8� 

�-��&/ ���I  �H�&#� (-�����  "�`n��OP8&15 -���! �) )�'>�� �v���) %�FG 

��%� U&$?�R0 w8�& �v���, 
✔ -�, ! *>��7 �?G�� ���7 �#S� (�I �G��S�� >��� �3�G� � (�Z!h�  %7P (%*!0/ 

+��&� �& #A, Authorized Economic Operator �7 �@����), 
✔ ��!*�@� � Non-Core �&�'> ��%����, =%&#����� � ?%�� �M�#$�7 ��7( (%*!0/ 

�7�+P�� ����� ��%� �*�!� '>�7 ��7(): 

❖ �&���'�� NPG Type Reform:  �(! ���&8��I�� ����@�� ������ !"� -�� 
2�*"����� R7  -��� ����!�7 ��7(,  

✔ Co-Production, Co-creation, Co-construction Strategies, 
✔ �&���  �(! ���&8��I: Co-financing, 
✔ ���)8�-�� �&�/ ���)8�-�� 1�U�, *�*��, ���)8�-�� � Jw8: 

������ 

���%��� �&� ��' ��<��7 8�-�S � ���%��� ������7 ��)5 1%_�&��I�� >��� �'&�7 ')#9: �&� 
��'�� ���%��� ������7 �@����S�� -���T��F(0 >��#!�� �D�_+�� � ���#!� 9: 

���%��� �&��7 ()�*!� �)@�� (�� �0.�1#!� !"� ���7�(� (Empirical)  �7@ � ��)�#@�� ���#!� �0 
9�:् ���%��� �&��7 ()�*!��� S�*!� �7@ � ��)�#@���� !) ���� �&�� �7 �&��7 �*"� -4&�� 

(8m �)@���7 ��(�w8�� �-'G�� (�� JD�� 8&15=�7 9:  
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�&�� �7 ���%��� �&� ��' ��� I�� -���! �@����'>: ��G�� �-�@�7 -���, �)���� 
���7 2�*"� !"� �����I �&� �!��_?#@� ���)�'>�� ��!%��7 57%�, ��(3����!�7 �&��(! 
!"� 2����-�� � �0�!� 8�-�S %*!� �U'>�� �)@��, ����T�(!/2�'��(! >��� ��!%��� 
J@�3�! 2�*"��� (�����_��8� �_��!�, ��!%� ��G�, B�G �����_��8� (�Z �H #���!� 
��@�_� �>� �(3��&) �� %7P w8� "�� =�7 8&15#9: �*!� ����'> ')F8�')F80 ��� ���%��� 
�&��7 ()�*!� ��@����, ����8U!��7 -4&��, ()�*!� ���� %*!� �U'>�� ����z 6��� �)l� 
���& �7 � ��i�� ()�*!� ��%7� �0 8&15=�7 & ���%��� �&��� �)@���7 -�n� 90�:  
 
���"�7 J &5�� �*!)! �)��'> �H ��&q80 �&��� ()�*!�, ��(3���7 �'% �')FG � �)�����7 
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