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Abstract:

E-governance in Nepal holds significant potential to enhance transparency and reduce corruption, yet its full
implementation faces numerous challenges. This study explores the effectiveness of e governance by
examining public perceptions, satisfaction levels, implementation barriers, and future opportunities, drawing
on qualitative insights from eight key informants, including IT professionals, policymakers, and government
service providers. Interviews were audio-recorded, transcribed, translated, and analyzed thematically.
Findings indicate that digital platforms, such as the Nagarik App, have improved access to government
services, particularly in urban areas; however, rural regions continue to experience gaps in technology access,
digital literacy, and infrastructure. While e-governance has positively influenced service delivery and curbed
corruption in certain sectors, obstacles such as resistance to change, inadequate infrastructure, and limited
digital skills persist. Public satisfaction is higher in urban areas compared to rural ones, highlighting the
uneven impact of e-governance. The study emphasizes the need to bridge the digital divide, strengthen digital
literacy, enhance service quality, and invest strategically in infrastructure to ensure inclusive access and
maximize the role of e-governance in promoting transparency, reducing corruption, and fostering efficient
governance in Nepal.
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Introduction

E-governance refers to the application of information and communication technology (ICT) to promote
governance that is simple, ethical, accountable, responsive, and transparent often summarized as SMART
governance (Heeks, 2003; ITPF, 2014; Priya & Dalakoti, 2008). It facilitates more efficient interaction
between citizens, businesses, civil society, and government institutions through service models such as
Government-to-Citizen (G2C), Government-to

Business (G2B), and Government-to-Government (G2G) (Ghayur, 2006). In the context of Nepal, initiatives
like the Digital Nepal Framework and the National ICT Policy 2015 aim to modernize public administration
by leveraging technology to strengthen transparency and improve service delivery (GoN, 2019. Although
certain digital interventions have successfully enhanced service efficiency and reduced opportunities for
corruption, others continue to struggle due to technical, organizational, and resource-related constraints.
Despite these challenges, the growing use of ICT in public administration shows significant promise for
advancing democratic accountability and overall governance performance (Akbar et al., 2019; Kim, 2019).

E-governance is widely regarded as an important instrument for reducing corruption by increasing openness
and limiting arbitrary decision-making (Lio et al., 2011; Nam, 2018). Research by Choi (2014) and Park and
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Kim (2019) supports its positive role in controlling corruption; however, scholars also caution that it may
unintentionally enable new forms of digital misconduct or fail due to low ICT capacity, inadequate
infrastructure, and institutional weaknesses (Bhatnagar, 2003; Heeks, 2003; Sheryazdanova & Butterfield,
2017). In Nepal, despite ongoing efforts to digitize public services, factors such as resistance to organizational
change, gaps in policy implementation, and limited public trust continue to impede progress (Basyal & Seo,
2017; Bertot et al., 2010). Therefore, this study aims to examine how effectively e-governance contributes to
reducing corruption and enhancing transparency in Nepal by exploring public perceptions, satisfaction levels,
implementation barriers, and future prospects for strengthening governance practices.

Methods

A descriptive qualitative study was conducted using semi-structured interviews with eight key informants
directly engaged in Nepal’s e-governance sector, including IT professionals, policymakers, and government
service providers responsible for implementing and managing digital initiatives. The interviews were carried
out in Nepali and audio-recorded with prior consent, after which all notes and recordings were transcribed in
Nepali and translated into English for analysis. Using framework analysis, the researcher developed an initial
coding matrix by repeatedly reviewing one transcript, refining the themes and categories, and then applying
the finalized coding framework systematically across all remaining transcripts.

Results
The study’s results were organized and presented under the following major themes: E-

Governance Advancing, Yet Uneven

Participants share mixed but generally aligned perspectives on the current status of e-governance in Nepal,
agreeing that it remains in a transitional and evolving stage. Although notable advancements are evident in
sectors such as municipal services and the Inland Revenue Department, full implementation across areas like
health, finance, and other government services

is still incomplete. This theme reflects the gap between the establishment of ICT infrastructure and its
effective operationalization. Participants acknowledge that service delivery has improved particularly after
the COVID-19 pandemic with online systems increasing convenience, accessibility, and administrative
efficiency. However, they also point to persistent challenges, including slow response times, data congestion,
and inadequate software management, which hinder the system from functioning at its full capacity. Overall,
the theme highlights that while e

governance is progressing, its development remains uneven, with some sectors advancing rapidly while
others continue to struggle with delays and implementation barriers.

P1: “The current state of e-governance in Nepal is still evolving; it hasn't progressed as envisioned
in the master plan that was initially set. Recently, the government has implemented various software
solutions and Nagarik app, especially with the Inland Revenue Department (IRD) making strides in
this area. However, key portions of the e

governance framework have been developed mostly in a gradual manner. Despite the decision to
follow a structured master plan for advancing e-governance, we still don't see that comprehensive
development materializing as expected.”

P2: “Currently, if we assess the status of e-governance in Nepal, we can say that it is in the
development phase. Some services, such as municipal services and personal registrations, are being
delivered through e-governance. However, in sectors like health, finance, and even various
government services, comprehensive delivery through e

governance platforms has not yet been fully realized. The system is still in a growing phase with
many opportunities for improvement and development ahead.”

Nagarik App: A Central Tool Powering Nepal’s E-Governance

Participants emphasize several major e-governance developments in Nepal, with the Nagarik App standing
out as the most prominent digital governance platform. The app enables citizens to store essential documents
such as identification cards and licenses on their mobile devices, reducing reliance on physical copies and
making service access more convenient. It also facilitates online payments for services including licenses,
passports, and school-related fees. Alongside this, the National Identity (NI1D) system has emerged as a crucial
initiative aimed at centralizing citizens’ data, now required for processes like banking. Additional progress
has been noted in the health sector through improved access to patient records, and in the financial sector
with advancements in stock trading and the integration of demat accounts. Despite these achievements,
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participants point to persistent challenges such as delays in service delivery, technical glitches in the app, and
gaps in infrastructure and data verification. Overall, these initiatives reflect meaningful progress, though
further refinement is necessary to meet the broad and evolving needs of Nepal’s population. This theme
reinforces that the Nagarik App has become a central platform for digital governance, providing citizens with
a streamlined and accessible gateway to government services and information.

P5: “One of the key initiatives is the Nagarik app, where we can input all our details. Now, when

we are out, we don't have to carry physical documents like license; we can keep everything

prepared in the Nagarik app on our mobile devices. Additionally, with e governance, we can also
access our identification cards and ID cards through our mobiles.”

P6: “Currently, the Nepal government is rolling out the Nagarik app, which is a positive step. It
includes online payment systems for license and passports, as well as school and college fees.”

Local Government Lead Digital Service Adoption

Participants noted that e-governance initiatives in Nepal have brought notable changes across several
government sectors, with local governments especially municipalities and rural municipalities experiencing
the most significant impact. Key services, including birth and death registration, traffic management, and
local commerce, have been digitized, while sectors like public health and education have benefited from
innovations such as online learning platforms. Despite these advances, challenges persist, including the need
for improved data integration, offline functionality for certain applications, and technical issues with
platforms like the Nagarik App. Nonetheless, local government institutions are recognized as crucial drivers
in improving service accessibility and operational efficiency through digital governance.

P1: "The local government sector has been significantly impacted by e-governance initiatives. The
focus has been on digitizing key functions like birth and death registrations, local product
commercialization, and improving traffic management. The health sector has also integrated digital
tools to address public health concerns, and there are discussions in the education sector about
implementing online learning to provide flexible opportunities for students."

P2: “In the context of Nepal, as previously discussed, the sectors most affected by e governance
initiatives include local municipalities and rural municipalities, particularly in terms of registration
services.”

P3: “The government sectors most affected by e-governance initiatives in Nepal are primarily local
government bodies, such as municipalities and rural municipalities. These entities are crucial as they
serve as the first point of contact for citizens accessing government services. To enhance accessibility
and efficiency, e-governance initiatives must be fully applied within these local government
institutions.”

Transparency Cuts Corruption through Digital Governance

The participants reflect that e-governance initiatives in Nepal have had a significant impact on reducing
corruption by promoting transparency in government processes. Digital systems, such as online platforms for
land registration and licensing, have minimized opportunities for bribery and manipulation by limiting human
interaction and making processes more visible to the public. The introduction of cashless transactions and
digital payment systems further reduces financial corruption, as it eliminates intermediaries and makes
transactions traceable. However, challenges remain, such as technical issues with e-governance platforms and
hidden charges that continue to create opportunities for corruption. Additionally, while e-governance can
reduce corruption by increasing accountability, there are instances where the misuse of digital systems has,
in some cases, inadvertently led to new forms of corruption, as people exploit the system for personal gain
or pay extra to bypass technical issues.

P1:“E-governance reduces corruption not perfectly zero, but significantly. Transparent digital
systems, like automated land registration, cut human interference and bribery risks.
Giving citizens online access removes shady backdoor deals. Going paperless, like many advanced
nations, also helps. We may not be fully digital yet, but ‘less paper’ means less corruption.”

P2: “In Nepal, we've seen real progress. Before, government tenders relied on brokers taking cuts,
corruption was easy. Now, our PPMO web system cleans up the process. We're also digitizing licenses
and payments to stop cash leaks. Imagine adding blockchain, suddenly ownership records become
transparent. This isn't just about technology; it's about building fairness everyone can trust.”
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P3:“E-governance’s power lies in transparency, the clearer the system, the less corruption thrives.
Without transparency, e-governance fails. Take government offices: when services are delayed or
denied, citizens deserve clear explanations. That accountability eliminates dark corners where
corruption grows.”

Low Public Awareness and Inconsistent Uptake of E-Governance Services

Discussions with participants revealed that public perceptions of e-governance services in Nepal are varied,
with notable gaps in both awareness and usage. While some citizens value the convenience offered by digital
platforms such as the Nagarik App, many still lack a comprehensive understanding of e-governance and its
potential benefits. This limited awareness is particularly pronounced in rural areas, where traditional in-person
methods remain the preferred approach for services that could otherwise be accessed online. Younger, tech-
savvy citizens tend to utilize e

governance more effectively, whereas older individuals or those with limited digital literacy often rely on
intermediaries, sometimes incurring additional costs. The findings underscore the need for enhanced
communication, training, and awareness programs to enable broader public engagement and ensure that more
citizens can fully leverage the advantages of digital governance.

P3:“The perception of e-governance among the general public is quite limited. Most citizens don’t
understand e-governance, the government hasn’t explained it well. Even for simple tasks like passport
applications, people still line up at offices, unaware they could do it online.”

P5: “We young people find apps like Nagarik super helpful. But in rural areas? Many think they need
a computer or ‘the cyber’ to use these services. Tech illiteracy slows everything down.”

P6: “What I've observed is that, as a developing nation, there is a significant lack of awareness. The
educated class that has access to technology is benefiting greatly from it. However, our parents and
elders, they re lost without training. If the government taught them to use at least the Nagarik app,
satisfaction would skyrocket.”

Mixed Satisfaction and Digital Divide in E-Governance

Participants reported that public opinions on e-governance services in Nepal are mixed, with satisfaction
largely influenced by individuals’ access to and familiarity with digital tools. Urban residents with adequate
digital infrastructure generally express higher satisfaction, particularly with platforms like the Nagarik App,
which streamlines processes such as registration and document management. In contrast, rural communities
face significant barriers, including limited

internet access, a shortage of digital devices, and low digital literacy, which restrict their ability to fully
utilize these services. Minor errors in digital procedures can also lead to frustration, as users often have to
restart tasks. While some citizens appreciate the convenience provided by e governance, others experience
confusion, dissatisfaction, or privacy concerns, highlighting the need for improved awareness, accessibility,
and user support.

P1: “In areas where the e-governance system has been implemented, the public generally expresses
satisfaction. People appreciate the efficiency that comes with online service delivery and online
payment options; they find these aspects to be quite convenient and are often pleased with the
improvements in service access. However, there is significant dissatisfaction regarding the areas
where implementation has not yet taken place.”

P2:“Generally speaking, when e-governance services are provided, people are quite happy. Apps like
Nagarik work wonders for urban users, passports in a click! But rural citizens? Many travel hours to
offices, lack internet, or don’t understand digital tools. The divide is real.”

P6: “When it comes to satisfaction, there are mixed feelings. Those who can use these services tend
to be satisfied, while those who cannot are often dissatisfied. More than just dissatisfaction, it seems
they are confused about how to use these services and are concerned about issues like privacy.”
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Challenges in Implementing E-Governance in Nepal

The participants highlight several challenges hindering the effective implementation of e governance in Nepal.
Major issues include limited government strategies and commitment, particularly in terms of coordinated
execution and the expansion of digital infrastructure. A pronounced digital divide exists, with urban
populations benefiting more than rural communities, where access to essential technology such as the internet,
digital devices, and electricity remains constrained. Many citizens also face difficulties in adapting to digital
services due to resistance to change and low levels of digital literacy. Additionally, corruption within the
system can impede progress, as some individuals exploit digital platforms for personal advantage. To
overcome these barriers, experts recommend prioritizing infrastructure development, enhancing internet
connectivity, promoting digital literacy, and establishing community-based service centers to bridge the rural-
urban gap. Strengthening data security, raising public awareness, and addressing resistance to technological
adoption are also crucial for ensuring the effective and equitable implementation of e-governance initiatives.

P1:"Government strategies lack urgency. While digital literacy improved during COVID, gaps
remain. We need better infrastructure, training, and commitment to make e governance work for
everyone."

P2:"IT services only reach cities. Rural areas lack infrastructure, and policies gather dust. Nepal
must prioritize realistic IT plans and invest more like other countries do."

P3: "People resist change - both citizens and officers. The old system feels comfortable. Changing
this mindset is our biggest challenge in implementing e-governance."

P4: "We face capacity issues and a digital divide. Without devices or connectivity, villagers can't
access services. We need community centers like India’'s to bridge this gap."

P5:"Data security keeps me awake. The government must build leak-proof systems to protect
citizens' IDs, bank details, and sensitive information from hackers."

P6: "Corruption kills progress. Some sabotage digital systems to keep taking bribes. Add to this - no
electricity, no internet in villages. How will e-governance reach all 77 districts?"

P7: "The challenges? Simple: no internet, no devices, and too much poverty. Basics first."”

P8: "In remote areas like Jumla, even mobile towers are missing. Economic disparities mean no
smartphones. And local corruption? Another roadblock to digital Nepal."

Strengthening E-Governance for Transparency and Inclusivity

Participants emphasize several opportunities to enhance the effectiveness of e-governance in reducing
corruption. A key factor is the thorough implementation of the government’s e governance master plan, with
particular attention to overcoming execution and funding challenges. Expanding digital services to rural and
hilly areas is critical to ensure inclusivity and equitable access. Simplifying administrative procedures such
as enabling online applications for citizenship can increase transparency and reduce chances for bribery by
facilitating direct payments to government systems. Moreover, minimizing reliance on intermediaries through
improved internet connectivity and user-friendly platforms for rural populations is essential. Strengthening e
governance legislation, alongside broad-based education and awareness programs, will empower citizens to
effectively engage with digital services, thereby further curbing corruption.

P2:“E-governance must reach rural and hilly areas, not just cities. With Nepal’s geography, services
need to work everywhere, or exclusion will continue. With an online system, payments could go
directly to the government, ensuring greater transparency and reducing opportunities for bribery. If
the government prioritizes establishing a functional online system for these processes, it would lead
to a lot of improvements.”

P6:“We can prevent corruption if we can address the role of mediators in services. However, this
requires ensuring internet access reaches all villages. It’s not just about access; the services also need
to be user-friendly. It should be convenient for people in rural areas, so that individuals, including
our parents and relatives, can easily use mobile devices and understand that these services are for
them and that they are secure.”
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P8:“Yes, but only if everyone has the knowledge and skills to use it effectively. When people can
handle their own work through e-governance, corruption can be minimized. However, this requires
widespread education and awareness.”

Digital Transformation for Transparency and Anti-Corruption

Participants highlight that digital transformation in Nepal holds significant potential to reduce corruption
and improve transparency. For e-governance to achieve these goals, comprehensive digitalization is
essential. Shifting to fully digitized services and cashless transactions can minimize opportunities for
informal fees and enhance transparency by making government

procedures more standardized and visible. Centralizing and digitizing data further reduces the risk of
corruption, as all changes are systematically recorded. Implementing e-governance systems across both rural
and urban municipalities is critical to ensure payments are made directly to government accounts, thereby
strengthening accountability. Moreover, educating citizens about digital processes and data security will
encourage broader engagement with these services. Existing initiatives, such as the Nagarik App and online
passport services, have already shown positive effects in limiting corrupt practices.

P1: “Overall, while technology has certainly evolved in Nepal, the ultimate theme remains focused
on digitalization. For e-governance to effectively combat corruption and enhance transparency, it is
essential that we fully embrace this digital transformation.”

P2: “Absolutely! If we fully embrace digitized services and implement cashless transactions, it could
effectively minimize corruption by significantly reducing commission fees. A system where all
government services are executed through an e-governance framework would greatly enhance
transparency and accountability.”

P6: I believe that for e-governance to effectively combat corruption and enhance transparency, it is
essential to provide users with a clear understanding of the processes involved. Show citizens the
process, let them track permits or recommendations in real time. When people see security and clarity,
they’ll engage. No shadows, no corruption.”

Discussion

The findings of this study indicate that Nepal’s e-governance is gradually evolving but continues to fall short
of expectations outlined in the national master plan. Progress has been slow and fragmented, hindered by
weak implementation, limited sectoral integration, inadequate infrastructure, and political instability. While
the COVID-19 pandemic accelerated digital initiatives and improved service accessibility particularly in the
Inland Revenue Department and municipal services Nepal still lags behind international standards (Sharma,
2020). Despite widespread mobile technology use, internet connectivity, and social media penetration, the
country’s low ranking on the E-Government Development Index highlights its unpreparedness for fully
effective e-governance (Buddhacarya & Chatterjee, 2019). Limited public awareness about e-governance
concepts and benefits further constrains adoption. While e-governance has the potential to enhance
administrative efficiency, transparency, and democratic engagement, bridging infrastructure gaps, promoting
digital literacy, raising awareness, and ensuring comprehensive sectoral implementation remain critical.

Participants acknowledged advancements such as the Nagarik App and online applications, which have
improved service accessibility. However, inefficiencies persist, including the need for in person visits,
insufficient centralized platforms, limited data verification, and incomplete digital integration, especially
given Nepal’s geographical and literacy challenges. These observations align with Phuyal (2024), who notes
the Nagarik App’s positive impact but emphasizes ongoing challenges requiring further improvements. The
participants also highlighted the key role of local governments in delivering digital services, particularly in
birth and death registration, health, and education, echoing Dhonju and Shakya (2019). Nevertheless, issues
such as lack of centralized systems and limited internet access hinder their effectiveness, a concern also
emphasized by Pandey (2024), who underscores the need for capacity building among officials alongside IT
infrastructure development.

The study corroborates existing literature regarding e-governance’s positive impact on reducing corruption
by increasing transparency and accountability. Participants emphasized that digital systems limit human
interaction, reducing opportunities for bribery and manipulation, echoing with findings by (Mistry and Jalal
2012), who observed that e-Government initiatives have a more significant impact on reducing corruption in
developing countries. This is consistent with Irfan (2017) and Pathak et al. (2008), who highlight how e-
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governance fosters better government-citizen relationships and contributes to public service improvement.
The participants also discuss the challenges of misuse and hidden charges, which contrast with Kaur and
Singh (2015), Pathak and

Prasad (2005) and Pathak et al. (2008), who argue that effective implementation of e-governance can be a
powerful tool against corruption when well executed. Overall, the participants’ insights agree with these
studies, though they add that without proper system design, training, and implementation, the full benefits of
e-governance may not be realized.

Participants also highlighted the mixed public perception of e-governance, reflecting limited understanding
among citizens. While some appreciate digital services, many remain unaware of the broader benefits,
echoing West (2006) and Badu (2024). Weak long-term strategic planning and insufficient motivation, as
noted by Dhami and Fut6 (2010), further reflect the need for improved public outreach and education to
ensure inclusivity. User satisfaction was higher among digitally literate citizens, whereas rural and older
populations faced challenges due to the digital divide, limited access, and low literacy, aligning with GC et
al. (2024) and Adhikari (2007). Weak infrastructure, poor connectivity, inadequate electricity, low-quality
networks, resistance to change among senior officials, corruption, and insufficient skilled human resources
collectively hinder effective implementation. These findings underscore the need for ICT capacity building,
infrastructure expansion, public awareness campaigns, and stronger leadership to achieve successful e-
governance outcomes.

The study findings, consistent with Dike (2019), affirm e-governance’s potential to enhance transparency,
accountability, citizen participation, and administrative efficiency. Effective implementation requires not
only strategic planning but also addressing practical challenges such as funding, infrastructure, digital
literacy, and equitable access. Participants particularly

emphasized Nepal’s unique geographical constraints, corruption issues, and reliance on intermediaries in
rural areas, while global studies focus on administrative efficiency, privacy, and multilingual access. Both
perspectives converge on the idea that e-governance can significantly improve governance quality but
requires comprehensive, inclusive, and well-managed government efforts with active citizen engagement.

Finally, the study aligns with global experiences (Neupane 2024), emphasizing the need for emerging
technologies, strong infrastructure, centralized citizen data, data security, and legal frameworks. While
developed nations like Estonia and Singapore excel through advanced digital strategies, developing countries,
including Nepal, face challenges such as weak infrastructure and low digital literacy. Successful initiatives
like India’s Digital India campaign demonstrate that targeted efforts can overcome these barriers. Similar
challenges in Sri Lanka Irfan (2017), including shortages of skilled users, political instability, and
underdeveloped IT infrastructure,

mirror Nepal’s context. Evidence from Alam et al. (2023), Ndou (2004), Twizeyimana and Andersson (2019),
and Furuholt and Wahid (2008) further emphasizes e-governance’s role in promoting accountability and
transparency, thereby reducing corruption. While contextual differences exist, the overarching conclusion
remains: effective e-governance is central to enhancing transparency, accountability, and service delivery,
provided that it is supported by proper infrastructure, legal frameworks, citizen awareness, and strategic
implementation.

Conclusion

In conclusion, Nepal has made noteworthy progress in implementing e-governance, yet significant challenges
persist in fully realizing its potential. Initiatives such as the Nagarik App and online government services
have streamlined administrative processes and improved accessibility, particularly in urban areas. However,
uneven adoption, limited digital literacy, and gaps in infrastructure especially in rural and remote regions
continue to restrict the full benefits of digital governance. The capacity of e-governance to enhance
transparency and reduce corruption is evident, but achieving its maximum impact requires continued efforts
to bridge the digital divide, strengthen public awareness, and ensure inclusive access for all citizens.
Prioritizing the development of robust digital infrastructure, improving service quality, and fostering digital
literacy are essential for realizing the vision of a fully functional, equitable, and effective e governance system
in Nepal
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