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S OF SERVICE DELIVERY AT LOCAL LEVEL WITH REFERENCE TO KIRTIPUR MUNICIPALITY Ajaya Krishna
| INTRODUCTION This chapter 3ims to provide background information for explaining the
ice delivery at the local level in Nepal. This chapler consists of the rasearch backgr‘nund. research
ch objective, imitations of-the $tudy and organization of the thesis 1.1 Background The Local
ration Act (2074) is being launched to manage all the focal service delivery and governance concems. It
sradicate the demerits of the Local Self Governance Act-2055. According 10 LOGA-2074, the focal level is
pality, municipality or district assembly The jocal |level in this study refers to the mummpamy or the
. Iwmem ‘mechanism that directly provides services 10 citizens. Mumcupal offices and ward ofﬁces are
ry unils at the local level (Paudet 2017), Local units are formed to manage the public-related problems,
of services close to the people. Public service is difficult to define because it depends on'the context
of a glven country and the state's organization, rules and regulations. Public service composition 3iso has
s The DECO (2022) defines it in terms of what information needs to be provided by a citizen of
mn and how It needs to be provided in the public service request and delivery process. Public services
s petween citizens, businesses and their governments at all levels. Public service means any
public bodies, citizens, businesses and other users of services that takes place directly or through
It includes wellk-known state services, such as health care, education, police. fire or welfare, but is also
this. They also include every instance in which citizens, businesses and others come Into contact with the
n and some form of information exchange occurs: registering, licensing, applying, paying, borrowing, or
quiry. Public services are mostly intangible but can also involve physical works or the supply of goods.
mission, 2017) The public sector is collectively the world's largest service provider. Traditionally, the
been seen as a passive vehicle for executing $ocial poficy mandated by legislation. The state is

ble for delivering all government goods and services, The state has a very important role in making
- goods and services available to ensure 8 certain minimum level of well-being for everyone in need
n. 2014}, Every state, in line with insttutions, culture, traditions, faw and their choice for citizens,
ividuals, organizes its government secvices as a mandatary function. In recent decades, Nepal has
role in providing servicesto its people. Willingness of the people and improvement of service
indicators of ‘good governance”. The margnalization of various communities by their geagraphic
>_ the centre, exclusion on account of e;hmcuy and alienation from the state machingry has left many
& Government's Service. There have been genuine efforts to improve service delivery through the
e “Good Governance Act’, the introduction of the "citizen charter”, “e-governance’, and the .
n of the “right to information” provisions There are further opportunities for -mpi:wung sarwce aehvery

mance, the application of information and communication technology, the empowermem ol




AL

DECLARATION OF AUTHORSHIP

This is to certify that this thesis comprises only my original work, and no part of this A
rescarch has been used for the award for another course or degree. | declare that any
~part of this work is my own. I have indicated that it is my own by acknowledging the
source of that part or those parts of the work.




RECOMMENDATION LETTER

Master of Philosophy in Public Administration (M.Phil) Program

This is to certify that the thesis ’

Submitted by

Ajay Krishna Parajuli

EFFECTIVENESS OF SERVICE DELIVERY AT LOCAL LEVEL
WITH REFERENCE TO KIRTIPUR MUNICIPALITY
has been prepared as approved by this program in the prescribed format of the Faculty

of Management, Central Department of Public Administration. This thesis is

forwarded for examination,

ta Paudel, PhD
Thests Supervisor

Date: ,203’/06/2J



o VIVA-VOCE SHEET
We have conducted the viva-voce examination of the thesis
Submitted by !

Ajay Krishna Parajuli
entitled

mess of Service Delivery at Local Level with Reference to Kigtipur
Sality” and found the thesis to be the original work of the students and written

ae to the prescribed format. We recommend the thesis to be accepted as the partial
nt of the requirements for the Master of Philosophy.

ation Committee M Signature
Prof. Yashoda Kumari Kafle :

.‘i { Dr. Shreekrishna Shrestha &w
3. Prof. Dr. Purushottam Sharma

~ Dr. Susmita Acharya .

- Buddhiman Shrestha (Member Secretary) W :
Dr. Laxmi Kanta Paudel ,,0 -
[
7




ACKNOWLEDGEMENT

At the moment of completing this thesis, | thank everyone who helped me during my
study. | would especially like to express my sincere gratitude to my supervisor, Dr.
Laxmi Kanta Paudel, for this endless commitment, guidance and support throughout
the research period. | sincerely thank Prof. Yashoda Kafle, Head, Central Department
of Public Administration, Tribhuvan University, Dr Buddhiman Shrestha,
Coordinator, Central Department of Public Administration, and other respected
professors of Public Administration Campus for their inspiration and academic
support.

I am thankful to the University Grant Commission, Nepal, for providing financial
support to pursue this study. | would also like to sincerely thank the Campus Chief,
Mr. Hari Bhakta Shahi, for his positive support and encouragement.  Similarly, |
sincerely thank the librarian and all administrative staff at the Public Administration
Campus. | am grateful to Er. Prabin Babu Dhakal for his help during my study and
data analysis through SPSS, | am especially thankful to the administrative staff of the
Kirtipur municipality office for their support in the data collection. | also sincerely
thank all of my respondents and informants for providing their valuable responses and
information in my questionnaire. | thank my colleagues and friends- Mr Sudil
Ghimire, Mr Sunil Khanal, Mr Binod Shahi, Ms Rita Bhandari, and Mr Shahadev
Gautam, with whom we shared stress, courage and knowledge.

| am greatly indebted to my parents for their continuous support and encouragement
in the pursuit of knowledge.

Finally, I am indebted to my wife, Dina G.C., for her support in completing my thesis.

| dedicate this thesis to my family.

Ajay Krishna Parajuli
August, 2023



Executive Summary

It is clear that globalisation has brought significant changes to government
mechanisms. The role of government has become more complex and diversified
today. Governmental plans and policies are the instruments of the service delivery.
The public service achieves this function by converting government plans and policies
into action. Local-level offices are the subunits of the central government and help
with the plans and programs developed and initiated by the central government. Thus,
there is a need to analyse the various ways of delivering services and the determinants

of effective service delivery at the local level.

This study, entitled “Effectiveness of Service Delivery at the Local Level, with
Reference to Kirtipur Municipality”, examines the determinants of effective service
delivery. The study analysed the service delivery system, various determinants of
effective service delivery and the different service delivery models.

The study used both qualitative and quantitative methods for its research
methodology. The main achievement of the study is to explore new knowledge and
ideas regarding service delivery in the context of federalism from present
perspectives. The effectiveness of the service delivery at the local level was measured
by using the different components such as accessibility, adequacy, responsiveness,
competencies, reliability, awareness, communication and attitudes, and the findings
revealed that people’s participation, public information, proper communication
between service receivers and service providers, knowledge of service providers on
ICT and attitudes and behavior of service providers of the local bodies make
significant change in service delivery. This result shows the effectiveness of service

delivery at the local level.

Vi
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