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EXECUTIVE SUMMARY 
 

The research project titled “A Multi-Case Comparative Study of Local Governments: Analyzing 

Success and Learning Lessons” mainly aims at understanding how some local governments are 

consistently able to rank better compared to the local governments that are not able to rank better 

in LISA rankings. The study is a multi-case comparative and has adopted a descriptive qualitative 

research design to explore ground realities due to the need for rich data that could facilitate the 

generation of various categories. Out of ten thematic areas of LISA, the research has mainly 

focused on organization and administration and service delivery aspect of the local levels. 

The data was collected from four local levels – two higher ranked and two lower ranked through 

field visits. The elected representatives and other senior officials were consulted during the visits 

and the information was collected using in-depth interview. The interview data were transcribed 

and a thorough analysis was conducted using MAXQDA software for coding and thematizing.  

The findings of the study have pointed out some areas in organization and administration where 

some differences were observed between the high and low ranked local levels. The role of 

leadership, history and location of local levels, human resource management, capacity 

development and motivation level of the employees were found to be crucial for driving success 

of high ranked ones and some challenges were faced by the local levels in these areas. In the same 

way, digitalization efforts, location of the municipal executive, citizen awareness and feedbacks, 

citizen charter and SOPs for service delivery, strengthening of ward offices and new initiatives 

were the major success areas in service delivery efforts for high ranked local levels. The low 

ranked ones faced some difficulties and challenges in these areas resulting the lower ranks. The 

local levels work closely to the people and are often considered the basis for implementing 
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federalism. Such a comparative study has pointed out some of the lessons to be learnt by other 

local levels as well. The study has explored one of the under-researched area in Nepal and has 

paved ways for other future researched as well. 
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CHAPTER I 

INTRODUCTION 
 

1.1  Background of Study 
 

The adoption of the new Constitution of Nepal in 2015 prepared the way for the nation's unitary 

system of governance to be replaced by a federal system of governance. As a result, one federal 

unit, seven provinces, and 753 local administrations were formed. Though local governments 

existed previously in the form of village development committees, municipalities, and district 

development committees, this Constitution envisioned a new local government system with 

unprecedented powers and an entirely new framework. Among the subnational governments, local 

governments are the closest to the general population in terms of knowing their needs, ambitions, 

and delivery of services, and their role is critical in achieving the goals of the constitution and the 

federal system of governance.  

The local governments have also been given extensive autonomy and power through the 

Constitution and due to this constitutionally entrenched autonomy, the Constitution envisaged 

local government as a key factor in the management of public services and in the protection of 

rights and it forms a critical piece of Nepal’s new federal system (Payne & Breen, 2023). The new 

system also attempts to eliminate all forms of discrimination produced by the previous unitary 

system of governance in order to reduce imbalances in regional and local growth and ensure equal 

benefit sharing.  

Federalism is always a work in progress and Nepal has just entered the second phase of the system. 

The initial five years were challenging and also full of opportunities to institutionalize the changes 
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and serve for greater good of the people. The local government bodies, thus, play an important role 

in establishing, advancing and institutionalizing local democracy in Nepal (Rai & Paudel , 2011). 

The survey of the Nepali People conducted in 2020 shows that an overwhelming majority of Nepali 

citizens think that local government is the arm of the state that is principally responsible for 

education, healthcare and the maintenance of infrastructure. The citizens thus have high hopes that 

the local government will be attributed to delivering the changes envisioned by them (Giri, 

Pyakurel, & Pandey, 2020). 

The local governments are thus looked upon with curiosity from all the spheres of government and 

civil society. The journey of the fully autonomous local governments in the past few years have 

been a constant subject of discussion. Since, every local level is an autonomous smaller entity with 

its own rules and regulations, the uniqueness creates space for research and analysis from 

academicians.  

 

1.2  Statement of Problem 
 

Within the framework of a country's governance, local governments (LGs) are essential 

development players. Their independence and spheres of authority are set forth in the current 

constitution, enabling them to play a significant role in achieving the state's developmental goals. 

Success of local governments acts as a crucial barometer of progress toward the country's broader 

development goals in addition to reflecting the efficiency of their administration. 

Local Government Institutional Capacity Self-Assessment (LISA) is a tool introduced by 

Government of Nepal for self-assessment of performance on the basis of defined parameters. LISA 

has become a significant tool among the local governments as it provides them with an opportunity 
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for self-reflection and evaluation. These rankings, which also promotes healthy competition among 

local governments, assess local governments for their accomplishments in a variety of fields, 

including administration, infrastructure improvement, service provision, and community 

involvement. After the rankings are finalized, the local governments also receive accolades from 

various stakeholders as this indirectly indicate how well they are able to self-assess their works in 

the year with relevant evidences. While these rankings highlight high-ranked LGs, it is vital to 

identify the strategies, tactics, procedures and other success factors that have helped them achieve 

such distinction. Similarly, the rankings also indicate that self-assessment of some LGs are lower. 

Identifying the shortcomings in their strategies, tactics, procedures and other relevant factors that 

could not land them in higher ranks is also important.   

There is a substantial study vacuum in understanding the elements and tactics that contribute to 

success and obstacles of LGs', despite the prevalence of self-assessment instruments and the 

acknowledgment of these LGs. In particular, it is important to record and examine the steps that 

the both categories of LGs took to land into that position. To help other LGs improve their 

performance and make a greater impact on local development, it is also crucial to recognize the 

lessons learnt from the experiences of other better ranked LGs. This study not only aims to 

document the success stories but also proves vital for other local governments to learn from them.  

This study aims to conduct a thorough multi-case comparative examination of the top-ranked and 

low ranked local governments to identify the variables that have contributed in achieving their 

position by investigating their governance frameworks, policies, practices, and community 

engagement strategies. It also attempts to offer practical advice and ideas that other LGs can use 

to improve their own performance and aid in the all-encompassing development that the 

government hopes to achieve. 
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1.3  Research Objectives 
 

The general objective is to understand how some local governments are able to consistently rank 

better as compared to others, along with their strategies and steps taken.  

The specific objectives of the study are: 

i. Explore the strategies adopted by higher LISA ranked local governments to improve 

organizational and administrational capacity and service delivery and the critical 

success factors. 

ii. Explore the constraints and problems faced by lower LISA ranked local governments 

in terms of organizational and administrational capacity and service delivery. 

iii. Analyze and compare the strategic activities, success factors, constraints and problems 

of high and low ranked local governments. 

 

1.4  Rationale 
 

As the main point of contact between the government and its constituents, local governments (LGs) 

are crucial to the governance and development of a country. Understanding the elements that lead 

to the higher or lower ranks of LGs become more crucial as decentralization efforts expand every 

day. This research seeks to fill this gap by performing a multi-case comparative analysis of local 

governments ranked higher and lower in the LISA tool. LGs that rank higher can provide insightful 

information about the strategies and procedures that have allowed them to achieve the results in 

terms of organizational and administration capacity and service delivery. Not only is it important 

to recognize these techniques, but it also serves as a guide for lower ranked LGs looking to improve 
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their own performance. This paper tries to document the best practices that can be modified and 

applied in other circumstances by thoroughly examining these strategies. LGs' experiences can be 

used as a source of useful information to help with local, regional, and national policy and decision-

making.  

Similarly, the challenges of lower ranked LG’s can aware other LGs to be more cautious regarding 

the strategies to be made. This paper tries to provide evidence-based suggestions for enhancing the 

efficacy and efficiency of LGs generally by identifying and examining the various practices 

discovered from these LGs. By using these practices, local governments may become more 

receptive, responsible, and service-oriented, which will eventually benefit citizens and promote 

sustainable development. 

There is still a sizable void in the scholarly literature despite the crucial part LGs play in 

governance and development of Nepal. There aren't many thorough multi-case comparative 

assessments of LGs. The existing researches often concentrate on single-case studies or particular 

LG operations. To fill this research gap and add to the body of knowledge in the field of local 

governance, it is necessary and relevant to conduct a multi-case comparative analysis of LGs. 
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CHAPTER II 

REVIEW OF LITERATURE 
 

Following the Second World War, developing societies had to deal with a number of problems 

with political/public management, including dysfunctional governance, bureaucratic pathology, 

disorganized public institutions, and organizational and functional complexity in the delivery of 

public services. (Escobar, 1988) Federalism was therefore introduced in majority of developing 

countries to handle these institutional issues and inefficiencies, preserve a governing system, and 

enhance institutional capability. Countries strived to balance the authority between the federal and 

state or lower-level governments. However, this introduction was not limited to developing nations 

only. The developed nations along with the developing nations introduced federalism although 

they had their own different reasons in doing so. For instance, the United States created the federal 

principle to protect the populace from outside threats and to boost trade and income creation. It 

was put into place in Switzerland to practice participatory democracy by establishing a local 

representation system. Brazil did the same by decentralizing the operations of the currently 

centralized state (Acharya, July 2018) 

The transition of Nepal to federalism, supported by the Federal Constitution of Nepal, 2015 

established a three-tiered government; Federal, Province and Local Level. Nepal adopted 

federalism aiming to solve regional inequality and reduce economic, social and religious disparity. 

Moreover, the establishment of federal government including the local level government was to 

reach the grassroots level or the doorsteps of every citizen which would not have been possible 

through a centralized power.  

By definition, local government stands for the rural municipalities, municipalities and district 

assemblies that have been bestowed 22 powers that qualifies them to formulate their own laws and 
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implement those powers. In addition to these 22 powers there are other 15 synchronized powers 

that can be executed by all three level of state following the principles of coordination, cooperation 

and coexistence (Government of Nepal, 2015) . The Constitution expresses a sincere commitment 

to establishing an unrestricted society based on the notions of proportional inclusion and 

participation, and it ensures that Dalits and marginalized groups will be granted the right to 

participate in all state institutions in accordance with the notion of proportional inclusion. 

Additionally, local governments are carrying out a wide range of tasks involving public services, 

including planning, implementation, economic development relating to agriculture, livestock, 

cooperative, social development relating to education, health, social security allowances 

distribution, certifications/recommendations, environment, infrastructure, and institutional 

development as mandated by Local Government Operation Act-2017 (LGOA, 2017). 

Furthermore, ward level structures received these authorities and duties. Based on the requirements 

for revenue-sharing outlined in the 2015 Constitution, the Government of Nepal started 

distributing budget funds directly to local governments in 2016/17 under four schemes: 

equalization, conditional grants, special grants, and a matching fund. (Dhungana & Acharya, 2021) 

This marked the first of local governments being mandated to autonomously choose their priorities 

and spend the available resources.  

Acts other than LGOA, 2017, such as the Intergovernmental Fiscal Management Act of 2017 

outlines the procedures for awarding grants to regional governments and allocating the revenue 

obtained from the utilization of natural resources among the three levels of government. Similarly, 

The National Natural Resource and Fiscal Commission (NNRFC) Act of 2017 makes it possible 

to create a formula for an equitable division of income and royalties among the three tiers of 

government.  
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The new local government’s jurisdiction as created by the Local Level Restructuring Commission 

(LLRC) are bigger both in territory and population along with greater responsibilities (The Asia 

Foundation, 2017). Assigning greater responsibility to the local governments aiming to bring 

democracy to every citizen’s doorstep, vest more power and responsibility in local governments 

and make local government focal point for service delivery and economic development show how 

the new constitution and its following mandates have emphasized the role of local governments.  

Before the federal system of governance, a comparable system of measuring performance, known 

as the Minimum Condition and Performance Measure (MCPM), was previously used at the local 

level. The MCPM scores were used as a basis to grant allocation to the local bodies based upon 

the performance of the local bodies (Steffensen & Chapagain, 2010). After the introduction of 

federal system of governance in Nepal, the Local Government Institutional Capacity Self-

Assessment (LISA) took the existence of local governments beyond just on granting authority and 

responsibility.  

The process of creating capacity starts with capacity evaluation. It provides a vivid image of the 

organizational assets and liabilities. The result of this approach calls for the capacity-building 

actions that are required and helps to foster ownership in order to boost self-esteem. In this regard 

the Local Government Institutional Self-Assessment (LISA) was designed and introduced as a tool 

by MoFAGA/PLGSP with the general objective of examining current practices in ten local 

governance-related theme areas. (Kandel, 2021).  While the specific objective of introducing LISA 

were to monitor whether, Local Governments are fulfilling their responsibilities in accordance 

with the Constitution and existing legislation, to assess capacity gaps for formulating and 

implementing effective need-based policies and programs and to ensure the implementation of 

good governance principles (Bhattarai, 2023). The ten theme areas represented by the 100 
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indicators are: 1) Governance System 2) Organization and Administration, 3) Annual Budget and 

Plan Formulation, 4) Fiscal & Financial Management, 5) Service Delivery, 6) Judicial Work 

Performance, 7) Physical Infrastructure Development, 8) Social Inclusion, 9) Environment 

Protection and Disaster Management, and 10) Cooperation and Coordination. (Government of 

Nepal, 2077) 

 The possibility of systematic self-evaluation, determining whether or not the rights and 

responsibilities as stipulated by the constitution and current laws have been suitably exercised, 

determining areas for improvement and persuading stakeholders that it is making an effort to 

legitimately answer people' needs and demands by strengthening its own capacities through self-

evaluation have worked as motivating factors for the local governments to express interest in 

implementing LISA in their own organizations. (Mott MacDonald Ltd, 2020) 

The criteria set in LISA framework introduced the concept of self-evaluation used to create 

awareness among the elected representatives. The use of self-assessment assists in establishing 

baselines, identifying potential gaps, and planning follow-up measures. Its ability to enable 

comparisons between local administrations is one of its most significant benefits. (Mott 

MacDonald Ltd, 2020) This indicates that institutional self-assessment can be utilized as a potent 

instrument to clarify the duties and obligations of elected officials and office holders. The ten 

thematic areas (Governance system, organization and administration, annual budget and plan 

formulation, fiscal and financial management, service delivery, judicial work performance, 

physical infrastructure development, social inclusion, environment protection and disaster 

management and finally cooperation and coordination) are the indicators of the self-assessment 

tool (Government of Nepal, 2077). The actual scenario under each criteria needs to be chosen and 



10 

 

rated by authentication that needs to be verified by formal proof (means of verification), which 

furthered the suitability of the LISA tool (Mott MacDonald Ltd, 2020).  

As a self-assessment tool LISA provides an opportunity to rank the LGs in accordance with the 

preset criterions. However, an evidence-based study regarding such achievement of the rank is 

bound to add value both to the top ranked LGs and other following LGs.  This paper therefore will 

be based on a multi-case analysis of the successful LGs whose applied strategies will eventually 

be a stepping stone to other LGs that want to follow.    
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CHAPTER III 

RESEARCH METHODS 
 

This chapter is mainly concerned with the various processes and procedures that have been used 

to collect and analyze the data for the study. The chapter deals more specifically with how the 

study was carried out in order to meet the objectives set for the study. 

 

3.1 Research Design 
 

This research mainly aims to explore and compare the strategies, success factors and problems of 

high and low ranked local governments of Nepal. For this purpose, the research has adopted a 

descriptive qualitative research design to explore ground realities due to the need for rich data that 

could facilitate the generation of various categories. Qualitative research is usually used in the 

scenario where the categories could not be driven satisfactorily from existing data (Locke, 2003). 

This study would use a multi-case study (or collective case study) approach. In a multiple case 

study method, one issue or concern is selected and the researcher selects multiple case studies to 

illustrate the issue. The researcher might select multiple issues from multiple research cases or 

multiple issues within a single case. Often the researcher also purposefully selects multiple cases 

to show different perspectives on the issue (Creswell, 2013). The multiple case study design 

employs replication logic, in which the researcher or inquirer replicates the processes for each 

case. Because case circumstances differ, qualitative researchers are generally hesitant to generalize 

from one instance to the next. However, in order to generalize effectively, the inquirer must pick 

representative cases for inclusion in the qualitative study (Yin, 2018). This research has hence used 

multiple case study approach where the area of study would be same across multiple cases. The 
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data have been clustered to generate knowledge regarding strategies and success factors that have 

then been categorized to produce suitable themes. Hence, in this study, inductive content analysis 

approach is used (Merriam & Tisdell, 2015).  

 

3.2 Sample and Data Collection 
 

The data source for this study was the primary qualitative data collected by the researchers using 

in depth interview because of the need for rich data. The data have been collected from elected 

head of the local governments i.e., mayors in case of municipalities and chairperson in case of 

rural municipalities and from administrative leaders i.e., chief administrative officers (CAO) or 

senior officers who are available in case of absence of CAOs.  

For selection of sample, LISA ranking was used. The data from LISA ranking published in the 

official website of three latest fiscal years – 76/77, 77/78 and 78/79 were chosen for sampling in 

this study (Local Government Institutional Capacity Self-Assessment (LISA), 2023). Upon careful 

analysis of the data, the local levels which met the two criteria were divided into two separate 

groups. The first criteria being a score of at least 80 and the second criteria being a score below 41 

in all the three or at least two fiscal years.  The first group with a score higher to 80 had a total of 

12 local levels that were consistent in higher ranking as per defined criteria in the last three fiscal 

years. The name of the local levels are as follows: 

Table 3.1: LGs that scored more than 80 in all three fiscal years 

SN LG Code LG Name Province District Type 

1 30108 Shailung Rural 

Municipality 

Bagmati Dolakha Rural 

2 30406 Niklantha Municipality Bagmati Dhading Urban 

3 30407 Jwalamukhi Rural 

Municipality 

Bagmati Dhading Rural 
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4 30603 Gokarneshwor Municipality Bagmati Kathmandu Urban 

5 30905 Dhulikhel Municipality Bagmati Kavrepalanchok Urban 

6 40503 Annapurna Rural 

Municipality 

Gandaki Kaski Rural 

7 40902 Fedikhola Rural 

Municipality 

Gandaki Syangja Rural 

8 41004 Falebas Municipality Gandaki Parbat Urban 

9 50605 Tansen Municipality Lumbini Palpa Urban 

10 50802 Butwal Sub-Metro Lumbini Rupandehi Urban 

11 50808 Tilottama Municipality Lumbini Rupandehi Urban 

12 51002 Ghorahi Sub-Metro Lumbini Dang Urban 

 

In the same way, the second group with a score below 55 in at least two fiscal years had a total of 

43 local levels. Among these, 9 local levels of Bagmati and Lumbini province were selected as 

possible samples based upon the reach, convenience and practicality for data collection. The list 

of such local levels are as follows: 

Table 3.2: LGs that scored less than 55 in at least two fiscal years 

SN LG Code LG Name Province District Type 

1 30401 Ruby Valley Rural 
Municipality 

Bagmati Dhading Rural 

2 30506 Meghang Rural 
Municipality 

Bagmati Nuwakot Rural 

3 30512 Kakani Municipality Bagmati Nuwakot Urban 

4  Bidur Municipality Bagmati Nuwakot Urban 

5 30805 Mahankal Rural 
Municipality 

Bagmati Lalitpur Rural 

6 30806 Bagmati Rural Municipality Bagmati Lalitpur Rural 

7 31210 Bagmati Rural Municipality Bagmati Makwanpur Rural 

8 50205 Madi Rural Municipality Lumbini Rolpa Rural 

9 50707 Susta Rural Municipality Lumbini Nawalparasi Rural 

10 50905 Krishnanagar Municipality Lumbini Kapilbastu Urban 

 

The data collection was done in two phases. The first phase included two local levels, i.e. Meghang 

Rural Municipality and Bidur Municipality of low ranking group and one local level i.e., Nilkantha 

Municipality from the high ranking group–based upon the reach and convenience of the 
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researchers. The second phase was an addition to the high ranking local level i.e., Dhulikhel 

Municipality. The second phase of data collection was carried out only after immediately 

transcribing the interviews of the first phase followed by the coding and theme generation of the 

same. In total the data was collected from 4 local levels through in-depth interviews and insights 

have been drawn accordingly from these data. Out of theses four local governments, all three 

municipalities except Bidur Municipality had their elected representatives running their tenure for 

the second term. 

The LISA procedural guidelines of 2078 have a total of ten thematic areas for performance 

appraisal that represents different dimensions of the local government (Mott MacDonald Ltd, 

2020). Among these areas, the research has mainly focused on the two areas – organization and 

administration and service delivery. These two areas are chosen in order to narrow down the scope 

and focus on deeper understanding of the context. The organizational administration and service 

delivery mechanisms are also inter-related and efficiency in one will pave way for efficiency of 

the other. An efficient administration is needed to improve service delivery mechanisms to ensure 

citizen satisfaction. In this premise, the data collection and analysis will mainly focus on these two 

thematic areas of performance and interview guidelines have been prepared after review of 

available literatures and feedbacks from the experts. 

The field visits were based upon two-way communication with the respondents as per their 

availability and mental readiness. Besides that, the plan for field visit was made on the basis of 

workload and availability of the research team members in order to ensure that no assigned works 

at NASC are hampered. The three districts – Nuwakot, Dhading and Kavrepalanchowk were 

chosen on the basis of proximity from Kathmandu. The contacts and schedules of these four local 

levels from the three districts were fixed prior to the field visit. Interviews were carried out in 
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Nepali considering the comfort of the respondents. The two phases of data collection were 

completed in the month of February and April, 2024 respectively.  

3.3 Data Analysis and Management 
 

Data have been analyzed using inductive content-analysis technique using the MAXQDA software 

for data management and analysis in this research. The qualitative data collected from the 

interviews were transcribed verbatim into English by the researchers ensuring the accurateness and 

essence of the responses. The general principle of data translation, data transcribing and coding 

were carried in the first stage of data analysis (Rugg & Petre, 2007). In the second stage, sorting, 

summing and categorizing were done. The data from multiple case studies were used for analysis 

to generate meaningful insights. For this, main categories of the success factors and strategies 

adopted were determined which were based on categories and sub-categories as per the depth of 

the data collection. The researchers ensure adequate codes in each sub-category to generate data 

on the basis of textual units (Hsieh & Shannon, 2005). Open codes with similar contents were 

arranged in sub-categories and then categorized to formulate highly organized and concise form 

of results (Erlingsson & Brysiewicz, 2017). The data from both rural municipalities and urban 

municipalities were analyzed at once to ensure logical interpretation of the results. 

 

3.4 Quality Assurance 
 

The quality of the paper was assured by ensuring trustworthiness, precise credibility and 

dependability (Saunders, Lewis, & Thornhill, 2009). To ensure credibility, prolonged field-based 

engagement was carried by the entire research team themselves. In-depth meanings were generated 

through direct interactions by visiting the field and making persistent observations of the ground 
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realities. Besides, methods were adopted precisely and both verbal and non-verbal data were 

strictly recorded and considered for analysis. On the other hand, dependability was assured through 

the systematic procedure of coding, sub-categorizing and categorizing. The transcript was 

rigorously studied to make sure that important meanings are included in the analysis. 
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CHAPTER IV 

FINDINGS 
 

 

This chapter mainly deals with the analysis of the collected data using various methods. The data 

was collected using in depth interviews with the elected and senior officials of the selected local 

governments. After that, the interview data were transcribed and coded using MAXQDA software. 

Thematic analysis was conducted using the same software. The analysis and interpretation of the 

data is done and major findings are presented. 

 

4.1 Organization and Administration 
 

The first area of analysis in this research was the organization and administration of the local 

governments and how are they managing their organization for better performance and delivery. 

The comparative analysis and findings of the LGs are presented in table 4.1 

Table 4.1: Comparative Thematic Analysis of Organization and Administration 

Themes Higher Ranked LG Codes Lower ranked LG Codes 

Role of Leadership 

(Political and 

Administrative) 

• Updated O & M 

• Practice of giving TORs 

(either fully or partially) 

• Active participation of 

political and administrative 

leaders in various capacity 

building programs 

• Performance contracts 

done 

• Recruitment issues due to 

unsuitable O & M 

• More focus on 

developmental needs so 

organizational 

strengthening getting less 

attention 

• Aware about TOR and 

Performance Contract but 

not practiced 

History and Location 

of LG 
• Old LGs having own 

employee and legacy to 

start with 

• Experience helping them 

work better 

• Newly formed or newly 

restructured LGs 

• Lack of experience 

• Remote location 
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• LG located near 

Kathmandu Valley 

Human Resource 

Management 
• Old local levels so staffs 

present from previous 

structure 

• Permanent positions 

almost fulfilled 

• Some positions hired on 

contract 

• Major challenge to fulfil 

permanent positions in 

newly formed LG 

• Retention issue in older 

LGs 

• Employee management 

through contract hiring 

Capacity 

Development of 

Employees 

• Skill oriented trainings 

given to employees 

• Budget allocation for 

trainings 

• Coordination with 

province and federal 

offices for trainings 

• Policy level hurdles 

• Only few trainings given 

to employees 

• Budget not allocated for 

trainings 

• Dependency on other 

offices for training 

• Policy level hurdles 

Motivation Level of 

Employees 
• Employees seem to be 

fairly motivated with high 

retention 

• Employees focusing on 

federal jobs 

• No new initiations taken 

by employees 

 

4.1.1 Role of Leadership 

 

Case of Higher Ranked LGs 

The role of leadership is found to be crucial for overall functioning of the organization. The 

leadership of such local levels have taken various strategic and operational decisions and 

initiatives. Nilkantha municipality has conducted their own O & M survey as per their need instead 

of relying on the structure provided by MoFAGA. As per the respondent, the structure given by 

the ministry during the initial days is a one-size-fits-all solution and is not effective in many cases. 

The timely updated structure had helped them design a robust structure to deliver effective services 

as per the status and need of the local level. In the same way, Dhulikhel municipality is also on the 

process of making changes to the existing structure. One of the respondents expressed: 
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Our recruitment is done as per our recent Organization and Management Survey. We had 

been recruiting based on the O&M Survey done by the MOFOGA…. However, the need of 

another O&M survey was felt after the establishment of Local Levels (Respondent 4) 

 

Similarly, the high-ranking local levels had adopted the practice of defining Terms of Reference 

(TOR) as per thematic departments. In Nilkantha, TORs were fully defined while in Dhulikhel, 

TORs were partially defined. Presence of such TOR ensures clarity of work and also help in 

removing the duplication of works among various thematic branches. The presence of relevant 

organogram with well-defined TOR has paved ways for the local governments to perform better. 

As per the respondents: 

We have provided a detailed Terms of Reference (ToR) of Thematic Area/ Division/ 

Section/Unit. (Respondent 4) 

…The ToR are not completely provided to all, but most of them have it. Even I have it. 

(Respondent 6) 

 

The respondents of high ranking local level also expressed that there is active participation from 

both the mayors/chairpersons and CAOs in various skill oriented trainings and other programs held 

by the local levels. They often monitor and evaluate the program and also provide valuable insights 

for making the program even better. Such active participation provided a sense of responsibility 

and also help in making the learning process better. Such efforts have provided a sense of 

motivation to the employees as well.  
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Both the mayor and CAO are actively involved in any activities whether it takes place 

inside the office or outside the office. These actions motivate us and also help us learn 

better. (Respondent 4) 

Case of Lower Ranked LG 

In the case of lower ranked local governments, the role of leadership is found to be focused mainly 

on developmental needs or some other issues of the LG, thus under shadowing the internal 

organizational strengthening. In case of Meghang, the budget mainly focuses on developmental 

needs: 

Most of our budget is focused on development sector like road construction. (Respondent 

1) 

In case of Bidur, the leadership is now mainly focused on developing tourism of the LG and more 

budget is allocated on such strategic activities.  

The organogram prepared in the initial days is being followed by the LGs and managing HR as 

per such organogram is a challenge. The human resources are being managed on contingency basis 

through contract hiring. In the case of Bidur Municipality, they are in the process of updating the 

organogram but Meghang has not thought about such structural and operational changes. 

Similarly, the practice of detailing out the TOR for each thematic unit and positions are not seen 

in lower ranked LGs. They also do not have any system of doing a performance contract of CAOs 

and other leadership positions. Upon careful inspection, the leadership of such LGs are well aware 

about the importance of such tools but are not able to implement them due to various reasons.  
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I know the terms of reference are to be given… but we have not been able to give it to 

employees. We have also not been able to do the performance contract with the staff 

members. (Respondent 1) 

We have been working on the Terms of Reference (ToR) of thematic area/ unit however it’s 

not in full function. We don’t have that “trend” here. Same can be said about the 

performance contract. We have been working on it, but it is not in trend. (Respondent 2) 

 

4.1.2 History and Location of LG 

 

Case of Higher Ranked LGs 

The high ranked LGs considered in this study were established as municipalities before the 

implementation of federalism. Although the jurisdictions of LGs were different prior to federalism, 

the local levels were already working closer to people and already had some employees to carry 

out the day to day works. The high ranking LGs seem to have capitalized on this competitive 

advantage of experience to carry out the functions better as the employees already had some skills 

and experience needed to perform the jobs better. In the same way, the citizens were also aware 

about the roles and jurisdictions of the LGs. 

This municipality was established before the restructuring of the state so some employees 

were present to start with … (Respondent 4) 

In case of Dhulikhel, the location also played a vital role. Being near to Kathmandu, many 

experimental and innovative ideas are first piloted here providing a starting competitive edge for 
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the LGs. The elected representatives also get a good chance of networking with various agencies 

and thus opening ways for performing better. 

It seems like Dhulikhel is taken as an experimental area due to its location closer to 

Kathmandu which most of time benefits us. They test and perform the piloting for new and 

innovative ideas (Respondent 6) 

 

Case of Lower Ranked LGs 

In case of low ranking LGs, the newly formed structure seemed as a challenge, especially during 

the initial years and the impact of such challenges are carried on further. The newly formed local 

levels faced challenges of having inexperienced and inadequate staffs for carrying out day to day 

jobs: 

The elections took place in 2074 however, we had to wait until 2076 for employee inflow. 

This was one of the major problems faced … (Respondent 1) 

Another important factor is the remote location of the LG making the place unattractive for 

employees who might be looking for a long term commitment. The permanent employees also 

seem to look for opportunities elsewhere. It is difficult for the LGs to hire staffs even in contract 

and some positions still remain vacant, thus interrupting the workflow.  

In case of Bidur, the municipality was formed prior to implementation of federalism. After the 

restructuring, some nearby VDCs were added to form a bigger local level. Although being located 

closer to Kathmandu in an urban area, the LG seem to struggle with performance. The legacy of 

older local level doesn’t seem to work in case of Bidur. 
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4.1.3 Human Resource Management 

 

Case of Higher Ranked LG 

Effective human resource management has always been a challenge to the local levels. The older 

local levels had some advantages due to presence of previous staffs. The initial phases were very 

difficult in terms of managing human resources but in the second phase the employee management 

had been relatively easier. The permanent positions were mostly fulfilled in the high ranking LGs 

and some technical positions were hired on contract basis. The higher ranked local levels were 

found to manage the current pool of staffs better by prioritizing the higher workload. These LGs 

ensured that ward offices are fully optimized for better services with no interruption of services. 

Since Wards are the first contact point for any citizen, we make sure that absence any one 

employee in wards won’t halt the workflow. (Respondent 4) 

The administrative positions of such LGs are fulfilled making decision making process easy and 

clear. The high ranked LGs have only a few positions contracted out mainly in the technical fields. 

There are employees who are working since the start of the federalism which provides an edge 

compared to frequent change of employees.   

 

Case of Lower Ranked LGs 

One of the major challenges faced by low ranked LGs is the lack of adequate staffs to perform day 

to day jobs. The permanent positions in case of newly formed LGs like Meghang are still vacant 

and one ward secretary sometimes have to look after multiple wards. There are some vacant 

positions in major thematic units like health and education which are priority area for service 
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delivery. The same issue is seen in older local levels like Bidur. The employees have high affinity 

towards federal or provincial level jobs and thus mostly spend time preparing for Province or 

Federal level jobs showing reluctance to work actively in the LG. These reflections were made 

both by administrative and political leadership 

The biggest problem that we have been facing regarding our employees is the turnover 

rate that arises from their keen interest to serve the federal level. The employees even 

though they are recruited here spend most of their time studying for the federal level 

examinations. (Respondent 2) 

… our employees need to put effort which I don’t see in every one here. Few of our 

employees are sincere and want to gain that expertise in their respective field. However, 

some don’t put effort at all and they just don’t care. (Respondent 3) 

Any local level need adequate number of qualified staffs for proper functioning. Such cases are 

not seen in case of low ranking LGs.  

4.1.4 Capacity Development of Employees 

 

Case of Higher Ranked LGs 

The high ranking LGs are found to invest in developing the capacity of employees through various 

trainings and exposure visits. The trainings provided are more focused on skill based training 

needed for performing day to day jobs. The LGs are using various standard software and systems 

relating to payment, revenue, registration and other works. The employees are given specific 

trainings on these systems. 
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We have managed to provide exposure visits for elected representatives and other skill-

based training for employees. We also provide job based training and departmental 

trainings as well. Different approaches have been followed for developing the elected 

representatives as well. (Respondent 6) 

The budget allocation is relatively lower in capacity development area but these LGs were found 

to conduct self-funded programs for capacity development. Similarly, these LGs were found to 

coordinate with province and federal level and other agencies for capacity development activities. 

This approach has helped in capacity development of the employees. 

Despite these efforts the employees felt that the trainings are not sufficient as the trainings are 

given to officer level or above. Similarly, the trainings should be shifted to online training due to 

limited human resource who cannot go far for trainings. 

…Even the trainings provided from federal and provincial level are given to the officer 

level and above employees despite the fact that it is the assistant level employees that work 

at the ground level and interact with citizens more. (Respondent 4) 

The high ranking LGs have understood the importance of trainings but are unable to provide long 

term trainings for career growth due to the absence of sheet roll number and federal civil service 

act. There are some unclear provisions in the transition phase of federalism.  

Our employees have not been given their sheet roll no. which acted as a hindrance for them 

to fill form for promotion. Similarly, without that they can’t be enrolled in any training 

initiated from federal and provincial level as well. (Respondent 4) 
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Case of Lower Ranked LGs 

In the case of low ranking LGs, the trainings were limited to a few trainings per year. Since the 

main focus is on development, almost no budget is allocated for capacity development programs. 

The only source of trainings are the ones provided by province, federal or other various 

organizations. The need for capacity development is felt by the leadership but the programs are 

not explicitly defined.  

Regarding our employee’s capacity development, it has been handled by Bagmati PCGG. 

We have not done it internally (Respondent 3) 

There are some policy level hurdles for capacity development of employees of these local levels 

similar to high ranking LGs. 

4.1.5 Motivation Level of Employees 

 

Case of higher ranked LGs 

The motivation level of employees was found to be relatively high through observation and 

interaction with the employees in the high ranking LGs. Most of the employees were found to 

work for long service years in these LGs. The retention of employees is also higher in case of these 

LGs. In case of Nilkantha and Dhulikhel, the employees were working there since a long time and 

expressed that they are fairly satisfied with their jobs and motivation level is also higher. 

Case of lower ranked LGs 

In case of low ranking LGs, the motivation level is found to be lesser compared to high ranking 

LGs. There is high issue of retention in remotely located LGs like Meghang but the motivation 

also seemed to be low in urban LGs like Bidur. 
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The biggest problem that we have been facing regarding our employees is the turnover 

rate that arises from their keen interest to serve the federal level. The employees even 

though they are recruited here spend most of their time studying for the federal level 

examinations. (Respondent 2) 

The lack of motivation is also reflected in day to day work, thus impacting the day to day 

operations. 

Our employees need to put effort which I don’t see in every one here. Few of our employees 

are sincere and want to gain that expertise in their respective field. However, some don’t 

put effort at all and they just don’t care. (Respondent 3) 

 

4.2 Service Delivery 
 

The service delivery aspect of the local governments was also analyzed and the thematic analysis 

of this aspect is presented in table 4.2  

Table 4.2: Comparative Thematic Analysis of Service Delivery 

Themes Higher Ranked LG Codes Lower Ranked LG Codes 

Digitalization of 

services 
• IT tools fully 

implemented for service 

delivery 

• Banking channels fully 

utilized 

• IT tools mostly 

implemented for service 

delivery 

• Banking channel 

partially utilized 

Location of municipal 

executive office 
• Centrally located and all 

services given within the 

premise 

• Location of municipal 

executive unfavorable 

for some wards 

Citizen Awareness and 

Customer Feedback 

Handling 

• Citizens fairly aware 

about services 

• Citizens expect elected 

officials to be present at 

office 

• Citizens are unaware and 

confused about services 

• Complains of untimely 

service by citizens 
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• Feedbacks are taken and 

discussed on periodic 

basis 

• Presence of feedback 

system but no actions 

taken 

Citizen Charter • Citizen charter kept and 

utilized fully 

• Shift towards digital/web-

based citizen charter and 

services 

• Citizen charter present 

and followed 

• Digitalization efforts not 

seen 

 

SOP for service 

delivery 
• No clear SOPs present • No clear SOPs present 

Service of ward offices • Ward offices strengthened 

to work autonomously 

• Ensured presence of staffs 

at ward 

• Ward offices 

strengthened for service 

delivery 

• Insufficient ward 

secretaries 

New Initiatives in 

Service Delivery 
• Formation of 5 different 

councils for working on 5 

different areas 

• IT enabled integrated 

municipal service portal 

under testing 

• No such initiatives taken 

 

4.2.1 Digitalization of Services 

 

Case of higher ranked LGs 

Investing in the digitalization of services is an issue of national interest and so was the case as 

observed in the high ranking LGs. Understanding the importance and the efficient result of use of 

IT, such tools were found to be used in a full-fledged manner. The websites of the LGs were also 

found to be updated with the latest information. Similarly, the citizens didn’t have to reach neither 

the municipal office nor the wards to receive the social allowances as the banking channels were 

fully utilized for the same. 

We are trying to provide maximum services through digitalization. We have also been 

providing the social allowances completely through banking channel. (Respondent 5) 
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The social allowances are completely distributed through banking channel and we have 

also been indulged in E-Bidding. (Respondent 6)  

Case of lower Ranked LGs 

In case of low ranking LGs, the digitalization of services was given less importance as compared 

to the high ranking LGs. Despite digitalizing the revenue process, the use of IT in a comprehensive 

way is limited to preparing annual plans. Similarly, the banking channel has only been partially 

utilized for distributing the social allowances. In the case of Bidur, the distribution of social 

allowances was found to be completely done using banking channel. The urban location of the LG 

may have helped to integrate banking systems thoroughly. 

We have been using IT in preparation of our annual plan…. social allowances have been 

provided through wards. (Respondent 2) 

The use of IT has been done to input our municipal plan… however the payment of various 

social allowances is not done through banking channel. (Respondent 1) 

 

4.2.2 Location of Municipal Executive Office 

 

Case of high ranking LGs 

The geographical location and topographical structure of Nepal makes the reach to service delivery 

a challenge for the citizens as well as the service providers. In this scenario, access to the service 

delivery is as equally important as providing any service. The LGs must be extra cautious. The 

high ranking LGs were thoughtful regarding the accessibility to the municipal executive office by 
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all wards and therefore made provisions to provide all services within the same premise and 

equally accessible to all. 

Case of lower ranked LGs 

The access to the municipal executive office in low-ranking LGs was unfavorable for some wards 

until now. However, provisions for making all services equally accessible to all were being made.  

We have 7 wards……The location of old building couldn’t cater ward 5 and 6 in terms of 

convenience. It was hard for the service seekers of those wards to come to the municipal 

building. Therefore, new building in a different location is under construction keeping in 

mind everyone’s convenience. (Respondent 1) 

4.2.3 Citizen Awareness level and Customer Feedback Handling  

 

Case of higher ranked LGs 

Proper feedback mechanism allows room for improvement for any LG. However, making the 

service seekers aware about the scope and limitation of the LG is equally important and 

challenging. In high ranking LGs feedback regarding the service provided was found to be taken, 

discussed and addressed on periodic basis. Similarly, citizens were fairly aware about services that 

they could get from the LG. Moreover, they expected the presence of elected officials at the office. 

We have been collecting customer satisfaction evaluation form…. even from the wards. 

The records are good. Citizens seek the presence of Mayor and CAO in their respective 

chambers. (Respondent 4)  

We have made available the suggestion box for the citizens and even happily entertain 

verbal feedbacks. (Respondent 5)  
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Case of lower ranked LGs 

The presence of feedback mechanism or system was similar to that of the high ranking LGs 

however, its implementation and actions taken on it was seen to be minimal. Similarly, citizens 

were unaware and confused about the services they could seek from the LGs. Citizens came to 

seek for service without proper documentation. Moreover, there were cases of untimely service 

delivery faced by the citizens. 

… sometimes locals come to seek service without proper documentation. In such cases we 

return them back with proper information. (Respondent 1) 

We can also confirm this through our customer feedback form that we have put up in our 

website. We have monitored it once until now. However, we have not forwarded it in 

Municipal hearing. (Respondent 2) 

4.2.4 Presence of Citizen Charter and SOP for Service Delivery 

 

Case of higher ranked LGs 

Presence of citizen charter promotes social accountability that helps the citizens understand the 

offerings of services from that particular LG. On the other hand, Standard Operating procedures 

ensures reduction of errors and enhances quality as every employee follows the same methods. 

The high ranking LGs had citizens charter and utilized it fully. Moreover, they had shifted towards 

digital or web-based availability of the citizen charter and services. In case of SOP for service 

delivery, it was neither formulated nor used. 
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Citizens Charter is available. The wards have their own and municipal office have their 

own and it is integrated in a system. The Standard Operating Procedures (SoP) have not 

been prepared. (Respondent 5) 

 

Case of lower ranked LGs 

Similar to the case of high ranking LGs, the citizen charter is present followed. However, its 

digitalization efforts were not seen. Again, the case of SOP was similar to the high ranking LGs, 

i.e., it was not present. They perform works on ad-hoc basis and sometimes it creates problem like 

duplication of works. 

We have no such Standard operating procedures (SOP) of service delivery. (Respondent 

1) 

Our standard operating procedures are evident through citizens charter and we have been 

satisfactorily following that. (Respondent 2) 

4.2.5 Service of Ward Offices 

 

Case of higher ranked LGs 

One of the immediate reasons of establishing the local governments was for the citizens to easily 

and instantly access the services provided by the government. In that scenario only by authorizing 

the wards to provide maximum services would address the needs of citizens immediately. The 

wards of higher ranked LGs were strengthened as they were delegated with authority and 

responsibility for efficient and effective service delivery. This was in terms supported by the 

adequate number of employees present in the wards.  
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Maximum services are provided through wards. …other monitoring works are delegated 

to the ward offices.…. we have delegated most of the service providing authority to the 

wards for ease of the customers. (Respondent 5) 

Since wards are the first contact point for any citizen, we make sure that absence of any 

one employee in wards won’t halt the workflow. (Respondent 4) 

 

Case of lower ranked LGs 

The wards of the low ranking LGs even though had access to service delivery, authorities were not 

found to be completely autonomous. Moreover, the major problem was seen regarding the 

insufficient number of ward secretaries. In that manner, even if the authorities and responsibilities 

for service delivery were to be fully delegated, lack of human resource would be a major restraint. 

The elections took place in 2074 however, we had to wait until 2076 for employee inflow. 

We have 7 wards but we only had a chief administrative officer, an accountant and a 

technician only in permanent position deputed in this local level…... one ward secretary is 

responsible for 2 or sometimes 3 wards due to the inadequacy of personnel (Respondent 

1) 

 

4.2.6 New Initiatives in Service Delivery 

 

Case of higher Ranked LGs 

New initiatives taken in the service delivery sector assists any LGs to take a leap towards providing 

better service delivery and earning satisfied citizens. The initiatives taken in high ranking LGs 
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were focused towards direct involvement of citizens in service delivery and integrating IT in 

service portals. The involvement of citizens in service delivery was done through the formation of 

5 different councils working on 5 different areas. The areas included, women, child, indigenous, 

disabled and youth. The councils were formed with a legal framework and had its own act. The 

chairperson of each council is the LG mayor. However other posts below the chairperson were to 

be occupied by the citizens of that LG. These councils also have access to their own budget for 

them to take initiation in their respective fields.  

We have a very unique way of delivering service. It is through 5 councils that we have 

formed relating to youth, child, indigenous group, women and disabled group. The 

members of the council are first selected through wards and then we refine the selection 

again…. They have a tenure of 5 years. The mayor is the chairperson of all 5 councils. 

However, the post of deputy chairperson is held by the citizen themselves. The members 

assist and support the projects relating to their council in their own wards, they have 

access to certain budgets too. They have regular meetings too. (Respondent 6) 

Similarly, the approach to establish an integrated IT enabled service portals is also ongoing a test 

phase. In addition to that, openness towards any new and innovative ideas brought by third party 

as a pilot test also introduced the LG towards opportunity of better service delivery.  

We are taken as an experimental area which most of time benefits us. They test and perform 

the piloting for new and innovative ideas relating to service delivery in our services. 

(Respondent 6) 
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Case of lower ranked LGs 

The low ranking LGs were completely occupied by focusing on the developmental works and no 

such initiatives were taken from their side to strengthen the organization and its service delivery.  
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CHAPTER V 

DISCUSSION, CONCLUSION AND IMPLICATIONS 
 

In this chapter, the research results are discussed, based on the findings of previous literature and 

the conclusions have been presented. Similarly, the implications of this research and 

recommendation for future research is presented.  

 

5.1 Discussion 
 

The research has mainly focused on the local levels of Nepal and has tried to compare the 

consistently higher and lower self-ranked local levels as per LISA rankings.  Generally speaking, 

Local Government Operation Act 2074 serves as the foundation for LISA indicators. There are 

100 indicators total under 10 thematic areas in the LISA guidelines. According to the Nepalese 

constitution and current laws, the thematic areas and indicators included in the LISA guidelines 

represent the expected responsibilities of local government (Mott MacDonald Ltd, 2020). Prior to 

the restructuring of the state, MCPM was used for allocating grants and making other policy 

decisions. LISA is an updated version that caters for the accountability of LGs as per the spirit and 

mandates of the Constitution of Nepal, 2015. Out of the ten thematic areas of LISA, two areas 

namely Organization & Administration and Service Delivery were chosen for comparative 

analysis.  

The primary findings of this study help point out the success factors and challenges faced by 

various LGs of Bagmati Province. There is a major role of leadership (both political and 

administrative) to drive the activities of LGs in fulfilling the citizen expectations and delivering 

results envisioned by the Constitution of Nepal. The strategic directions and decisions taken by 

the leadership are crucial for any organizational success. The role of leadership in the capacity 
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building of the institution seems to be imperative. The nature of local governance is collaborative 

in nature, and consultation and coordination with various stakeholders are essential in this modern 

day and age. In essence, the scope and roles of leadership have been widened and it demands 

dynamic and effective leadership so that they can make local levels more capable to tackle 

problems and promote rural development and grass-roots democracy (Chaudhary, Shrestha, & 

Sapkota, 2023). The priority of the leaders in day to day operations and strengthening of capacity 

drive the success of LG and help achieve developmental goals as well. The typical characteristics 

of a transformational leader (House, 1998) like vision, role modeling, inspirational communication 

and intellectual stimulation are expected from the leaders which has impact on the job performance 

leading to better service delivery and an effective governance (Taamneh, Alshboul, & Almaaitah, 

2021). The political leaders are the elected representatives of the local populace and therefore, a 

major expectation of local citizens with the local government is evident and they are the major 

driving force for any organization to perform better and deliver results.  

In the same way, the history and location of the LGs also play an important role in managing 

human and other resources to carry out the functions of local levels. Older local levels had a 

competitive advantage with presence of pool of experienced candidates compared to newly formed 

local levels. The local levels were present in Nepal before federalism but their mandates were a 

little different. The new constitution has taken a step further and strengthened the local level with 

various levels of autonomy. So a presence of experienced human resources is crucial for 

organizational success (Pfeffer & Veiga, 1999). Another important factor to manage the HR 

effectively is the location of LGs. It is impossible to overstate how important human resource 

management is to any organization's ability to accomplish its goals and objectives (Igwe, 

Onwumere, & Egbo, 2014). In the same way, the geographic location is also an important driver 
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for local levels to start with. Local levels located in an economically active and urban locations 

can handle situations better compared to remote locations with lesser economic activities. Location 

alone cannot determine the performance but is an important driver (Olowu & Smoke, 1992). 

The capacity development of human resources and keeping the motivation higher are also some of 

the success factors of higher ranked LGs compared to less focus on capacity development by the 

lower ranked LGs. Training and development activities have a beneficial relationship with the 

efficiency of organizations. Benefits of capacity development for public sector workers include 

higher job satisfaction, increased motivation and lower employee turnover. The effect of training 

and development on interpersonal and teamwork within an organization is evident and has both 

short- and long-term benefits (Obi-Anike & Ekwe, 2014). Various studies shows that the local 

levels are not highly bureaucratic in terms of authority structure (Pandey & Wright, 2006) which 

is essential to take quick decisions and implement them efficiently. The local levels with visionary 

leadership for strengthening the organizations have found to rank better and carry out the mandates 

effectively.  

Another theme chosen for analysis is the status of service delivery. With the rapid growth of ICT 

and digital technologies and in consistent with the Digital Nepal Framework 2019, the 

digitalization efforts in local service delivery is a must. The framework recommends to ensure that 

strategies are developed to fully on-board provincial and local governments as key pillars of 

mission execution and concrete follow-up measures are taken to map digital initiatives to all 3 tiers 

of the government (Ministry of Communication and Information Technology, 2019). Considering 

the spirit of digitalizing Nepal, both the higher and lower ranked LGs have adopted digitalization 

efforts in service delivery. The high ranking LGs have digitalized almost all of their services 

including social security benefit distribution for efficiency and transparency. The implementation 
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of digital transformation enhances public service delivery efficiency, citizen involvement, and 

government accountability. Technological readiness is a key component of local government 

digital transformation, and it drives digital change in public service delivery through increased 

organizational efficiency, meeting citizen expectations, and responding to superior demands from 

higher authorities (Latupeirissa, et al., 2024). The local levels are constantly trying to improve the 

service delivery through various innovative efforts. ICT plays a crucial role in such innovations. 

The innovations are not just limited to ICT but policy level innovations as well. The high ranking 

LGs have also been found to experiment with innovative ideas for service delivery whereas lower 

ranked ones were found to be more reactive in nature.  

Another important factor in service delivery is the location of municipal executive office. The 

service delivery was found to be smooth when the main office is easily accessible from all the 

wards of the LG. Similarly, another factor for service delivery status is the level of awareness of 

citizen. It is thus important that the citizens are educated about the services and how to obtain those 

services. Such educational efforts are usually reflected in awareness programs, citizen charter and 

standardized SOP for service delivery. Following the enactment of the citizen's charter, the public 

can now communicate with officials, information is now more readily available, municipal human 

resource capacities for service provision are improving, and overall service quality is increasing 

(Jamil, Dhakal, Haque, Paudel, & Baniamin, 2021). One of the major factors considered by high 

ranking LGs is the use of citizen feedback for improving the service delivery. Citizen feedback are 

often used as a tool for continuous improvement in public sector. Feedback is valuable not only 

because it can bring attention to service failures, but also because it can highlight areas for 

improvement and showcase potential for innovative solutions (Simmons, Birchall, & Prout, 2011). 



40 

 

Hence it is important to consider the feedback of the citizens to design and deliver better services 

to the people. 

The comparative case study method used in this study helped analyse the research question in 

detail from various perspectives The comparative case study approach promotes a model of multi-

site fieldwork that examines across sites and scales. It promotes simultaneous and overlapping 

attention to the different dimensions of comparison (Bartlett & Vavrus, 2017). In the same way, 

the LISA tool is an important self-evaluation tool to provide inputs for future improvements. It is 

thus imperative for LGs to learn from better ranked ones and also find out the shortcomings in 

their current approach and devise improvement efforts. 

 

5.2 Conclusion 
 

The present changed context of Nepal has enhanced the role of local level government and this has 

increased the citizen expectations as well. The comparative analysis of higher and lower ranked 

local levels helps in understanding the success factors and the challenges and this research has 

tried to analyse the same. The study has revealed that the role of leadership, history and legacy of 

local levels, human resource management, capacity development and motivation level of 

employees are essential drivers for success of organization and administration of the local 

governments. The higher ranked governments were found to improve on these factors while the 

lower ranked local governments were found lacking on these fronts. The lower ranking local levels 

are mainly focusing on developmental needs and other needs thus under shadowing the 

improvements in the operational, organizational and administrative efficiency.  

The service delivery status is another area of study in this research. Both the high and low ranking 

local levels were found to introduce ICT and digitalization in service delivery efforts. There are 
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various systems introduced by federal and provincial government which are being used by the 

local levels. New and innovative efforts were also implemented by high ranking local levels. Local 

levels have the autonomy to implement various innovations and high ranked LGs were able to use 

this for better service delivery.  Similarly, the high ranked LGs were found to strengthen the ward 

offices to work autonomously. The true beauty of federalism is the autonomy provided to the LGs 

and some LGs were found to use this to strengthen the ward offices and improve service delivery.  

 

5.3 Implications 
 

The implications of this current study have its significance on various areas of interest – the general 

academia, bureaucrats and elected leaders. One of the main implications of the study in general 

academia is that it mainly contributes to the existing literatures regarding the comparative analysis 

of high and low ranking local governments. This type of comparative study is one of the lesser 

researched area in Nepal and this study adds to the literatures.  

There are several areas where the research can be taken further to gain new insights. The study is 

conducted considering only two of the ten thematic areas of LISA. Hence a thorough analysis of 

all the 10 themes can be used in order to maximize the generalizability of the research. Similarly, 

the study can be further conducted at other provincial level for comparative analysis among the 

various geographic locations. In addition, this research is mainly based on qualitative methods, so 

a mixed method involving both quantitative and qualitative methods can also be employed to have 

a deeper understanding. 
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