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ABSTRACT
Passport is an essential document that is required while travelling countries other than 
one’s own residence. People travel abroad for search of employment, higher education, 
immigration, or entertainment. Accordingly, the requirement for passport is obvious. In 
order to issue a passport, the Department of Passport (DoP) should receive the form filled by 
applicants with the verified and correct information. The information verification is a very 
sensitive and lengthy process in Nepal as it is a paper-based system initiated and done from 
the local level. All the information at local level is in paper-based system, as digitization of 
data is still on the way. The DoP has implemented online pre-enrollment system to facilitate 
the passport application process. The assumption is that the introduction of technology 
improves the service delivery. 

The objective of this study is to explore the online pre-enrollment system of DoP in passport 
processing and understand whether its implementation has improved the public service 
delivery in providing passports to the targeted audience. The study uses mixed method, 
consisting of E-Government Maturity Models (E-GovMM) and SWOT analysis to analyze 
the status of existing online pre-enrollment system. For this, we performed a purposive survey 
to collect the views of the officials on the use of the system. The collection mechanism of data 
are observations, historical records, documentary, and online survey. The literature review 
of public service delivery and e-government systems, review of the DoP responsibilities 
and performance, statistical analysis of survey data has helped us understand the service 
provider perspective on status of public service delivery through the implementation of 
the system. This study showed that the maturity level of the system is in alignment with the 
existing status of the online pre-enrollment system, which has attained the transactional 
level of maturity. Despite the low level of development in telecommunication infrastructure 
in Nepal, the citizens participate in the use of the e-government system. Despite the low 
level of horizontal and vertical integration as indicated by different e-Government maturity 
level the online pre-enrollment system implementation in DoP has helped to improve the 
passport processing process.

Keywords:  pre-enrollment system, e-government, public service delivery, passport 
processing at Department of Passport
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INTRODUCTION
Government of a country exists to govern the state and society and to do so the government 
is responsible to provide public services. Constitution as defined by Merriam Webster 
dictionary is “the basic principles and laws of a nation, state, or social group that determine 
the powers and duties of the government and guarantee certain rights to the people in it.” 
Based on the national constitution the public organizations are established and operated. 
These organizations are set up physically to facilitate the delivery of services to the people. 
Government work in a bureaucratic approach to provide public services but the increase 
in population, political volatility, and the red-tapism has made the bureaucratic system 
lethargic and non-transparent (AA et al., 2015; Bongiorno et al., 2017; Yau et al., 2004). 
The public service delivery is a daunting task considering the population of a country and 
repetition of process. In addition, the process requires a number of documentations, and 
verification of the documents from various levels. The delay and lack of transparency in 
public service delivery process is one of the challenges faced by most of the public agencies 
(Cho, 2017; Flak & Nordheim, 2006; Inkinen & Merisalo, 2014). The use of technology 
can support to enhance the service delivery process where the use of Information and 
Communication Technology (ICT) based systems can be useful to improve the traditional 
service delivery process (Cho, 2017; Kurfalı et al., 2017; Warkentin et al., 2002). The use 
of ICT based system in service delivery is the implementation of electronic-government 
(e-government), where the public organizations use ICT to acquire, store, process, and 
share data through electronic medium within the organizations and service seekers. Nepal 
is still in early stage of e-government implementation despite a practice of two decades in 
e-government implementation (Gupta & Shakya, 2015; Maharjan & Shakya, 2015; Marasini 
& Shakya, 2015b). In this research work, we look into the online pre-enrollment system of 
Department of Passport (DoP), under Ministry of Foreign Affairs (MoFA), It is a web-based 
application to perform the online information processing of passport applicants. The online 
pre-enrollment system is an e-government system implemented in DoP that provides the 
data processing feature to support the passport issuing functionality of the department.

The online pre-enrollment system supports the core functionality of the department and 
enhance the public service delivery process. The improvement in service delivery through 
the implementation of e-government system depends on factors like the readiness of the 
people to use the developed system, the maturity of the developed e-government systems, 
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availability of infrastructures to access the services, and the relevancy of the system. The 
e-government development index of the country is helpful to understand the status of 
these factors of a country. The factors in-turn explains the status of e-government system 
implementation in a country, which provides a way to access the e-government system 
implementation in the country. Nepal is at the lower ranking of the index, which indicates 
that still there are challenges in the e-government system implementation in Nepal (Marasini 
& Shakya, 2015a). There is some level of improvement in the ranking in 2018 indicating 
improvement in the area of e-government system implementations thus supporting the 
public service delivery process (Silpakar, 2019; United Nations, 2018). The study explores 
public service delivery from the perspective of the service provider, which is the DoP of 
GoN in this case. The ongoing lockdown imposed due to the pandemic COVID-19 did not 
allow to interact with the service seekers to explore the service receivers’ perspective.          

1.1 Background of study

Passport is an essential document required to travel countries other than that of residence. 
People travel abroad in search of employment, higher education, immigration, and 
refreshment and the requirement of passport is obvious. GoN stopped issuing handwritten 
passport from 31 March 2010 for machine readable passport; the hand written passports 
reportedly remained valid till November 2015, and after that GoN stated issuing only 
machine-readable passport being a member of International Civil Aviation Organization 
(ICAO) (Manual Passports No Longer Valid, 2015). In order to issue a passport, people 
submit the filled form to DoP with the correct information. The information verification is 
a sensitive and lengthy process in Nepal as the process is a paper-based system done at the 
local level.

Nepal brought first computer in 1972 for population census but the digitization of processes 
started from 2001(Basyal et al., 2018; Marasini & Shakya, 2015b; Shrestha et al., 2015). Still 
the essential information about an individual like birth and death incident, and citizenship 
are yet to digitize fully, which has backfired at a time when government had to take advantage 
of digitized systems to provide integrated online service to citizens. The era of e-government 
system development and deployment has started in Nepal, with various initiatives from 
GoN (Marasini & Shakya, 2015b). DoP started the e-government initiatives by providing 
an online pre-enrollment system to the citizens. Through the system, citizens can fill all 
the necessary information prior going to the DoP for a passport application process with 
necessary documents on the chosen date to complete the application procedure. The 
pre-enrollment online system and digitization of forms have cut-down the application 
processing time, which was tedious and paper based previously. 

The implementation of e-government is a technological intervention in the existing working 
model. Sometimes both the citizens and the government find it difficult to accept the 
technological intervention, which can improve the existing working process. To improve 
the public service delivery mechanism, analysis of the intervention mechanism is necessary 
to understand the impact of e-government implementation in existing government service 
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process (Cho, 2017; Das et al., 2017; Scholl et al., 2012). The positive impact will be an 
indicator of enhancing the system to higher maturity level by adding functionalities. The 
challenges are lessons on developing and deploying e-government systems. 

The manual method of application for passport still exists in which the application can 
be sent manually through district headquarter office after completing the necessary 
process. The District Administration Office (DAO) is responsible to coordinate in passport 
processing either by collecting the manually filled forms or by providing the necessary 
verification letter for a fast-track passport system. The existence of both the manual and 
online-system indicates the transition phase of technology intervention in Nepal. The effect 
of technological intervention to provide public service is an interesting area to look into 
where the penetration and use of technology has not reached to an optimum level and 
targeted audience.

1.2 Study Area – The case of Department of Passport (DoP)

The DoP, a department under MoFA of the GoN, issues passports to Nepalese citizens and 
Travel Documents to legally eligible persons in accordance with the Passport Act 2024, 
Passport Rules 2067, Passport Directives 2067, International Civil Aviation Organization 
(ICAO) standard and other related government rules and regulations. The department was 
established on 26 January 2012 (2068/10/12 B.S.). Prior to that, Passport Section under 
the Protocol Division of the Ministry was assigned with the passport and travel document 
related functions until the establishment of Central Passport Office (CPO) on 25 May 
2010 (2067/02/11 B.S). The demand for passports began to soar rapidly along with the 
requirement to migrate to machine readable passports, and to effectively deliver passport 
services to the public a separate department was deemed necessary. The need led to the 
establishment of DoP as a separate organization under MoFA with a “Delivery of passport 
related services in a timely, predictable, trustworthy, transparent and accountable manner 
in accordance with public interest and prevailing laws; and issuance of passport and travel 
documents pursuant to the specifications and standards determined by ICAO from time to 
time. (DoP, 2020)”

The department has setup its goals, and among them the goals where the use of technology 
can be crucial are listed as follows from the website of DoP (Department Of Passport : 
Nepal, 2020): -

•	 	To ease the passport issuance process through optimum use of Information Technology
•	 	To make passport issuance and distribution more systematic and predictable
•	 	To issue e-passports/biometric passports in the long run

The department identified many functions to achieve the goals and the functions that 
directly link up with the use of technology, which are as follows listed from the website of 
DoP (Department Of Passport : Nepal, 2020):
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•	 	To issue the Machine-Readable Passport, Electronic Passport, Biometric Passport and 
Emergency Passports pursuant to the standard specified by the Document 9303 of ICAO,

•	 	To distribute the passport following due process of examining the required documents,
•	 	To receive application for travel document and issue travel document,
•	 	To keep electronic record of issued passports and travel documents safely,
•	 	To receive and collect electronic applications for passport.

1.3 Problem Statement

The establishment of government agencies and departments are to provide specialized 
services to citizens. Technology intervention is indispensable to improve the service delivery 
process; many developed countries have used technology to improve their government 
service delivery. Developing countries are following the existing trends to better use 
technology in the service delivery. To access the use of technology in service delivery it is 
necessary to find whether the technological intervention in the service delivery mechanism 
has been able to bring the positive changes and improvements. The online pre-enrollment 
system in DoP is an e-government system of MoFA to improve the passport processing 
service. The assumption is that the introduction of technology improves the service delivery. 
The study is necessary to analyze and understand whether the introduction of the online 
pre-enrollment system has been able to improve the passport processing to the targeted 
audience. The technological intervention is due to the mandatory provision put forward by 
ICAO to use machine-readable passports as standard travelling document. The mandatory 
provision came at a time where GoN was already trying to digitize public administration 
as a part of e-government initiatives to provide services to the citizens in an effective and 
efficient way. The government had compulsion of both ICAO and making public service 
better with the e-government interventions.    

1.4 Objective of the study

The objective of the study is to explore the online pre-enrollment system of DoP in passport 
processing and understand whether the system implementation has been able to generate 
the desired effect of improving the public service delivery to the targeted audience as a part 
of GoN.   
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LITERATURE REVIEW
Public service delivery as defined by World Bank is “A public service is a service benefiting 
the public that is provided by the government because it is underprovided by the market. 
The people benefits from outputs and outcomes of the given service, not merely inputs. 
For instance, buildings, textbooks, teachers, assurance of pedagogical training and quality 
instruction, are all inputs for delivery of education service, but the public service is to yield 
an output of students with skills”. It is the services provided by the government institutions 
of a country to the citizens. The government organizations have physical presence at 
local, provincial, and federal level in the form of municipality, provincial ministries and 
organizations, and central ministries and organizations to deliver the public services 
targeted to the members of a community living under the jurisdiction of the concerned 
government. The services should be accessible to the general people in an easy and simple 
way possible. The government employees work in the public organizations to facilitate the 
public service delivery process. Government is a bureaucratic structure that establishes a 
governance mechanism to provide public service with standard set of rules and regulations 
(Improving Public Service Delivery in Nepal, 2019; Sharma, Yam & Muwonge, Abdu, 
2010). The rules and regulations are setup by developing policy and acts. The main aim of 
government is to provide the government services in an easier way, but in Nepal the service 
is supply driven which has not been able to bring remarkable changes in the domain of public 
service delivery (Bhattarai, 2017). The demand of service requirement is increasing day by 
day as the awareness in population and access to the service is increasing. The traditional 
bureaucratic structure of service delivery and the paper-based processing system of the 
government is responsible for increment in the time of service delivery (Giri et al., 2018). 
The public service delivery also involves compilation, verification, and validation of data 
provided by the service seeker. This is a time-consuming process in the paper-based system 
where the records have not been managed properly and safely. The effectiveness of public 
service delivery depends on the capability, resources, and motivation of the government 
in providing the service (World Bank, 2018). In Nepal the public service delivery happens 
through the combined effort of line agencies, and local bodies at the district, municipal, and 
village level. Hence, there is a requirement of verification of documents from various levels 
to get the service from the government. The process demands coordination among the 
government agencies working at various levels. At the present scenario and looking towards 
the future of service demands it is inevitable to use technology to establish the coordination 
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by sharing vital information among the government agencies working at various levels.   

The people of Nepal have suffered the political instability and disjointed red-tapism for 
decades, which has created scenario where obtaining public service is not easy (Improving 
Public Service Delivery in Nepal, 2019). Transparency and accountability needs in service 
delivery, which has a lot of room for improvement in case of public administration of 
Nepal. The existence of better public administration and service delivery are the measures 
of good governance that is longed by the citizens of any country, which is only possible 
if the civil servants and political leadership understand the importance of transforming 
administrative culture by implementing cost-efficient administrative simplification and 
promoting e-government systems (Bhattarai, 2017; Improving Public Service Delivery 
in Nepal, 2019). Good governance is essential to obtain the long-term socio-economic 
development. Public service delivery is one of the measures of good-governance. In order 
to setup a good governance system e-government systems can play a crucial role where it 
will help the government to maintain transparency and accountability in public service 
delivery (Lallmahomed et al., 2017; Sharma et al., 2014; Shrestha et al., 2015). (Hood, 1991), 
(Pollit, 2001), (Van De Walle & Hammerschmid, 2011) and others working in the area of 
New Public Management (NPM) that has been practiced in the organizations for better 
functioning of the organization is characterized as 

	 i) 	 flexibility/autonomy in decision making; 
	 ii) 	 delivering high quality services like private sector style; 
	 iii) 	considering citizens as client; 
	 iv) 	performance measurement; 
	 v) 	 Managerial support system - more usage of ICT, human resource, training etc. 

From NPM concepts, treating citizens as customer, improved human resource, usage of 
ICT, and performance measurement are important issues to consider for better service 
delivery.

The management theory also promotes the use of ICTs for management of the organization 
and better service delivery followed by almost all of the private and public organizations of 
the current time.   

2.1 Electronic Government (e-government)

Governance is an established mechanism through which the government provides 
services to citizens. The term governance is referred to as the use of economic, political 
and administrative power when managing a nation’s affair, which includes citizen’s 
interest articulation and the exercise of legal rights and obligations (Ajibade et al., 2017). 
E-government is digitzation of public administration with the help of ICTs. Digitization 
makes government services easily accessible to external and internal stakeholders through 
the online platform with the use of ICTs (Janowski et al., 2015; Layne & Lee, 2001; United 
Nations, 2018). E-Government is a technology-enabled public sector reformation aiming 
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at providing an efficient and customer-centric model of government. The government is a 
combined unit of various ministries and agencies, and these organizations need to work in 
coordination with each other to provide effective and efficient services. The e-government 
standards describe the digitization scenario, information sharing, and service delivery. 
The rapid development in the field of ICTs has influenced service delivery mechanisms. 
E-Government provides benefits to the stakeholders in terms of efficiency, availability, 
cost, and return on investment (Avgerou, 2008; Basyal & Seo, 2016; Luk, 2009; Yildiz, 
2007; Zheng et al., 2013). The benefits of e-government have attracted the countries to start 
the e-government initiatives, by developing e-government systems to provide services to 
citizens. The initiation has reduced the gap of communication between the government and 
citizens, where the citizens can access the government services through the online platforms. 
The implementation of e-government systems has reduced the gap of communication as 
well as the time and cost associated with the service delivery mechanism (Basyal & Seo, 
2016; Moatshe, 2014). The e-government systems are categorized depending on the type of 
service delivery through the system. The categorization is as follows and shown in Figure 1:

Government to Government (G2G) 

The e-government systems that are designed to provide communication, data sharing services 
within the government agencies fall under this category. It is an online non-commercial 
communication between government organizations, departments, and authorities. The 
service can be used as an instrument to establish internal relationships between government 
agencies. A G2G system becomes an e-government backbone of the government agencies 
where most of the government agencies will be connected through the system for sharing 
of common data.   

Government to Citizen (G2C)

The e-government systems that provide government services to citizens through the online 
platform fall under this category. It is an online non-commercial communication between 
the local and central governments with private individuals. The public can get services like 
driving license, birth/marriage/death certificate, employment applications, and passport 
processing from the government. Most of the services of the government are citizen-
centric due to which many of the e-government development is focused on G2C systems 
development. Also, most of the ministries target to develop G2C services as the ministries 
are bound to provide services to the general public.

Government to Business (G2B)

The e-government systems that provide the services to businesses organizations through 
the online platform fall under this category. It is an online non-commercial communication 
by the government for the dissemination of policies, memos, rules, and regulations. The 
development and deployment of G2B services create a better business doing opportunities 
in the country which is suitable for the development of the economy.  
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Figure 1 Types of e-government and interaction between them (Source: Author interpretation of 
various literature)

The rapid development in the field of ICT is one of the reasons countries around the 
globe are practicing e-government. E-government is one of the ways to improve the 
existing governance system in which technology will play crucial role. The e-government 
implementation is possible with the availability of high-speed networks, high computing 
servers, and applications that keep the system up and running. The e-government makes 
government services instantly available through online platforms to the citizens, businesses, 
and other government agencies, reducing the time of service delivery  (Bartoli et al., 
2015; Benssam et al., 2014; Na et al., 2013; Nemoto & Hamaguchi, 2014). The advantages 
e-government provides over the traditional form of government has made it famous around 
the globe. Table 1 summarizes the benefits of an e-government system.

Table 1 Benefits of e-government (Source:(Lee & Oh, 2011a))

From To

Paper-based government work processes. Government work processes - automated.

Department-oriented silo procedures. Service-oriented connected procedures.

Many government contact points and personal 
(face-to-face) visits government offices.

A single contact point and online access, making 
personal visits to government offices unnecessary.

Information management at every level of 
the department, and leads to duplication and 
redundancy among departments and agencies.

Government-wide information resource 
management using a common standard.

Citizen

Central Government

Business
NGO’s Civil Society

Local Government

G2B

G2G

G2G

G2G

G2C
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E-government reduces the gap of communication between government and citizens, and 
almost every government services are finding their way in an online platform. The urban 
areas are more networked with the ample presence of ICT services and service providers. 
According to the E-Government Development Index (EGDI) published by the United 
Nations Development Program (UNDP), the ranking of Nepal has been improved from 130 
to 117 positions from 2003 to 2018 in a time span of 15 years. The values of the respective 
components have improved in 2018, which indicates the improvement in the situation for 
the implementation of the e-government in Nepal.

The value is a composite of the inherent human capital or the  Human Capital Index (HCI), the 
status of the development of telecommunication infrastructure or the Telecommunication 
Infrastructure Index (TII), and the scope and quality of online services quantifies as Online 
Service Index (OSI). Mathematically EGDI is the weighted average of the normalized scores 
of HCI, TII, and OSI.

EGDI OSInormalized TIInormalized HCInormalize� � �
1

3
( )

TII

The TII is an arithmetic average composite of five indicators: (i) estimated Internet users per 
100 inhabitants; (ii) number of main fixed telephone lines per 100 inhabitants; (iii) number 
of mobile subscribers per 100 inhabitants; (iv) number of wireless broadband subscriptions 
per 100 inhabitants; and (v) number of fixed broadband subscriptions per 100 inhabitants. 
The International Telecommunication Union is the primary source of data in each case.

HCI

The HCI consists of four components, namely: (i) adult literacy rate; (ii) the combined 
primary, secondary and tertiary gross enrolment ratio; (iii) expected years of schooling; 
and (iv) average years of schooling.

OSI

The OSI is a composite normalized score derived on the basis of an Online Service 
Questionnaire perfomed by 206 online UN Volunteers researchers from 89 countries 
covering 66 languages, assessed each country’s national website in the native language, 
including the national portal, e-services portal and e-participation portal, as well as the 
websites of the related ministries of education, labour, social services, health, finance and 
environment, as applicable . 
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Table 2 EGDI data of Nepal (Data Source: (United Nations, 2018))

2018 2016 2014 2012 2010 2008 2005 2004 2003

EDGI Value 0.4748 0.3458 0.2344 0.2664 0.2568 0.2725 0.3021 0.2807 0.2684

EDGI Rank 117 135 165 164 153 150 126 132 130

E-Participation 
Index (EPI) 0.7809 0.5085 0.2941 0.0263 0.0571 0.0227 0.0794 0.06556 0.1379

E-Participation 
Value Rank 55 89 110 134 127 152 73 75 61

Human Capital 
Index (HCI) 0.4957 0.4714 0.3774 0.4521 0.5821 0.5176 0.5000 0.5000 0.04800

Telecom-
munication 
Infrastructure 
Index (TII)

0.2413 0.1674 0.1684 0.0597 0.0227 0.0119 0.0063 0.0063 0.0064

Online Service 
Index (OSI) 0.6875 0.3986 0.1575 0.2876 0.1683 0.2876 0.4000 0.3359 0.3188

The improvement in the global index indicates implementation of e-government systems 
in the GoN, which started in 2001 with the establishment of NITC. The ICT development 
project supported by the ADB provided the groundwork to develop various e-government 
service systems.

The E-Participation Index (EPI) is derived as a supplementary index to the United 
Nations E-Government Survey. It extends the dimension of the Survey by focusing on the 
government use of online services in providing information to its citizens or “e-information 
sharing”, interacting with stakeholders or “e-consultation” and engaging in decision-making 
processes or “e-decision-making”

2.2 E-Government and Public Service Delivery

Carlson, Davis and Leach (2005) conceptualized service delivery as the relationship that 
exist between policy makers, service providers and the populace. As per their definition, 
it consist of services and its supporting systems which are generally referred to as state 
responsibility. These services include infrastructure, social services and services that enhance 
personal security. Public service delivery can be regarded as providing citizens with services 
of public interest. The services of public interest include: security, education, energy, water, 
public transport and healthcare. Fox and Meyer (1996) defines public service delivery as 
the provision of public goods which are tangible, and services which are intangible and 
the private sector cannot produce. Similarly, Riekert (2001) views service delivery as the 
provision of a product or service by a government body to the citizens. Due to the increase 
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in customers’ expectations and technological revolution, public sector organizations have 
come under increasing pressure to deliver quality services and improve efficiency like the 
private sector (AA et al., 2015; Ajibade et al., 2017; Sharma et al., 2014). Citizens needs 
and expectations, according to (Osawe, 2015) are changing when it comes to governmental 
services and their quality requirements. However, service quality is a measure of how well 
the service level delivered matches citizens’ expectations. Thus, government are saddled 
with the responsibilities of providing goods and services that meet the citizen’s expectations. 
The implementation of e-government impacts the efficiency of the internal process of the 
government and transforms the relationship between government and society (Budding et 
al., 2018). E-government helps to improve public service delivery by establishing connections 
between government and citizens, which strengthens transparency, responsiveness, and 
accountability (Sodhi, 2016). E-Government has developed not only as the use of ICT 
in government process but as a tool to improve democracy and participation (Inkinen & 
Merisalo, 2014).

2.3 E-Government Maturity Model (e-Gov MM)

The e-government Maturity Model (e-Gov MM) is used to evaluate the existing e-government 
systems against international best practices in the area of e-government, including the 
formulation of organizational strategies and policies, management of ICT, operative 
management, and organizational capabilities of human resources and the organization 
overall (Almuftah et al., 2016). The maturity level of e-government indicates the amount 
of use and readiness of the government to support the use of technology in government 
activities. UN ranks the amount of improvement in the field of e-government of a country 
through the EGDI. The investment in the development of ICT infrastructure, education, 
and business environment are the major reason for the maturity of e-government (Das et 
al., 2017). The maturity models consider the presence of services through an electronic 
medium, the way of ease of communication, and the integration of functionalities within 
and outside the agency. The maturity models are stage models that divide the e-government 
into various development phases in order to understand the current status and helps to 
develop a roadmap for future development. (Layne & Lee, 2001) presented a four-stage 
model popularly used, and many of the later models have considered it as their base model. 
The stages defined by the model are i) Catalogue ii) Transaction iii) Vertical Integration 
and iv) Horizontal Integration. Using this model the online portal of DoP is tested whether 
each of the stages is fully complied or not in order to identify the level of e-government 
development. 

2.3.1 Layne and Lee Maturity Model

Layne & Lee (2001) is a popular four-stage maturity model, which is the base model for many 
of the maturity models. The model was developed to support the chaotic and unmanageable 
initiatives of e-government development. The model divides an e-government development 
into various stages, which helps the public administrators and their respective organizations 
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to understand their e-government development stage and perform the required steps to 
develop their e-government fully. E-government is an evolutionary process, which evolves 
along with the development of the organization. E-government development should be 
based on the evolution and development of an organization. Figure 2 shows the dimensions 
and stages of e-government development identified by Layne and Lee. The vertical axis 
indicates the technical and organizational complexity that varies from simple to complex. 
The horizontal axis indicates the level of integration that varies from sparse to complete. 
The stages of e-government development are explained in terms of complexity involved 
and different levels of integration. The model is considered as the base model for the 
development of a lot of other maturity models. It helps to understand the implementation 
stage of e-government by comparing the currently existing condition of the e-government 
with the different stages defined by the model. The model shows that as the stages of 
e-government increase, the e-government systems develop itself from sparse to complete 
system, and the system that was simple at the beginning becomes complex after integration. 
The model is the simplest way of explaining an e-government development system, due to 
which it is still being used to access the maturity of an e-government system. 

Catalogue is the first stage where the initial efforts are focused on cataloguing the 
government information and presenting it on the web. The stage is characterized by the 
online presence of government organizations through their websites and presenting online 
forms and documents. Only one-way communication is possible during this stage between 
government and citizens. The work accomplished in this stage increases the convenience of 
the citizens in getting the government information and also reduces the effort of the public 
servant in documentation and information dissemination.     

Transaction is the second stage where the internal government systems are developed into 
the on-line systems and embedded into their web portals. The citizens can transact with the 
government electronically through the online interface as the live database will be available 
on-line. The stage will bring the government closer to citizens as they can transact with 
government in the online interface. The e-government system in this stage will reduce the 
processing time and physical presence of the citizens in the public offices.    

Vertical Integration is the third stage, which is necessary when the citizens are very much 
used to with the transaction-based online systems. It refers to connection and communication 
among local, state, and federal governments with similar functions and jurisdictions for 
services from the government. The integration provides a national information base for 
all the organizations accessing the same information. The integration will maintain the 
authority of the information, which will be available at every level through proper authority. 

Horizontal Integration is the fourth and the final stage, where different agencies having 
different functionalities are connected. In this stage, the e-government system combines 
across various government jurisdictions, and the systems are one-stop shops for the citizens. 
The systems working in this stage will integrate different databases in a variety of functional 
areas, and the systems are allowed to update and modify the database based on their 
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jurisdictions. The attainment of horizontal integration will enhance the digital performance 
of the e-government system, which will bring transparency in the service delivery of the 
government.    

Figure 2 Dimensions and stages of e-government development as identified by Layne and Lee

2.3.2 E-Government Maturity Model for Sustainable E-Government Services

A sustainable e-government service is the ability of citizen-centric trustworthy e-government 
services that adopt state-of-the-art technology to deliver a cost-saving, resilient, and 
effective service, and to support active participation and satisfaction from all levels of user. 
While defining the sustainability of e-government services, the authors have considered two 
different dimensions—implementation and adoption. The implementation dimension deals 
with the technology, budget, and human resources required to implement e-governments, 
whereas the adoption dimension considers the design and approach of e-government 
service delivery for wider user participation and adoption (Joshi & Islam, 2018). The model 
is as shown in Figure 3.
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Figure 3 E-government maturity model for sustainable e-government services (Source: Joshi & Islam, 
2018)
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Interactive: Users can download forms, e-mail officials, interact through the web and make 
appointments and requests.

Transactional: Users can actually pay for services or conduct financial transactions online.

Seamless: A complete web presence of necessary services are available for a seamless flow of 
service and information.

To support the government in building a better public service delivery system to build a 
good governance system, the role of ICT is inevitable. The e-government services are in the 
form of G2G, G2B, and G2C systems. The maturity of such systems provides an insight on 
the level of e-government system development its use and the impact it has made in public 
service delivery. Analyzing the same system with different e-GovMM will allow us to look 
into the maturity of the systems from different perspectives.   
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3 RESEARCH METHOD
The research was done using a mixed method, where e-GovMM are used to analyze the status 
of existing online pre-enrollment system and a purposive survey is done to collect the views 
of the officials on the system. Literature reviews on public service delivery and e-government 
helped to link e-government to enhance public service delivery in government. Historical 
records, published documents, documentaries, and online data on the DoP provided the 
understanding on the method of service delivery and current improvements ongoing in the 
DoP to support the implementation of MRPs. 

SWOT (Strength, Weakness, Opportunity, Threats) analysis has been performed  to 
understand the strength, weakness, opportunity, and threats while developing an 
e-government system as well as implementing it (Avny, 2007; Elsheikh & Azzeh, 2017). The 
tool is useful in identifying the priorities of an organization towards developing a strategy 
in a particular field of interest, like in case of e-government development also the tool is 
extensively used SWOT of the e-government development is done within the discourse 
of “efficiency, productivity, and cost reduction” (Gurel & Tat, 2017).  The strengths and 
weaknesses are internal variables, which can be controlled by the executing agency, while 
opportunities and threats are external variables, not under the control of organizations, 
though, in some cases one can exert some influence (Damian et al., 2014). The SWOT 
analysis helped to identify the strength, weakness, opportunities and threats of the current 
online pre-enrollment system. The analysis also indicates the strength of technology use in 
the public service delivery of the department. The more the system has strength the better 
is the system in serving the citizens.  

We did an online survey to capture the views of the officials working in the DoP on the 
online enrollment system.  The collected data were analyzed to obtain the findings, which is 
used to understand the status of public service delivery through the implementation of the 
e-government system. The quantitative findings are used supports the qualitative findings.  

3.1 Theoretical framework of research workflow

We have adopted a mixed method to perform this research, combining both the qualitative 
and quantitative methods. The research is a combination of model and survey analysis. 
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The existing e-government system is analyzed with the help of e-government maturity 
models (Almuftah et al., 2016; De Brí & Bannister, 2015; Fath-allah et al., 2014) in-order 
to understand the current maturity level of the deployed e-government system. Then we 
performed a SWOT (Strength-Weakness-Opportunity-Threat) analysis of the system to 
strengthen the results from the maturity model analysis. The analysis provides the existing 
scenario of the e-government system currently used to provide the online enrollment of 
passport application. We performed the model analysis through observation of the online 
system, documentary, and YouTube interviews about the status of service delivery at DoP. 
Then we performed an online survey with the selected officials of MoFA, who are working 
or worked at DoP to get their views on the public service delivery status through the 
online pre-enrollment system. From the analysis of the model and the survey results, we 
analyzed the status of improvement in public service delivery through the e-government 
implementation.  Figure 4 shows the theoretical framework of the research method used in 
the research work.

Figure 4  Theoretical framework of research workflow
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3.2 Research Design

We have used a mixed method of research design to perform the research work, which 
follows the sequential exploratory strategy. The strategy involves a first phase of qualitative 
data collection and analysis, followed by the a second phase of quantitative data collection 
and analysis that builds on the results of the first qualitative phase (Creswell, 2015). The 
weight is placed on the first phase, and the data are mixed through being connected between 
the qualitative data analysis and the quantitative data collection. The research design method 
is as shown in Figure 5.

Figure 5 Research Design

3.3 Data Source

We collected the data through the website of DoP and other online portals. We did a 
thorough observation of the online pre-enrollment system. We collected the secondary data 
from the reports, websites, and YouTube interviews. In addition, we administered online 
survey to the officials of DoP to understand their inputs on the public service delivery of 
DoP through the online pre-enrollment system. 

3.4 Study Area 

The study area of the research is the public service delivery of GoN and our study focuses on 
the service delivery of DoP as a case, situated in Kantipath, Kathmandu.  

3.5 Data Collection Tools

We collected the data through the observation of the online pre-enrollment systems, 
interviews of the service seekers in YouTube channels, and exploring the website of DoP 
and report published in the website. We performed a purposive sampling survey with 
the officials working in the MoFA. To prepare the survey questionnaire we considered 
the indicators that points towards the performance of service delivery as described by 
Talukder, 2015. The indicators are as listed in Table 3. The survey questionnaire is attached 
in Appendix I. We collected the response in five-point Likert scale that varies from strongly 
disagree to strongly agree. 
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Table 3 Indicators measuring the performance of service delivery (Source: Talukder, 
2015)

Indicators Measuring Indicators
Pe

rfo
rm

an
ce

 of
 S

er
vi

ce
 D

eli
ve

ry

Responsiveness Promptness of service 
	– Number of visits
	– Waiting time
	– Delivery period��
	– Processing time

Reliability Accuracy of service
Consistency and dependability of service (easy tracking of service progress)

Assurance Credibility of service (Access to required information)

Empathy Easy access and communication
Less suffering

Cost Saving Travel Cost
Extra Payment
Cost of operation

3.6 Limitation

The limitation of the research is the use of limited primary data due to the ongoing lockdown 
imposed by the government to fight against the COVID-19. The public service delivery 
from the side of service provider, i.e., DoP, GoN is captured through the primary data. The 
citizens could not be involved directly to get their part of story, so secondary data sources 
have been used to put the views of the citizens. Hence, the analysis is done on the base 
of the data available on department websites, YouTube interviews of the service seekers, 
documentary on the online pre-enrollment system of the DoP, response from the officials 
of MoFA and observation of the department website.  
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4 FINDINGS
The online pre-enrollment system of DoP is examined using the e-Gov MM to identify the 
status of the online system. 

4.1 Layne and Lee Model

The observation of the maturity of the online pre-enrollment system using the Layne and 
Lee model has been listed in Table 4.

Table 4 Observation of the initiatives of various stages of online pre-enrollment system 
using Layne and Lee model

Stages Initiatives

Catalogue DoP Website, Facebook, Twitter, YouTube 

Transaction Online Form Submission, Online Payment System, Digital Storage of Data

Vertical Integration Not Available 

Horizontal Integration Data sharing using Application Programming Interface (API) with Foreign 
Employment Department and Immigration Department

    

The observation of various initiatives done by DoP to make the service of the department 
available through the online pre-enrollment system are listed in Table 4. The table shows 
that almost all the stages of the maturity model have been initiated to certain extent. 

1. 	 The first stage of model identified as catalogue has been achieved with initiatives like the 
hosting of department website and social media pages to share information. Through 
the website and social media pages all the relevant information is catalogued and 
shared to the service-seekers. The information like “What is MRP?”, “How to apply?”, 
“Where to apply?”, “Newsletter”, “News and Notices”, “Press Release”, “Citizen Charter”, 
“Acts and Rules”, “Proactive Disclosure”, “Downloads”, “Organizational Information”, 
“Instant Facebook Chat”, “Department app downloads”, and “Social Media Links” are 
placed on the website. These initiatives indicate that the first stage is fully achieved in 
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the e-government implementation at DoP.  
2. 	 The second stage of model is transaction where the citizens can transact information 

with the government using the online forms. The stage in the online pre-enrollment 
system has been achieved as the citizens can transact data using the online submission 
forms and the online payment system. The live enrollment system has been deployed 
in the DoP and 10 diplomat missions abroad for data entry. The system has allowed the 
transaction of data and payment instructions, after which the applicants have to visit 
DoP or send the applications through the concerned district administration offices. 
The transacted data are kept in the digital data storage of the department for further 
processing. The stage has also been fully achieved in DoP and has reduced the number 
of physical communications between the DoP and the service-seekers. Also, the online 
pre-enrollment system has facilitated the online payment system and reduced of the 
processing time as all the required information is received in advance than in the 
paper-based system where the information is extracted through scanning of the paper-
based forms once the forms are submitted to the department.    

3.	 The third stage of the model is vertical integration stage where the similar organizations 
at local, state, and federal level are connected for shared data processing. In case of DoP 
the vertical integration has to be initiated once the passport office at different levels of 
government in Nepal is fully active.  So currently in case of DoP the stage is not active. 

4.	 The fourth stage of the model is horizontal integration stage, where different agencies 
having different functionalities are connected to provide one stop shop for government 
services to the citizens. This stage has not been achieved as the department cannot 
perform online verification of the citizens’ information from district administration 
office, so the applicants have to get their citizenship verified manually from the respective 
District Administration Office (DAO). DoP has started to share the information to the 
Department of Foreign Employment (DoFE) and Department of Immigration (DoI) 
through the Application Programming Interface (API). 

4.2 E-Government Maturity Model for Sustainable E-Government Services

The second method used to examine the online pre-enrollment system of DoP is 
E-Government Maturity Model for Sustainable E-Government Services as proposed 
by (Joshi & Islam, 2018)  that examines the online system through implementation and 
adoption perspectives. The findings are listed in Table 5 and 6.  

Observing the online pre-enrollment system implementation of the DoP through 
the implementation perspectives of E-Government Maturity Model for Sustainable 
E-Government Services as shown in Table 4 it can be concluded that the system fulfills 
the Basic Services criteria. Most of the activities of this stages are satisfied through various 
initiatives done by the department.  

Streamlined Service has not yet been achieved fully, which requires improvements in 
infrastructure and integration platforms. The systems are not able to provide automated 
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services for document verification, due to which the applicants have to visit district 
administration offices for the document verification issues. So, it can be understood that 
the pre-enrollment system is still to achieve the streamlined services and automation 
services fully. This is dependent not only in the development and implementation of the 
e-government systems but on the readiness of the users and the country as a whole, which is 
represented by the E-Government Development Index (EGDI), released by UN. The positive 
side is the regular improvement of Nepal in the ranking. This indicates the commitment of 
the government in investing in the factors that influence the index. 

In the Transaction Services phase, the activities like development of government legislations 
for electronic data processing and establishment of payment gateway have been achieved. 
However, the online verification mechanism has not been achieved. So, the transaction 
service is partially achieved in the online pre-enrollment system of DoP.

For the Services Automation phase, none of the activities is achieved with the online pre-
enrollment system. This demand policy-based work to be done to provide a one-stop shop 
for citizens through the implementation of an e-Government system.             

Observing the different stages and mechanisms involved through the adoption perspectives 
as proposed by Joshi and Islam, 2018 it is found that the mechanisms for the online pre-
enrollment system provided by DoP has average status. The observations of various 
initiatives are shown in Table 6. There are initiatives to create awareness and trust about the 
system through awareness videos, social media pages, and department documentary. The 
know-how is limited to the people who have access to the information either traditionally 
or electronically. The agile accessibility is yet to be realized as people are not able to apply 
digitally from the DAOs and Area Administration Offices. Also, the citizens are not involved 
in the development process of the system. The online system is developed on the basis of 
service improvement mechanism by the government, where the user perspective has been 
neglected.
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Table 6 Examining the adoption perspectives of online pre-enrollment system (Source: 
(Joshi & Islam, 2018))

Adoption Perspectives

Stages Mechanism Status

Awareness 
and trust

Campaigns Fixed number of programs in a fiscal year

ICT workshops None

Laws ensuring the security and privacy of 
online transactions

Electronic Transaction Act

Online presence in social media platform Available in Facebook, Twitter, and YouTube

Web content and it’s quality Good

Quality of service ISO certified

User friendly web design Yes

Know-how Trainings and Seminars Awareness programs, Digital notice boards

Agile 
accessibility

Rural municipalities District Administration Office, Area 
Administration Office

Local libraries Not Available

Involve People not involved
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4.3 UN / ASPA– Five Stages of e-Government Development model

The online pre-enrollment system is also examined using UN / ASPA Study – Five Stages of 
e-Government Development model and the observation is listed in Table 7.

Table 7 Examining the various stages of online pre-enrollment system development 
using UN / ASPA– Five Stages of e-Government Development

Stages Statements regarding online service delivery Online service 
delivery score for 

DoP

Stage 1 
(Emerging Web Presence)

Online presence of DoP is available. 1.00

Stage 2 
(Enhanced Web Presence)

Is the website of DoP updated? 
Are all Acts/rules/Gazette/Circular related to this office 
available there?
Is Citizen charter available in the website?
Contacts no’s, email ID of responsible officials available 
there?
Are procedures for getting passport available?
Are requirements for getting passport well specified?
Are the delivery period, cost of service well specified?
Downloadable forms and files available.

1.00

Stage 3 
(Interactive Web 
Presence)

Online application submission for passport.
Providing application number against application.
Online/SMS notification of required documents for 
passport processing.
Online/SMS notification of application submission.
Online/SMS notification of progress of passport 
processing.
Facility for citizen feedback/comments on the service 
mechanism.

0.67

Stage 4 
(Transactional Web 
Presence)

Online financial transaction (e.g. online payment 
through card)

1.00

Stage 5 
(Fully Integrated Web 
Presence)

Automatic validation of record.
Automatic processing of application.
Electronic authentication of the citizen’s identity.
Inter-connected to other departments.

0.00

Index of Online Service Delivery 0.734
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The E-Governance Readiness Index is measured by Online Service Delivery Status and 
presented in Table 7. It is measured by the ratio of scores obtained divided by total points 
for each stage of online service delivery and then averaging the scores. The score for each 
indicator is binary (1/0) based. From the observation presented in table 6, stage 1, 2 and 
4 activities are fully achieved by the online pre-enrollment system. The stage 3 activities 
are partially achieved and the stage 5 activities are not achieved at all. The overall index of 
online service delivery is 0.734 which indicates the moderate maturity of the system.

4.4 SWOT Analysis

Observing the detail working mechanism of the online pre-enrollment system, YouTube 
videos on the feedback of the working of the online pre-enrollment system of the DoP by 
various people a SWOT analysis of the online pre-enrollment system is done as presented 
in Table 8.

Table 8 SWOT analysis of online pre-enrollment system

Strength Weakness

	– Reduce time for document processing
	– 	Reduce response time from initial customer 
contact
	– 	Improves bulk data management

	– System reliability and interoperability among 
several technology platforms
	– 	In several cases, end user interfaces are too 
complicated

Opportunities Threats

	– Improvement of digitization of personal 
information. 
	– 	Improvement of digital awareness to minimize 
Digital Divide.
	– 	New potentials for creating 24/7 timeframe for 
application management. 
	– 	Releases civil servant work hours from routine 
work to high-skilled tasks
	– 	Establish exchange of information

	– Decline of the national economy and budget 
deficiency.
	– 	Blind trust on IT potential for diminishing 
costs.
	– 	Data security
	– 	Outsourcing of the crucial public sector tasks to 
private sector
	– 	The e-readiness of the targeted audience.  

4.5 Survey Results

Purposive sampling was done with the officials working at MoFA deputed at the DoP 
previously or at present time to rate the pre-enrollment system of DoP for online application 
processing in order to measure the performance of service delivery. The descriptive 
statistical analysis of survey responses is presented in Table 9. From the online survey 
form 32 responses were received from the officials of MoFA, who worked previously or 
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are currently working at DoP. 28 respondents are male and 4 of the respondents are female 
participants. Majority of the respondents are class III officers (24), 7 of them are senior 
assistant, and one of the respondents is class II officer. 20 of the participants have education 
of post-graduate or above, 11 of the participants are graduate, and one of the participants 
has higher secondary education degree. The age of the respondents varies from 20 to 40 
years.     

Table 9 Survey Results 

How will you rate the present pre-enrollment system of DoP for online application processing? 
[Choices 1=Strongly Disagree, 2=Disagree, 3=Neutral, 4=Agree, 5=Strongly Agree]

Choices Mode Mean Standard 
Deviation

S.No Ease of Use

201 The public find online pre-enrollment 
system is easy to use. 

1 2 3 4 5 4 3.59 1.01

202 The public find online pre-
enrollment system user friendly. 

1 2 3 4 5 3 3.62 0.97

Responsiveness

301 The online pre-enrollment 
system has reduced the 
application time. 

1 2 3 4 5 5 3.91 1.06

302 The online pre-enrollment 
system has reduced the 
application processing time. 

1 2 3 4 5 5 4.16 0.95

303 The feedback/complaint 
mechanism is easier for public. 

1 2 3 4 5 4 3.53 1.16

Reliability 

401 The public can check the status 
of passport processing online. 

1 2 3 4 5 4 3.09 1.23

402 The error in information 
uploading is reduced 

1 2 3 4 5 4 3.81 0.86

Assurance

501 The public like to have the 
online payment system with the 
pre-enrollment system. 

1 2 3 4 5 4 4 0.84
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502 The public is ready to provide 
required personal information 
online. 

1 2 3 4 5 5 3.78 1.13

503 The public is satisfied with the 
online pre-enrollment system. 

1 2 3 4 5 4 3.78 0.79

Empathy

601 The public can easily 
communicate with DoP 
through the online system. 

1 2 3 4 5 3 3.16 1.11

602 The public takes the help 
of intermediary to fill the 
information in the online pre-
enrollment system. 

1 2 3 4 5 4 3.97 1.03

Cost Saving

701 Office travel cost is less due 
to the use of the online pre-
enrollment system. 

1 2 3 4 5 4 3.53 1.19

702 The public have spent extra in 
passport application despite 
of the online pre-enrollment 
system. 

1 2 3 4 5 4 3.37 1.07

4.6 Discussion

The research involves both the qualitative and quantitative data collected by the researchers 
through observations, historical records, online-survey and websites. Three e-GovMM are 
used to examine the maturity of the online pre-enrollment system. The findings showed 
that the system has achieved medium level of maturity where the transaction of information 
has been possible through the online platform. The implementation maturity status of the 
e-government system in DoP is in the transaction state, where the citizens can transact 
required information with DoP through the online pre-enrollment system. The e-government 
system should provide a fully automated service from the government and citizens also think 
from the same perspectives as the government is responsible to provide the service once the 
payment for the service has been made. The complete automation of government services in 
case of Nepal has not been achieved due to the existing bureaucratic structure and working 
mechanism. Most of the organizations have developed the e-government systems in silos 
that provides organizational services to the citizens but the services of the organizations 
have not been interlinked due to which a complete automation has not been attained. This 
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has not provided the whole of a government effect in the implementation of e-government 
system. The citizens are compelled to use different digital gateways to obtain the services 
from various government organizations including verification of documents, which is very 
much necessary before requesting for any kind of services from the government from birth 
registration to passport issuance.        

Despite the silo initiation the online pre-enrollment system implementation at DoP has 
reduced the processing time as the error and time associated with data-acquisition from the 
citizen has been reduced. Despite the low level of development in telecom infrastructure 
development index (0.2413) the e-participation index (0. 7809) is high as pointed out by 
the EGDI released by UN. This indicates that people are inclined in using the available 
e-government systems to obtain the required services. Thus, it can be analyzed from the 
findings that the online pre-enrollment system has helped in the improvement of the public 
service delivery of DoP, which can also be supported with the passport distribution data 
released by DoP as shown in Table 10.

Table 10 Passport distribution data (Source: DoP)

Fiscal Year DoP District Missions Total

067/68 162558 9747 1457 173762

068/69 206639 195510 5383 407532

069/70 229404 304549 34174 568127

070/71 450671 426380 135688 1012739

071/72 452155 542409 342274 1336838

072/73 269944 473795 126607 870346

073/74 192375 344564 20249 557188

074/75 189635 328655 13343 531633

075/76 171267 333062 10817 515146

There are several researches by (AA et al., 2015; Adejuwon Kehinde David, 2012; Bartoli et 
al., 2015; Cho, 2017; Marasini & Shakya, 2015b; Prakash, 2016; Singh & Singh, 2018; The 
Asian Disaster Preparedness Centre, 2016; Van De Walle & Hammerschmid, 2011) that 
indicate the need for more efficient e-government systems in order to provide services to the 
citizens. The dissatisfaction forms the side of citizens is mainly due to the silo functionalities 
of the available e-government systems. The e-government implementation in Nepal started 
with the concept of generating transparency in the public service delivery. The silo systems 
have been able to provide transparency at the organizational level but not at a national level, 
which requires integration among the systems where a citizen is represented by a single 
dataset. The integration of the system requires e-government system development in a whole 
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of a government perspective.  The system development concerns not only user interfaces or 
system interoperability but also broader issues in the administrative culture and how civic 
servants approach their work.  Public sector employee well-being and motivation in their 
tasks are essential in e-government development. Employees see that there are new ways of 
governing governance and this provides a good motivation and impetus. Fundamentally, 
the question is about resistance to change and the embedding of learned practices. Thus, 
e-government development is far more than just creating new software or interface solutions 
and the online pre-enrollment system should also consider the same modality of development 
to make the system robust and mature. The maturity of e-government systems will help to 
obtain the objectives of e-government system development that in turn will help to improve 
the public service delivery in a country. The findings also indicate that the interoperability 
of the system is still lacking as well as there is no exchange of information through online 
platform for information verification purpose. The exchange of information among various 
departments across different organizations and the various departments among same 
organization is very much necessary for the automation of the system. The automation in 
the system is the ultimate goal of any e-government system and the system will obtain the 
maturity. The level of service citizen are seeking is only possible after the establishment of 
interoperability and exchange of information among the government agencies through the 
digital platforms. The existing digital divide due to the uneven development also hampers 
the maturity of the system, which effects the mode of digital service delivery.     

The mature systems will be a complex e-government system that can provide services to 
the citizens through a one-stop shop, and that is what citizens picture of while using an 
e-government system. Thus, the current maturity of the online pre-enrollment system has 
helped in enhancing the passport application process, which has improved the existing 
mechanism of public service delivery of DoP. The service delivery needs to be one-stop 
service mechanism, which requires concerned stakeholders to come together and work 
in the development of a holistic view of utilizing e-government systems for public service 
delivery.      
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5 CONCLUSION
The summary of the findings on the maturity of the online pre-enrollment system currently 
deployed at DoP using three different e-GovMM are in the Table 11.     

Table 11 Findings through the maturity models

Lyane and Lee Model E-Government Maturity Model for Sustainable 
E-Government Services

UN / ASPA– Five Stages 
of e-Government 

Development model
Implementation Adoption

Catalogue Fully 
Achieved

Basic 
Services

Fully 
Achieved

Awareness 
and Trust

Partially 
Achieved

Emerging 
Web 
Presence

Fully 
Achieved

Transaction Fully 
Achieved

Streamlined 
Services

Partially 
Achieved

Know-How Partially 
Achieved

Enhanced 
Web 
Presence

Fully 
Achieved

Vertical Not 
Achieved

Transaction 
Services

Partially 
Achieved

Agile 
Accessibility

Not 
Achieved

Interactive 
Web 
Presence

Fully 
Achieved

Horizontal Not 
Achieved

Services 
Automation

Not 
Achieved

Involve Not 
Achieved

Transaction 
Web 
Presence

Fully 
Achieved

Fully Web 
Presence

Not 
Achieved

From the summary table it can be concluded that the online pre-enrollment system has 
fulfilled the basic stages of the maturity models. The basic stage involves the presence and 
deployment of the organizational website to share information and perform information 
transaction. Hence the transaction state of maturity is achieved by the online pre-enrollment 
system. Due to this citizen can use the website to obtain information for passport application 
and provide the application through the website. Some of the stages are partially achieved. 
The lack of mechanism for relevant information exchange between similar and different 
organizations at various level have hindered in the service automation and fully web 
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presence of the department. 

From the SWOT analysis presented in section 5.4 we deducted that there is reduction in 
passport processing time due to the present maturity level of the online pre-enrollment 
system, there is also fair reduction in the response time, and there is improvement in bulk 
data management. Even in the obtained level of maturity, the system has weakness like 
reliability and interoperability and in some cases; the user interfaces are still complicated. 
There are opportunities to improve the digitization of the personal information, improve 
the digital awareness to reduce the Digital Divide, potential of creating 24/7-time frame for 
passport application, releasing civil servants for high-skilled tasks and establish exchange 
of information. 

At the present maturity of the online pre-enrollment system, it has helped to reduce the 
application processing time by digitizing the information at the start of the application 
process. An argument can be made from the observations of e-Government maturity 
models and SWOT analysis that “The online pre-enrollment system implementation in DoP 
has helped to improve the passport processing process.” At present, a citizen can acquire 
passport in 1, 2 or 3 days that can be new and renewal, damaged or having any personal 
error from DoP. The reduction in time has been possible with the use of to the online pre-
enrollment system that has reduced the time for digitization of the data for application 
processing compared to the paper-based system that generated many errors while digitizing 
the form by the officials. In addition, the paper-based task is very much tedious where the 
time consumption is very high for digitizing the data and further processing. The online 
pre-enrollment system collects data directly from the applicant so the chances of error in 
data entry is almost none. The live enrollment system at DoP and 10 foreign missions abroad 
captures photo including the required information, which has further sped up the passport 
processing time. The pre-acquisition of the data as well as the live enrollment system helps 
in fast processing at the DoP after the data verification step. 

Observing the descriptive statistical values of survey response presented at Table 9, we can 
be deduct that most of the officials who participated in the online survey agree that the 
system is easy to use. They also agree on the reduction of application time and application 
processing time with the use of the online pre-enrollment system. The officials have neutral 
response in the reliability of the system, with majority of the respondents agreeing on the 
indicators of the reliability. The officials agree that the citizens have been taking the support 
of the intermediary in the online application process, despite of having all the necessary 
instructions online. The officials also have neutral thought on cost saving with the use of 
the online pre-enrollment system where majority of the respondents agree on the indicator 
response. The mode of the individual questions also supports the positive response of the 
officials as shown by the mean value. The lower values of the standard deviation of all of the 
responses indicate that the responses are not widely dispersed. From the response statistics, 
we conclude that the officials agree on the improvement of service delivery through the 
existing maturity of the online pre-enrollment system. 
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The additional services of online payment system have also helped to improve the process 
by accepting the digital payment system to enhance the application process. Thus, the 
findings through the observation of the system maturity through the e-Government 
Maturity Models, SWOT analysis and the online survey with the officials help conclude, 
“The online pre-enrollment system implementation in DoP has helped to improve the 
passport processing process.” 

Even though the system came into implementation after the mandatory requirement 
of ICAO to replace the paper based passport with electronic one this has helped in the 
e-government initiatives of GoN too. Further, the study on improving the maturity and 
popularity of the system is necessary so to make the system citizen-centric. 
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Appendix I
Survey Questionnaire for Passport Officials

The survey questionnaire is to collect data for the research entitled “Analyzing the status 
of improvement in Public Service Delivery through E-Government implementation in 
Department of Passport (DoP), Nepal” done from Nepal Administrative Staff College. 
Your answers will remain anonymous and confidential, and will only be used for research 
purpose. There are no right or wrong answers, please share your experiences and opinions. 
Thankyou.  

of] ;j]{If0f k|ZgfjnL g]kfn k|zf;lgs :6fkm sn]haf6 ul/Psf] “Analyzing the status of improvement in 
Public Service Delivery through E-Government implementation in Department of Passport 
(DoP), Nepal” eGg] cg';Gwfgsf nflu tYof+s ;+sng ug{' xf]. tkfO{+sf] pQ/x¿ c1ft / uf]Ko /xG5g\, 
/ s]jn cg';Gwfg p2]Zosf nflu k|of]u x'g]5. s'g} ;lx jf unt pQ/x¿ 5}gg\, s[kof cfgf cg'ejx¿ / 

ljrf/x¿ ;femf ug{'xf];\. wGojfb.

Section 1: Personal Information 
101 Gender 

(lnË)
Male (k'?if) Female 

(dlxnf)
Other (cGo)

102 Age (pd]/)
103 Current Job 

Position
Senior Assistant Computer Operator
Class III Officer Class II Officer
Class I Officer Non-Gazette First Class
Other

104 Education 
(lzIff)

Higher Secondary (pRr–dfWolds) Graduate (:gfts)
Post-Graduate and Above (:gftsf]Q/ cyjf 
dfyL)

How will you rate the present pre-enrollment system of DoP for online application processing? 
kf;kf]6{ ljefun] xfn k|of]udf NofPsf] cgnfOg kf;kf]6{ k"j{–gfdf+sg ;+sng k2lt tkfO{nfO{ s:tf] 

nfU5<  
[ Rating 1=Strongly Disagree (Psbd} c;xdt), 2=Disagree (c;xdt), 3=Neutral (lardf), 4=Agree 
(;xdt), 5=Strongly Agree (Psbd} ;dxt)]
Section 2: Ease of Use (k|of]udf ;xhtf)
201 The public find online pre-enrollment system is easy to use. 

(;a{;fwf/0fnfO{ cgnfOg k"j{–gfdf+sg ;+sng k2lt k|of]u 
ug{ ;lhnf] 5 .)

1 2 3 4 5

202 The public find online pre-enrollment system user friendly. 
(cgnfOg k"j{–gfdf+sg ;+sng k2lt ;a{;fwf/0fsf] nflu 
k|of]ustf{ d}qL 5 .)

1 2 3 4 5



Section 3: Responsiveness (k|ltlqmof)
301 The online pre-enrollment system has reduced the 

application time. (cgnfOg k"j{–gfdf+sg ;+sng k2ltsf] 
k|of]un] cfa]bg ;do 36fPsf] 5 .)

1 2 3 4 5

302 The online pre-enrollment system has reduced the 
application processing time. (cgnfOg k"j{–gfdf+sg ;+sng 
k2ltn] cfa]bg k|lqmofdf nfUg] ;do 36fPsf] 5 .)

1 2 3 4 5

303 The feedback/complaint mechanism is easier for public. 
(;a{;fwf/0fsf] nflu cgnfOg k2ltdf k|lts[of÷u'gf;f] 
k|lqmof ;lhnf] 5 .)

1 2 3 4 5

Section 4: Reliability (ljZj;gLotf)
401 The public can check the status of passport processing 

online. (;a{;fwf/0f cgnfOg g} kf;kf]6{ cfa]bg k|lqmofsf] 
l:ylt hfGg ;S5g .)

1 2 3 4 5

402 The error in information uploading is reduced (cgnfOg 
k"j{–gfdf+sg ;+sng k2ltn] laj/0f ;+sngdf x'g] ulNtnfO{ 

36fPsf] 5 .)

1 2 3 4 5

Section 5: Assurance (cfZjf;g)
501 The public like to have the online payment system with the 

pre-enrollment system. (;a{;fwf/0f cgnfOg k"j{–gfdf+sg 
;+sng k2lt;+u cgnfOg e'QmfgL ;]jf ePsf] /fd|f] dfG5g\ 

.)

1 2 3 4 5

502 The public is ready to provide required personal 
information online. (;a{;fwf/0fx? JolQmut laj/0f 
cgnfOg k"j{–gfdf+sg k2ltdfkm{t lbg tof/ 5g\ .) 

1 2 3 4 5

503 The public is satisfied with the online pre-enrollment 
system. (;a{;fwf/0fx? cgnfOg k"j{–gfdf+sg k2lt;+u 
;Gt'i6 5g\ .)

1 2 3 4 5

Section 6: Empathy (;xfg'e"lt)
601 The public can easily communicate with DoP through the 

online system. (cgnfOg k2lt k|of]u u/L, ;a{;fwf/0fx? 
;lhnf];+u kf;kf]6{ laefu;+u s'/fsfgL ug{ ;S5' .)

1 2 3 4 5

602 The public takes the help of intermediary to fill the 
information in the online pre-enrollment system. 
(;a{;fwf/0fx? JolQmut laj/0f cgnfOg k"j{–gfdf+sg 
k2ltdfkm{t lbgsf] nflu larf}lnofsf] ;xof]u lnG5g\ .)

1 2 3 4 5

Section 7: Cost Saving (nfut art)



701 Office travel cost is less due to the use of the online pre-
enrollment system. (cgnfOg k"j{–gfdf+sg k2ltsf] k|of]usf] 
sf/0f sfof{no e|d0f vr{sd ePsf] 5 .)

1 2 3 4 5

702 The public have spent extra in passport application despite 
of the online pre-enrollment system. (cgnfOg k"j{–gfdf+sg 
k2ltsf] afjh'b ;a{;fwf/0fx? cfa]bgsf] nflu ykk};f 

vr{ u5{g .)

1 2 3 4 5

THE END
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