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Qe Yo FeTgHT {OTeaE Aate: Ggiive qe
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TE A AR WENE YA YAEET (UG ANEigH dgivas T AR
framr Ty BNva: TSuEl Uhd FEEeT €9 AEdHE Ja7 YEEs! bEm ¥
TEEFRATAT THITEH] qehD] ATIRUNG GRACTHT € Hivgd ARUHI | T9
AEREHT THE ILIT GEATHE bl O AOTHT gl T AN SeTeedrs
AT T, WY AR AAAF G FACH R AN GHT TAEEEHT AT T
Bl IO EHE A JAEH SRIUAT FHSEE T GURST ANl AEdF: IJUIEE
e T WEd [T | W ASTIE dgitae Aeadd T WA (sareEi)
AT G TRUST G AT YHE €A fAgeEs! AavS T Esbe e
YAEHT AR UK e B TR qur caeie eteEdr aieum g |
TAAHT AEAHE FaT FAEHT R ANEGHT AN Taf ATIROMCHE TdT SATARIE
THEEHT AEATHAT | AEWE JAH QBT HHAANEE, IHATE JAT YATE T
ATTE ITEACASTEA FHEATEET HATh! RS I FUHT G| TaTeld! Qs
AT YATEHT AR ANagHT N T4t IEH T GIRFT IUE® YT T G| TG
TS T T A HFIeEH! Gehicnsd Fa AaeqFHaran aw<el Tae T8,
T RN AT FARHT AN JUIH THIG® (@b T4 #gd TS |

¥eapool: WANHE AT UEAR, [EAR WSA (SERVQUAL), ARG Twe,

HITEEA (Public Service Quality, SERVQUAL, Customer Satisfaction, Performance) |

S FUHE, TG THIT
5T mnrijal @ gmail.com
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ELEG)

TP FEHA AT GATEhT SN AUHT BT Wel Wlebweg | ToTb! ATATAHAT ANB BT el
T GREAM R BIEEH AEE T | qEGHE YT YATE oAb T AR B W AN DT
AUFR BT PR cqaea T daaReEd T I FaEHT T4 AEw, 6 e T
TEEUBATA HIhe ATH (=510 T FAMT Grad T F8sl g Jueled T3]
TSAH] T FA ATCH! G |

AWE e THRHT AU F gIHT G RN T SR G
Ty T afefie T JeneE wrew 9f BT TeAe SOEIeET Teid o, ST
Fafafd ¥ WS G, AEF A, WEH A T THRB! ST Sl TEEEd
EH T FAEHT FAEAAE T TRGEFT TN TEET ar, v B
STARTH] TR, JAWTE! ANNEHHT AU T AN TqEal qdl daamd aieer s
e AEE YAkl ANIETs TATT g |

FrEE T e FaT YaTgdh! AU I BN | Qs Qe GaATeH qodeh!
UHA FEUH T FRA FAERRE  TgEUHRATAT HEHeEd  gednel  qRud
FAIOMNG  IREGTeE WUHT G|  dEdFe  JMEas  [grd ad  Jaarung
AREAdTEE HEASHH Y ORaR ANFfGHT AT GEIE, GCET qiad qer sial
YeaIEh] GOTgrEH] TEEeds IR T8 oildh! Sfawg | s el Ureders
qfeitre T AThAr U 3R, AR Ae Sfee w1 WU A fgeeer A
a@'lﬁﬁh_ L IRIIRIED (Empirical)%sf?lT TR T G BT %@@l

Tg AT [EREHT ATIRAA TEEEH! Gea T A ARG Hedidbd  Jueiiene
TURAGHT S@Er T wed | 3 |

SUTETHT WSS AT YAEHT SAbl YA, UK, hEl JUClisue®, B a9l QN
IRETT T GO GEEHT TN Tl SUIEE A RUHT dRdvg | drEsed A
TAEHT GHIAT HHAITAT ATABIALMET Fad (Red-tapism), ATAS JAE A YUITeAl,
FHAR HqcA (Catch 22), FFARIBAT AT FoTEE forer OERET Sl Wieg HATereh! el
JATEHT TUEAY ANETEHT BEd g ATH ArshiET e Mieen uiiRaf av o
EX

R
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s a1 T8 HT < RIUHT ATURIT [AFTHE T

e JTET A qaaTed] G a1 YOl 2 9o Gibvg | gy Femg-ar
BIAEH ATTIIAT ATIRUMNG TRATTEE FEa¥ G | AT IRAGTATS [ MEEEdTe
AT TS h! THA G | I TMIEEHET Bojang (2021) THA U &1, AT 91T THAHT ATITHT
AN TRETTATE SETTHT T qHEA i |

> 95CH WeaT A EHR Qi o, WA MHBTHT FEHR (T, L&, FIaLem) et

a1 AT JaTe Ui AIe FRierH Wi Wl 3aws,

> 1550 3T 1R &0 THET FATY: FARIEHT qaT TaE GLEAIHT €A el Tah!
TG, HeATTHT o G AT T&TT T gl HABE T Hal TAFH D! UHTHR
wiHUHT 3 |

> QR&0 3@ 950 FEHHT HaATY: [T TEH T 73t Arasve TemaaT Toddl AT

AR STAT JaATHT AhegiH, PRAr FaT, Toddr ARG qal T FedRidcas
UITCATSTE el & T 9T [0 AU Sfaeg |

9350 IMI 000 FEHHT HAT: AEAWHH JaT JATGHAT el &FHT Thad AAEE®

AT IHTRT AT TqATS AT ATl €A (New Public Management-NPM)
USRI, T¥ ATIRMHRT GRAT YaT YT BN ATEHRT o, FRal bR T Jarar
AT, SR JUITAH T FANTAT S o v IS8T TRUa! i |

$ 000 TR HAld: 4t WEAHE FaT (New Public Service-NPS) [SFHaR TXEHR

(Responsible Government) E:% ERICICEECAR ) (New Public Governance-NPG) Ea)
FAIRUT T WH T TUHN | TgIAF] GEANIATar AT STEi e T
AWl d ST AT Ahd, THR T Sl &A% Amar qeiod &4 qe
AUHRATATEEHT AHT Tl al Ahd Hea#l RIS (Value Creation) T ATdIah qaTah!
qrfefeafdes Juetl (Public Service Ecosystem) AT AT FaTh! ATUTNCHE [T TUH!
g |

WA HATHT U GI=T

I T YATEEHT UIEARET WIH T 4 4,50 T Hewdqul AAITeE HUHT AMG=g | TEqee
(Goods)! TUTEAR HIIT HAEATTHT [l AT, AT < [FaTe@HT [ahTd Heaah! W ardi ga
(Services) T TUTEAR % g 2 FHEQ WA T Wl FIAT ALATE® foref Uhewar qrées, el

EE
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Wwwqﬁwﬁﬁ (Under-defined) € eI WWW (Under-researched) ‘WQ_O@
@& |

T 1350 AN JAT YATGHT TEAHT AT (@i Aga-are® Wt T dl Aga-aregeae
A FATHT UED] @] JEdd TRUHT <fdvg | e TRa qears"a! gfaeE
ALY HUIHT P | TTAT ALYITeE® HET YaTUTEIh ATET (Customer Expectation) T ar
YATEDT ATEAT TSTeh | T AT RIS &¥ Forel=TAT §7eg | Greisiivie a1 TOTEa (Public
Service Quality) HISd, FHNEHT TEHEE U, TRIHA, WA T JITHA T oI a0H] GHE 97
9253 T 9% &I fommHr ‘T&Qﬁ QULHT AT Y (Parasuraman, Zeitharnl & Berry, 1995 &
1988; Barker & Kandumpully,2007; Rheea & Rhab 2007) | WWWW@ ISIE]R
(PZB) aT HaT TR (SERVQUAL) AISH THT W TRUH! G, ToaTe [+4-9 A FHETHT G |

ATATFRIE T I ATA AETTT T INTEED T IZIHT RaTeIel AT AISAAS Tt ATATE NTT
g |

o q - FaTep! TUTRARAT TG SAETTehT Bt

i Afiean Fafthes AR fartat agwa

\ 4
I V'

____________ e
LEIREIF]
( b ) ) RAAERFTH! e
YA R Y@@ et o4
"
YAEIHT AYET AT GISh!

I Parasuraman, Zeitharnl & Berry, (1995 & 1988) &T TR 761 a1

?ﬁﬁ@%@ =TT el sAfveors o (Words of Mouth Communication), e ‘Jlélﬂél %ﬁﬁ
AL (Individual Needs) T ARTAHT ATHT (Past Experience) o €T AUET AR Tag |

¥
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AT HATHT UTEARATS, [ ATATHAT [0 TR G W HARIEIh! TUE qra el darah!
TR EHTaHT THEUST g | G A fFRmET Wede® (Gaps) @M @ T e
GEARE Y, THHT g1 I 21w, Ueal: WFea AUET T Jamer Ave (o, T wuferd
A T A AT o, T AR AT T AR T [UTEAL AT g fo=T, <ell: Jareh! queas qer
ST T AT b ST SR fere) T Wit e G 1o T Aredierss F1 weire f=re |

HISAH! [AFHEHdEEd ITUT QEUEE (Gaps)d! ATIHAT YT UEMHT 39 HaREH qcde®
TR T 7 | R Ufegedl SMIe@dr o AHeEH] THT T 9t ATHEEdT qHIETHT
I AT (Reliability), STEEAAT (Assurance), Wiidd QAT 9T ST (Tangibles),
W@H\ﬁ (Empathy) T orare (Responsiveness); T SITEAT dleTahT § m@%@?g |

eTehT 9 Wﬁw ATTHEE (Determinant of Quality)

. 9. MaR® AHEE SUTET

(Determinants)

9 | SATEEAT (Assurance) FHHATYD! T, YAWTETIdRT HATGTAE (Courtesy) T
Famtd feramg (Trust and Confidence) AT ST

3 | FHITAA (Empathy) =ich AR AAIHAATARE] qd1 JaE T A

(Caring)
E RCEEIRE (Reliability) uﬁmwﬁﬂﬁﬁmmﬁgﬁ%t@a (Accuracy)
¥y | SeEe & FRAT (Prompt) AT TAT YATUTETATS, TEANT I AT
(Responsiveness)
Y | wEfeR qr e | siifdes ST, ST, STy T EeET HISTHEE
(Tangibles)

i Parasuraman, Zeitharnl & Berry, (1995 & 1988) #HI 3T 1o T

AT TUTEAR AT TEQA STl TR TR a1 (o1t gearee, fafie aRkfeatd T amisie
YOTTCATAT Selfiee EOAT AR] T GiehH, G AACATHT TAETAT UL O T TaqeF A
Afgeell ATATEEe! TS HIAGEIETHT AT TSI, YAWE T JATIETTE ol TETHT
AT T[Ue® (Human Elements) 99 T@ﬁ TEar favaes ﬁm Iuq ml Barker &
Kandumpully (2007) SIGEICA TUTEAY 1:chl_lel'l_'q} HIGHET (Service Performance) Tmﬁ

LS
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W(Cus‘tomer Satisfaction)mﬁjﬁ'ﬁ%’ﬁwllﬁ‘li eI KRIERIEE Qf@"@, | STaers BT R
AT T TUHT G |

o R: FaTe! TR, FRIGFIET THAR! G i AR & =T

JATHT O

— .

HEET > e e

GIT: Barker & Kandumpully, 2007 &ic 4T

AT S o TATEHT IR gt A RS Ja-aae

ITeTah] TEe JEET Faf qrae+e caaeduaaT ATTHE®Ts AR BT T,
FaryATEeRT AT AfEfEET AR GEANTT AT AT ATEA] S, TS IR G
ATANT T AH{TEE TG T GERD! @It TR I Y W, Q0 aH AT, == T47 WA
FISAHT AT T T T AT T b S |

TSt A FHTaih] R ARG EE HEgd TS BIE | TLHT YA TFHbH!
FAETAT T TEU AT ARIREHT A T AAED] gl TTAT TIMUT T T8 9
BT FererTe 2Teg | T Wiaee T S eaurer qrestias Yarers S8 saae ga sl T uraelt
FAGHT U | FBR T WA MHIEEA WA b qarbh! R T Juadied G
A Tor ek gea e |

AT TTAETel Qrasi=e TaT TaTgshT AT FETHdr 96T T 9wg G YaTged! TS THaa,
T AAEEH G SRATAH] b= AN TG q4T o et &1 sgaeda
T AT WA JaTars Taeg, 9a¥, [oae, qraef, gamaell, ediaraas adr I8R5
ST AT JTH G AT GETAT ST GHI T et Tge GRRTE T4 qemmaen! geamfe T
T STACATEE T A foTyan! Sweg |

3%
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FHIAT AT AT

M (STATATTT AT ) U, 08 Y FaAmEet, 08 Y AT ST, Sarhaer, aaef,
FATAEN T AR T, Fasve Jarh! Hede®, Fufa qorrel, =R, Jamh
FES BT AT UTER AW (G BT ST EED] T8 T,

TR AT FATATGEAE e E: AT ¥l UH, Taree 9T UH, T8 998 dreared
U, Tl Y&t Usiel AT=R0T, S1fca, JaTsh! GFIE-aT ATad Gearg™ Qiedesh! Hunia
qREFHT TN TUGHT AT T,

AHT THAFEE! UA, J08Y T AEuHedh qaT TAd ATHAT T AESA M qRIBRET
TTIE&HT FEAT AR T I T AUHR G T FaETS THR G- Aeedrs e
FATS YT,

T THR oA UF, R08Y of ISHIdIH! Rgae® Principle of Subsidiarity,
Principle of Concurrence, Equity, Diversity SET UEREls AFIHR T%HFTP{EF%WW
TqE (ASTEAR) TFH JATHT TSUTH T T T 0T T,

TATHT GIRFT el awaege: a1 At e, 208y, Mol axefeor Hafewsr,
HTATAT WIE, AfTaf AlecehT A FSTT= (HAfTehT, 08,

AT ATSTT: ATARAT AT T, FTANT T UTETTHA IR I U,

TSH HITHAT TAT AT T HeATAT ] &8 a9 0T ATl

Tt e U Wt qge YAt T STErl TEEhT s34, HUEHT A Acas,
ATERIT AL Tore |

HTAHH TN STIETAT TITIEE

K3
o

BHHI AV, TS TAE Tl JUHWEE T YAHeEe Tgol Yarhl ATEedd,
IEEREIRCIRQER CIC ) (Responsiveness) STEAT TUTEALRT W@E@ﬁ@ |
eI dar Mt Ao e Afae 2Rieas®T Explicit TALMEE TRITHT
Wﬁﬂ%ﬁ“ﬁ (Empathy) T AT ATIEdr (Assurance) T AT ﬂﬁﬂ%ﬂTGﬁg%@
T Ao T AI=ATohT TR T S THETH U, & G sTa8T T aea |

T@TETE T &THAT (Tangibles) ATATH [&IT0T T THAT BT AIGUE, & qT SqIEATIT
TIETETE A &ACHE Efal T aaal TAUaaid, Thidhd qaTyde T UHER IUaeedh!
WWWW (Organizational Design) TAR T JATEE HUPT |

30
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s WESHE gIaTs, QEe U, QHlSE THEA, Thidbd TRl qal Sedl Avard,
Hrave T THT BT (Time Card) <] T AT gHqane ST (Responsiveness)
AElg TaTE HUHT |

& HTIRFIIE TICRTE JUMeR, FTAGeaa FrAie | Het Hrafeaar Rie Jomel, Fa avhR,
hIEd SAlch e saaedl, gIa UFTs |

v TR (BTIBT HIHHHD] QAo 160 Aed GeTd T TG FaATaTEsh! Frd Hua,
FHHHAEE T Y AFAZEHT TH T T Tl TATHEE JUHT |

s YAYATEHT AANE HIAET, AHNE HE (Citizen Jury), THNEHHT GCAEETH! TEHIAT
e fat anferuan |

o efaufd afRddT a1 AR BT A, e, T, G5RE GO AT
FHTATAIHAT ATl Aleash! agTa= AR T i |

¢TI WA qrad EUFACUTET AT AT BRI TAREEd JaTsh! T
31@7{%'5” RIS TWH: Al JaT ATANTHT Faceless ATAET Wﬂ?ﬁ HT JUHTHT
FRIGH] ATICHT AT HLRhT AT Tae caaeaT, MR TUate Sgasia
ATET FETBT ATY Trl ofEr TR for cueedr, T el e et
TUAC] FATHT UEAY. AWETEHT ARTE T g |

< Online/Digital portals, Mobile Banking H JTANT T A ATETHAE THTY Hapra
Agerde qoea [ oA Jar T8 g9 Seed @ S, qEEe e,
AT THFEA T B ags a g |

ATTHT ATE ST ST FaTg AT TUTEeh! faraor

e AR AivE Rafd 2al, qevHe JaEE STl LT TATETHT e |
W T T T GG G, JATEEHT FTeHT G TE T Fehebl g ¥ ATerd avtan
TG AT T B! G, A TATEHT SIAAHT GEHRIAT =4 5, e S eaid g7
THHT G, JAIETIF TAAU S & GohbT G, stz qar ureaef g, Jarr
AT ATATAHAATAR S, YA AT BH 5, JaAATEHT Fiaeqaial o o,
YATATEH § AT T TN TS HH T, Aol AIb b Tl God1gh & Aebob!
T T A ATATATEE A SR |

3z
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T, TAE ATAATEE T AATAIHT GBI (Words of Mouth) Fel = ThRIcHS ST ATdf
YATH! JAT TATE TEI-HT STUSHT Fel ATTTe®h ! GIAT (i e 3fvg) | el ATTTEE T

A FaTh! oTEaeas! gy aRfFafiars aad gafeua 5 |

T AT 21 AA S HaTh! UL

& HAETTA AT HAAGT GREE Travdied a9 THCUH 3 |

T AMA MET FH (Nepal National Governance Survey NNGS-2017-18) AT
AT W IR WA HATDT UL FEEGHA DT AL [+
faroorEE SRR AT 5 (Pokharel, et. al.,2018):

(&)

>

HEATT A YD UTEAT AT &1 FATH T8, JAARTIR
AT T JOREIRIeT T AN eqad T4 3 AT HEm Wby
<RIT AT TR Fe GAATCHS @TehT TEdd T4 Ieud |

AW HATH IO TG FqE | 4%, Ll T3 qFH T8 &% % T4 50%
FATEHT G SRIUGI, Fal TaaFH AE-qE 3% T 0 Aq-qE 4%
YATETEE Lo SETH! |

Y00, =T T AN ATtk AT o GehahT AT & 0% NI Ueelt
YA AT o wheT SRAUET 9 A e, Wit qer s
TRraITeret Tel £r1ohT JATTEY forer T U= Tohl AS Ty |

Y 0% 73T I¢] YAWTEIE® 40 b, .91 ¢l T IR T Halr et
809 FARMTENT & TVSTH=aT el THT TR AT forqueant afeafaer
=TT AT ST T ST |

SeaTl TR aT T g 509 JAWERE [AUg aaedma-ah! SHaEBIIT
TI-E, C&% FAUTEIEE TEdT I, TAH T TEATHT [Farg T o daa=qe
TEhT, NNH FEIATN 3U% WHHR Wb, Hideh TEEs T Tl
(&5%) (FITd ATI-H FASTH, 2095),

TS T eh! Ga+ T AT FaTeHT 099, FarTarer fafsiet Jareedr yadanT sHast
TUTEFT EHT AATH v | SU% AR T Garg! cgae
THCHT TACH, AR TIET LE%, THAA TATST §¥% T SMedl qarar
FEAE U 2% TEh! T TATIRHT ATAEAT B %  FAMEIHT AR Wbl
TR FHEATT T@T (RS T4 970 TEHeE, R00R),

EN



RSTeT e 2059

() AR A AAITEEH! 9T et (HATR, 209 HE 3)
v U T gl 093 A TRET AU, ACTAR TEIART ATE-E
AR TITTHT YETEAR T e SFa-dl Ae0a, qgurd HiHem T
AT FEMET AT @] ATIT ISR 359 ! AauaT |

& QA ATh QTN w3 JeqTE a4l ATI( WY Seeg: T A THIE g a=a,
AT AEETH AT, G ACTATAGED | ATHIT TAT [T ST =T JTA=dT,

o TESE JATEEH! ATIAAT ol TEAETERT AWHT I= F WO AU AN FET:
TIEHE TH, WTSHE I,

> WEANHE JAHI AHISE A Saaed ARUHHE HiNT Afdsm: qHEE a9,
AR TETeed, RIS [Fad,

& B IeeTTeE: ATHA, AT BT Ta=d (IITEX: HATHIHT ATHATE AT,

¢ ATTSITHT AT SHACATIT AT BT THUHT T (AN Tedrg T4 93+
AT, AT ATAT AT BT qaeama),

o TR Tarefee: Araard wraaar it w1, FeEiferrene gt weras 8=,

o HHAR e T Fawwee: dEmaEd Fueaer @i sgame Regeat
e (Duplicated Regulation), [RRICCANEEAT ALY éf e U % ¥ HamE
FepraeEs! FHNR FIHT daw,

v GEHIHT JAWETE UEMEEH! UHAEE T AuReel Hrfde, o gfE
GLETRT A, FATEET Ree Wear w7 AU qU YAUEEA FeugehEe
qafe TR ATe YaEE WK SEierT a1 9 cafhR! WeanT e dEe
[EERIIEED)

% Street Level Bureaucracy < Problem Identification d¥T Reform Tﬁlé' Top-Down gET qar
YATHEE MebFAT ShT: SFAEE TFI T,

o TEATTH FH: T TS AATEE, TIHAD! YaTHT ATAAHTRATD] A BRI HE,
FarehT Ffargarer et R WO T HoH, T e T Treeasd iR deaed
RINER

s O EACT HAT TARHT BRU TSAHT FEHFee Aeiae adr AifdE
WWQT (Extractive Institution) Ea) wqa =E Eﬁ S ERIN

s TR e AT JaATTATEH T dRal 8,

¥ O
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FEifTTEETE FiEtts: a1 TaE ed aase ANNH-SEHR A-dHaTHT HIETH
(Interface) TTE ATH-ATI AT ST W,

WWWW AL TR LEAThT (HE=aware] cost efficient
ARG B,

Seet JATHATEHT AR ATATE HRICIAEE T ATEL e,

HAFANIF HHAITA: AATAAAHAHT IRHe®, HHAR HIAGEAE TAT AT
AT STEEATI JUTTedY |

YHEAEEH! GHIAATCHS [SEooT

e
o

K3
o

FAYH b FATDT [UEAL AWFGHT FAEEE AUHT, BIIAFIETAT GUR TAE
WU AT ANBHT GqE T Tg8 TUHTT B F. 3 SRR TUEAR JoeiiehT
AT EHT IR HUHT A IR ATATH SRIeg |

FATHT RAH! AERIGH TRAT. T THTEHINATHT B 2l gfan e ¥
AT AT GIRHT TAEEE LA EhT G|

ARTAR. TN AT ATRT, FAT JemdE HR0 Jiag™, R aAgaam
FIASTBT AETATEE WEe AATHT VAT ATEN Groig TYHT T AT Trfe
TGT TR A | HIOAS HAEUIR ATTATER AGHAd AN WU
T TEeh ] AT Gl ST0S SI5eel Sgah! Wal TEIEE SushT T |

HeGIR ARG JATEd FeET T ol ggeaaie 9iH s
AT E/[ATEEe! H=a¥al 93+ X Front Line Service Delivery T FeEeEr
AT~ AT FATTATE T FaE |

FTAATT T TS ATAHAD] AT JaThT AT T Fafcial HTIaT9eh! Demand-supply
I T THUD!: FEHAAIAT TSHAT AA 4L 0 9T a¢ gged deal a9
WUHT, STIGT JET AT T el |

SaAte/ASTHE! AEsMe FEAH! TUTCl TIT T A9FaT Aehara=el it
TG AT BT, YT, SOP 1 AT ST SOP = Substandard WIT) BTl
AT e, T, TREGeE i qarid ATEaedar Sedl ATHT
FHAR AT SRa=eg |

THNH! A T R ol EaRammgul sEedrer Jamids! TR daeede
Eickcal

¥q
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v T@ERH AW H YEER e, g7 @ T widar Wy R OSAawiA
AR FaeiaT g8 Raaa fado arega,

v A AET [ ATAEAH! AT T AHEsan: JaEd, TEa, SH ATA
Tl HAEED] AT,

v GIHIET T, AT GEHASTOT T Tl FeATeh! AN, ATHIEHT AT
TGS T A ST LT THRICHS 1T W G STE GRAETERIST SRTeet
TS TIME dgde W THIH GgEele YSe edFH U ek 9
THHH |

WA HATeD! OTEAR GERH! AR T A beug®sdh! dreit

Tt JaTATs ATHFITAT Non-Exclusive T Non-Rivalry HaThT ©IHT 6?(*?2 | ST JOTTRATHT
AT qRATTE®, NPM, NPS ¥ NPG ATIRUEE JATTATEHT TXHRE! UHTABRD! A7 T
TR RATATEEH] AU AeHIRIATHT SIS [FUHT IRIvg | NPM o Aasves Jard STeicadar
SgaEIU- (Result Based Management), Economy, Efficiency and Effectiveness TchhL(‘[ JarenT
TATEEHTAT T I[ER. AHAGHT ARTET THT SRag | T G- HH AT AT T41 JHA
I AATAA] T o W AT (ATH, R0L8/95-R058/58 FF), Pokharel, et. al.
(2018) TAT RSATA T 97 AGHEE (09%,) THAHT e [Hamr e e sriforg gere!
ARG R RS 3 |

A HATHT UTEA LR

o Ol F= BT TA GAET BIIAEE GG T AbeusEas wliwa
T TATI: S AT A T HTH AEAE TG Tl TAAEE,
FHATD] JAGIACATFIHT T,

& HHAATAD (et Y: LW BHA A= T SAFIH A FTE,

& HATHT AR, YEFANTT T AR Standardization of Public Services: 1SO 9001-
2015 ATHIE,

o WEANHE HACAITHT A ANAGHT TAEEATs ATARBIHT T: Total
Quality Management, Quality Circle, Kaizen, Lean Management ﬂT&{,

s TN GHNEEH! T PEHareio T arh! aIHiaHbrb e g: =0
ATA, TEIH!, AR AR (FSHAA ATHA Sfeal, qiierah a1 a8 Sid qe
W E i),
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YATH! Customization and configuration: Fl_q%ﬁ'q W T @ St
T AT Redundant Procedure B2TS8 T8 SOP T T raf=ag= eam,
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