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Background 

Telecommunication is the mostly used service in the modern world. 

Every person needs to be updated/informed about his/her surroundings, 
relatives, concerns, business etc. To keep updated the phone has helped to the 
people. 

In the modern day different mobile telephone services have been developed, 
that make the communication of the people more convenient. 

The telephone is referred to a device that transmits and receives from point to 
point. The basic function of a telephone is to allow people separated by large 
distance to talk each other. 

The telephone was invented by Alexander Graham Bell in mid 1870s which 
now has become an indispensable to business, households, government etc. 

The word ‘telephone’ has been adapted into various languages in the world 
now by which we can understand the popularity of telephone. 

In Nepal the first telephony service was introduced in 1970 B.S. But the 
establishment of MOHAN AKASHWANI in B.S. 2005 is regarded the first 
service as formal telecom service  

When the country began systematic plans of development the first telephone 
plan was formulated in First National Five year plan (2012-2017) under which 
the Telecommunication Department was established in B.S.2016. To 
modernize the telecommunications services and to expand the services, 
during third five-year plan (2023-2028), Telecommunication Department was 
converted into Telecommunications Development Board in B.S.2026.  

As an individual body Nepal Telecommunications Corporation (NTC) was 
established in 2032 BS under the Communications Corporation Act 2028. It 
was Government owned Corporation that had purpose of providing 
telecommunications services to Nepalese People. 

The NTC served the nation for 29 years basically establishing infrastructure to 
provide basic telephony across the nation. In the end it had begun Internet 
and mobile services. 

With the advancements of new technologies services of various technologies 
were introduced. That made the entrance of private sector in telecom sector in 
Nepal inevitable. The new situation invited private sector’s involvement in 
various services. To make the sufficient ways of entrance of private sector in 
telecom sector the government brought policy to let private sector invest in 
this sector.  

As a result the then Nepal Telecommunication Corporation was also 
transformed into a limited company named Nepal Doorsanchar Company 
Limited from Baisakh 1, 2061. Nepal Doorsanchar company Limited is a 
company registered under the Companies Act 2053. However the company is 
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known to the general public by the brand name Nepal Telecom as registered 
trademark. 

Nepal Telecom has always put its endeavors in providing its valued 
customers a quality service since its inception. To achieve this goal, 
technologies best meeting the interest of its customers has always been 
selected. The nationwide reach of the organization, from urban areas to the 
economically non- viable most remote locations, is the result of all these 
efforts that makes this organization different from others. 
Nepal Telecom's widespread reach has assist in the socio-economic 
development of the urban as well as rural areas, as telecommunications is one 
of the most important infrastructures required for development. Accordingly 
in the era of globalization, it is felt that milestones and achievements of the 
past are not adequate enough to catch up with the global trend in the 
development of telecommunication sector and the growth of 
telecommunication services in the country will be guided by Technology, 
Declining equipment prices, market growth due to increase in standard of life 
and finally by healthy competition. 

Converting NT from government owned Monopoly Company to private 
owned, business oriented, customer focused company in a competitive 
environment, Nepal Telecom has rejuvenated to serve the nation with a 
slogan “Nation Building Our Goal.” 

Nowadays, Nepal Telecom provides basic telephony, mobile telephone and 
data services to its approximately 7 Million customers. 
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Goals and Objective 

Goals 

Nepal Telecom has set its goal to provide cost effective telecommunication 
services to every nook and corner of country. 

To obtain the goals it has the following Vision and Mission. 

Vision	

Vision of Nepal Telecom is to remain a dominant player in 
telecommunication sector in the Country while also extending reliable and 
cost effective services to all. 

Mission	

Nepal Telecom as a progressive, customer spirited and consumer responsive 
Entity is committed to provide nation-wide reliable telecommunication 
service to serve as an impetus to the social, political and economic 
development of the Country. 
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Organization  

The Company is structured into a hierarchical order. The Annual General 
Assembly (AGM) is the apex body of the company that contains all the 
shareholders of the company. The AGM discusses upon the financial report 
and passes the Annual Programs and policies of the company. 

Below the AGM there is the Board of Directors (BOD) which is a permanent 
body to run the company. The BOD is composed among the shareholders. 
According to the company charter, the board of directors is formed as follows.  

Being the major shareholder, the Ministry of Information and Communication 
MOIC holds the chair of the BOD. The secretary of MOIC is the chairman of 
the company. In other members, the joint-secretary from Ministry of Finance, 
joint-secretary from Ministry of Law and Justice and joint-secretary from 
MOIC are the other directors in the board. The chief of Civil Investment Trust 
(CIT) is another board member. These board members and the company 
secretary of NDCL (who is one of deputy Managing Directors) are ex-officio 
board members. Two board members are selected among the general 
shareholders and employee shareholders. The managing director of NDCL is 
the ex-officio board secretary. 

Below the BOD there is the Managing Director who is the executive head of 
the company. The Internal Audit, Recruitment Secretariat and the Company 
Secretariat are right below the Managing Director. 

There are six Regional Directors, six Service Directorates and 12 central 
Departments that look after the programs activities and services of the 
company. 

The exchange offices across the country function under the Regional 
Directorates. Whereas for the other services the concerned service directorates 
have set-up their entities in necessary offices. 

Various transmission links, switching, networks, Base Station Control (BSC), 
Mobile Switching Center (MSC), Repeater stations, Optical Centers and other 
technical links are maintained by the concerned service directorates and 
departments. 

The organizational Chart below explains about the organizational hierarchy 
of Nepal Telecom. 
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Functions 

Nepal Telecom being the largest IT company in Nepal has stood itself as 
largest taxpayer company of the nation. It is the only basic telephony service 
provider, mobile service operator and the largest internet service provider. 

Nepal Telecom is a trademark of Nepal Doorsanchar Company Limited 
(NDCL) 

After the establishment of privately owned mobile and limited mobility 
telephone service companies, the monopoly market of Nepal Telecom had to 
come in the competition market. But it holds the monopoly market in the 
basic telephony (landline phones) services across the nation. 

Now it provides major three services i.e. Basic Telephony, Mobile Services 
and Data services through various technologies. 

 

Detail of services Nepal Telecom Provides 

Basic	Telephony	

The basic telephony service was begun in Nepal in 1935 using Automatic 
Telephone Exchange of 25 lines. 

There are 612,720 landline telephone lines distributed at the end of Mangsir, 
2068. NT has extended its services to all 75 districts through 287 telephone 
exchanges.  

The basic telephony service includes the following services as core services. 
Through landline some supplementary services also can be used as Value 
Added Services (VAS) 

Core	Services	in	Basic	Telephony	

PSTN	Service	

 Local calls 
 National Trunk Calls 
 International Trunk Calls 
 Leased Lines 
 Packet Switching Data Communication  
 Integrated services Digital Network (ISDN) 
 Pay Phone 

Intelligent	Network	Services	

Value Added Services (VAS) 

 PCC Easy Call Service 
 HCD Service 
 AFS Advanced Free phone Service (Toll Free No) 
 Universal Access Number service 
 PSTN credit Limit service 
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CDMA	Phone	

CDMA Fixed Phone (Postpaid) 

CDMA Fixed Phone (Prepaid) 

PDSN Data Services. 

	

Mobile	Services	

GSM System 

 GSM Mobile (Postpaid) 
 GSM Mobile (Prepaid) 

Both Prepaid and Postpaid mobile services in GSM system provide the 
following services as packaged or supplementary services. 

 Roaming (Incoming & Outgoing) 
 Short Messaging Service (SMS) 
 3G Service 
 Value Added Services (VAS) 

CDMA	Mobile	

 SKY phone (Postpaid) 
 SKY phone (Prepaid) 

Both systems provide SMS and PDSN Internet. 

 

	
Internet	and	E‐mail	

Thorough PSTN Landline 

Asymmetric	Digital	Subscriber	Line	(ADSL)	

- Volume Based Package 
- Unlimited Package  

 PSTN Dial-up 
 ISDN dialup 
 Internet Leased Line 
 Intranet Leased Line 

Wireless	Internet	

 GSM 3G Data, GPRS 
 CDMA 
 PDSN Data 
 Evolution Data Optimized (EVDO) 

Wi-Max Wireless Internet 

(In preparation of Launch the service) 
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The following table shows over all status of the NT Services 

 

Table 1: Number of Customers (Voice & Data) 

Voice Service No. of Customers 

PSTN Landline Telephone                    603,291  

GSM Mobile                 5,121,518  

CDMA Mobile                 1,019,167  

Total Customers of Voice Service   
6,743,976  

Data Service  

EVDO+PDSN          103,171  

GSM Internet (3G+GPRS)          956,617  

Dial-up Internet              5,745  

ADSL            68,343  

Total Customers of Data Service       1,133,876  

Source: Annual Report F.Y. 2067/68 (As of July, 2011) 
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Major Software and Computer Systems 

To operate various services the company has purchased many world famous 
computer systems and software. 

Computer Systems 

Enterprise	Resource	Planning	(ERP)‐		

This system is backed with famous Oracle system and used to maintain the 
Human Resource Accounts of personal record like Recruitment, promotion, 
transfer etc. It also maintain Leave and training records and the salary and 
other payment and tax calculation are made through this system. 

Service	Division(SD)	

This is the system that handles the Sales and customer record for Landline 
telephone including the customer’s records. 

Billing	Systems	

In the billing system of every service the company has  installed powerful servers which are 
called AAA Servers. The AAA servers authenticate the customers to use service. AAA stand 
for  Authentication,  Accounting  and  Authorization.  Using  these  systems  the  company 
controls the services and manage the fraud in service usage. 

For PSTN Landlines 

Customer Real Time Billing and Customer Care (CRTB&CS) 

Customer Billing System(CBS) 

Internet Services 

Internet Billing System (IBS) 

 

GSM Mobile Billing 

Mobile Billing System (Mofin, Jbill) 

 

CDMA Billing 

CDMA Billing system (ABS) 

 

Other Licensed Software 

Despite these, the company uses various standard software to run their 
system and organization smoothly. The following softwares are frequently 
used ones. The company has purchased necessary number of license for those. 

Windows ® (Windows XP, Windows Vista, Windows 7, Windows 2000 
Server etc.) 

Oracle Database system 

Ms SQL Server 
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Corporate versions of NOD 32, Kaspersky and Norton Antivirus etc. 

 

Open Source Software 

Sun Solaris System 

Linux, OpenOffice.org,  
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Principles, Rules and Regulations 

The company is established under the Company Act 2053. The act is 
substituted by Company Act 2063 (2006) and now the company is governed 
under the same. 

The following are the Major laws and bylaws to govern the company 

 Company Act 2063 
 The Nepal Doorsanchar Company Bylaw- 2061 
 Employee Service & Condition Bylaws 
 Financial Procedure Bylaws 
 Public Procurement Act 2063 (2007) 

The following principles, rules and regulations are also the guiding 
principles.  

 Telecom Act 2053,  
 Telecom Regulation 2054,  
 VAT Act 2058,  
 Interim Constitution 2063, 

As any company has to follow the prevailing laws and rules of the country, 
Nepal Telecom also has to follow the laws of the land. 

Therefore, all the activities of the company has to be complying with all the 
existing laws. 

The company runs following Interim Constitution 2063, the main law of the 
country and other acts, ordinances, regulations and orders which are related 
to the Telecommunication Sector and public sector. 

Telecom Act 2053(1997); Telecom Regulation 2054, are the acts which mostly 
Nepal Telecom concerns. Except this the VAT Act 2058, Public Procurement 
Act 2063 (2007) etc are the laws the company has to consider frequently. 

As being a company with a majority share with the government, the company 
has to follow the government policies too. 

The Communication Policy 2049 and Long term policy on telecommunication 
policy 2060 are some documents that guide the future plans of Nepal 
Telecom. 

Because those policies to liberalize telecom sector have really changed the 
condition of telecom sector in Nepal. 

Before the liberalization and introduction of the private sector players, the 
telecom sector could not really make significant progress. Rural telecom could 
not take off despite the fact that the government made some kind of policy 
level commitments through its successive five-year development plans and 
annual policies and plans.  

It has been an international best practice that the governments interested in 
promoting a vibrant telecoms sector would seek to build a strong and 
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independent regulator to ensure that national development goals are also 
met. Through the promulgation of telecommunication Act 1997 and 
telecommunication regulation 1997, the legal and institutional framework for 
telecom regulation was established.1 

 

The Nepal Doorsanchar Company By-Laws 

The company by-laws is the main rule to operate the company under which 
every process and activities operated in Nepal Telecom. 

To run the programs and procedures smoothly the company has made two 
bylaws 

Employee Service & Condition Bylaws 

Financial Procedure Bylaws 

The Employee Service & Condition Bylaws defines all conditions, rights and 
duties of the employees and their matters. From appointment to retirement an 
employee has various activities like promotion, transfer, leave, training etc. 
These all things are managed under this bylaws. 

Similarly Financial Procedure Bylaws guides the every financial transactions 
and proceedings in the company. 

 

  

                                                            
1 Critical Issues in Telecom Sector Regulation: Ananda Raj Khanal, NT Souvenir 2011. 
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Income and Expenditure 

Income 

The source of income in Nepal Telecom is two types i.e. Operating Income 
and Non Operating income. 

Operating	Income	

Revenue from the client against the services is the major income of the 
company. It gets revenue from Landline Telephone bills, Mobile bills, Internet 
and data bills etc. 

The following Income/Expenditure accounts gives the details about the 
income of Nepal Telecom.  

One of the major income source is sharing charge. Sharing charge is the 
revenue taken from other operators inside and outside the country. They pay 
for the circuit they have used from their customers. 

For example, if a client of AT&T (USA) makes a call to any mobile of Nepal 
Telecom, AT&T pays certain amount to Nepal Telecom for sharing the 
network. Similarly Ncell, UTL or STM pay for those calls to the company or 
vice versa. Each operator has to pay the sharing charge to the other operator 
against using their network by one’s customer. 

Non‐Operating	Income	

The income except from the sale of services counted as non-operating income. 
The bank interest, difference in exchange rate of foreign currency, amount by 
selling tender documents, unclaimed deposits etc are example of non-
operating income. 

The following table shows the detail about non-operating income state of 
Nepal Telecom. 

Operating and non-operating income at a glance 

 

Table 2: Operating and Non-Operating Income 

Operating Income 32,136,263,446 

Non-Operating Income 3,319,903,541 

Total Income 35,456,166,987 

Source: Quarterly Statement of NT: Gorkhapatra, 17 August, 2012 
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Company Financial Status 

The following table shows the detail financial status and company investment 
in capital and assets. 

 (in Nepalese Rupees) 

Table 3: Capital investment of the company 

Capital Asset 45,642,522,922 

Running Capital 30,379,035,840 

Total Capital 76,021,558,762 

Share Capital 15,000,000,000 

Retained Income 38,893,886,985 

Total Equity 14,941,655,119 

Source: NT Financial Report, 2011 

 

Expenditure 

The company has two types of expenditures i.e. Capital Expenditure and 
Administrative Expenditure. 

 

Capital	Expenditure	

Capital expenditure is the cost invested to set-up plants and run long run 
programs. 

Administrtive	expenditure	

The Administrative expenditure is the cost to run the offices. Salary to the 
employee and other operational costs are included in this. 
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The following table gives the details of the income-expenditure of Nepal 
Telecom.  

 

Table 4: Income and Expenditure Statement 

Topics  F.Y. 067/68   F.Y. 068/69 (unaudited)  

Total Income 
  

29,849,161,000           35,456,166,987  

Personal Cost 
  

4,507,205,000              4,221,436,927  

Maintenance & Operation Cost 
  

2,191,434,000              5,332,807,004  

Depreciation 
  

3,285,512,000              3,549,128,217  

Other Cost 
  

3,475,371,000                 267,248,676  

Royalty for services       1,285,450,538  
Contribution to Rural Telecom 
Devopment Fund          642,725,269  

Interest on Sub's Deposit             79,443,151  

Amo. Of License Fee             64,737,000  

Total Cost 
  

13,459,522,000           17,158,519,944  

Profit Before Tax 
  

16,389,639,000           18,297,647,043  

Profit After Tax 
  

12,120,299,000           13,708,405,873  

Source(s): NT Annual Report 2067/68; Quarterly Financial statement 
Published in Gorkhapatra 17 August, 2012. 
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Present Status 

Nepal Telecom has been running its various services with a team of 
approximately 6 thousand Technical and Non-Technical employees. 

They are structured in an organization chart and working in very hardcore 
technical systems to operate the systems and trouble shoot to the purely 
business environment in approximately 200 sales counters under many 
offices. 

Table 5: Employee’s Statistics (As on the end of end of Asadh 2069) 

Level Male Female Total 

11 14 0 14 

10 33 6 39 

9 60 8 68 

8 169 10 179 

7 364 41 405 

6 662 71 733 

5 1213 234 1447 

4 632 128 760 

3 377 11 388 

2 116 10 126 

1 1334 162 1496 

Total 4974 681 5655 

Source: Human Resource Development Dept. Nepal Telecom 

Training	and	the	manpower	

The Recruitment Secretariat looks after the recruitment process. The Human 
Resources Department looks after the personal issues of the employees. It 
plans the manpower and deploys them. 

Telecom	Training	Center	

The company has its own training center of Directorate level. The training 
center is equipped with computer lab and other labs regarding switching, 
power and transmission networks. 

Technical manpower gets residential training in the same training center. 

The company provides training to the employees time to time. An incumbent 
will get induction training while entering to the company. 
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The Biggest Taxpayer of the Nation 

The company has remained the biggest taxpayer company of the nation for 
this year too. This company has been rewarded as Commercially Important 
Person (CIP) every year from its establishment in 2061 BS. 

The following table shows the details of tax paid to the government in various 
years. 

Table 6: Record of tax paid to the Nepal Government 

Fiscal Year Tax Paid In Billion Rupees 

2064/65 9.67 

065/66 12.24 

066/67 15.80 

067/68 16.27 

068/69 (Estimated) 20.00 

Source: Financial Report 2067/68 
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Overall Performance  

The performance of a company is measured by various ways. The quality of 
service, the coverage area and profit to the shareholders are the major 
parameters to measure a company’s performance. 

Being the biggest IT service company of the nation, NT has the reach in 
services in every part of the country. It has extended its basic services to all 
villages across the 75 districts. Although some services like internet 
broadband services are yet to reach to the remotest parts. The company is 
working proactively to make those services available in every nook and 
corners of the country. 

Company Share 

Nepal Telecom, which is initially established as 100% Nepal Government's 
undertaking (Except 50,000 shares of Citizen Investment Trust) has now a 
different ownership structure. Nepal Telecom got its shares registered in 
securities board of Nepal on Poush 2064 and on Shrawan 2065, Nepal 
Telecom has entered into an agreement with Nepal Stock Exchange for 
trading of shares in stock exchange.  

Brighter side for Nepal Telecom is it is expecting high growth in expansion of 
GSM, CDMA, NGN and ADSL etc. services. Accordingly financial figures 
(both in terms of revenues and profits), if other things remaining constant, are 
expected to grow in current year and in years to come. If financials go up as 
foreseen, dividends amounts will keep on increasing and it will have very 
positive impact upon the share price of the company. But it all depends upon 
the performance of the company in future.2 

The following table shows the share price trend. 

Table 7 : Share Price Table 

Year Book Value 

2063/64 178.63 

2064/65 235.63 

2065/66 277.53 

2066/67 314.33 

2067/68 359.29 

2068/69* 378.93 

Source: Annual Report 2067/68 (F.Y. 2068/69 is unaudited data) 

                                                            
2 SB Pokharel In 5th Anniversary Souvenir, 2009 
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The company has expressed satisfaction to the income according to the 
projection stating the wide expansion of the services. 

In an statement published by the company the company has identified some 
challenges as follows. 

External	Challenges	

 Market competition 
 Emerging new technology in the global market 
 Illegal transaction of international incoming calls 
 Change in the choice and desire in the customers. 

Internal	Challenges	

Change in the attitude of the employee 

Improving the quality and reach of the services 

Institutional	Good	Governance	

The company has provisioned of good governance unit in central level and 
implemented the citizen charters, employees’ code of ethics. 

The company has also promised to implement transparency through various 
reports and the company website by publishing the important information on 
time. 

Corporate	Social	Responsibility	

Beyond the profit making business Nepal Telecom has supported to various 
social institutions and the public. 

It has provided free Wifi service in the Tribhuwan International Airport 
(TIA), provided hundreds computers to the schools in remote village and free 
internet connectivity in the rural areas. 

NT has officially sponsored a national football team (Nepal Police Team). It 
has been providing support to various IT programs in national and local level. 

 

Infrastructure	Sharing	

Nepal Telecom owns an optical fiber network infrastructure across the 
country. It is often called the Optical backbone. The company has to share its 
infrastructure with virtual operators as partners. But this is adding cost to NT 
as operation cost and staff cost for maintenance.3 

   

                                                            
3 Hiranya K Bhattarai, in 2009 Souvenir 

 



 

20 
 

Critical analysis of some contemporary issues with Nepal Telecom 

The	company	has	challenges	to	retain	its	customers	and	get	more	customers.	

Real threat that Nepal Telecom is facing from the competitors is in customer 
care issues. Although it has got a highly professional manpower but some of 
the employees hold the bureaucratic attitude “I don’t care, let it be”. 

Nepal Telecom has ignored the fact that at times of dissatisfaction, customers 
today have options to go for other telecom services as well and in fact, 
subscriber’s churning is increasing day by day.  

Motivating	factors	for	the	employees	

Human Resource Management works like Transfer, Promotion, Training 
abroad and Opportunity are the key elements of frustration & de-motivating 
factors among employees. The company makes policies regarding the same 
but the implementation is very poor. 

Political	Interference	

Frequent change of CEO/MD has vital impact on any organization. In public 
organization like NT, it has left a negative impact leading to success of 
competitor and we are left as mere spectators. 

Services	as	they	emerge	

With the change in technology and innovation of new various new services 
are coming in existence. The existing services become obsolete immediately. 
The company has to focus to run the existing services smoothly as well as in 
bringing new services. 

In case of the Landline the world has developed various services and entered 
into fiber optics and digital means. NT could not bring the digital Next 
Generation Network(NGN) due to the cancellation of tender by (Commission 
for the Investigation of Abuse of Authority) by which the customers have to 
stay with the traditional copper wires. 

The world has entered into 4G wireless data age and we are still lethargic 2g 
services. NT should focus to the newly emerging services in the world. 

External	environment/Government	interference	

Mostly purchase orders (Global tender) have to pass through CIAA 
(Commission for the Investigation of Abuse of Authority) and if someone 
complains then it has to justify the PPA (Public Procurement Act) rules. If 
Public Account Committee (PAC) raises its concern on any tender, the 
company has to take permission from them as well. 

For same thing for private companies is easy, they decide themselves and 
implement on their own. 

Though as per Nepal Telecom’s Financial Rule, purchase procedure has been 
well defined and can be decided by NT’s board but being a government 
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owned company (92% share owned by government), NT has to follow PPA 
rule, directives of CIAA & PAC. The problem is in PPA rule which hasn’t 
been well explained in context of a company like NT that runs in competitive 
environment. 

Some critical issues with Nepal Telecom 

Being a major share holds on government the company is always facing the 
criticism of not providing good quality service. 

The Public Procurement Act has made many prohibitory provisions to 
purchase good quality equipment in the competitive market. There is a 
compulsion to purchase systems or equipment as cheapest quoted Therefore 
the suppliers compete in price not in the quality. 

This company has compulsion to take services to the villages and remote 
places as well as in urban area. The rivals are free to choose where to provide 
service and where is not. 

Anyway, the private service providers are in the market with a final 
destination of earning profit. NT is providing services in cost price and most 
of the remote areas the rate of return is zero or maybe minus sometimes. 

Today’s business environment is more competitive than ever before. With the 
private operators starting business in the Customer Service sector, Nepal 
Telecom is facing a strong competition. Introduction of pioneer services are 
the key to success and be a market leader. Demand is growing and projections 
have shown that they will continue to grow for new communication services.  
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Future Direction  

Nepal Telecom has challenges of competing with other operators in this field. 
The competition is also an opportunity to enhance customer service, leading 
to customer satisfaction and build a competitive edge. The company has 
quad-play service (data, video, voice and mobile communications traffic) in 
hands which is the demand of the day is for an infrastructure supporting all 
these traffic.  

Quad play services are even more relevant now because of the universal 
growth in the demand of data and mobile services. All these, also considering 
the hype of convergence, lead to the requirement of a high-speed resilient 
network backbone.4 

Shiv Bhushan Lal, the IT Director agrees that NT is lacking proper marketing 
policy from last couple of years. They were in monopoly then, but now they 
have to study and make policies that will attract the individuals towards 
services. For this, we have to understand what they want.  

Mr. Lal also admits that the company is bringing services as per the 
customers’ demand and requirement. 

The company is focusing its efforts to improve the quality of service which is 
being criticized to be poor. 

Enhancing	to	support	to	services	

Mr. Lal said that the company is developing a support mechanism that 
monitors all the systems centrally and find out troubles if occur immediately. 
The Network Operation Center(NOC) pin-points the trouble and the nearest 
office will act for repair immediately.  

For other fault control the company has developed a troubleshoot mechanism 
that troubleshoots up to 80% on the same day, 15% on the other day and 
remaining 5% later. 

The company has focused to enhance services aggressively in future. NT is 
going to launch the Wi-Max service soon. The Wi-MAX service is the method 
to provide broadband internet or data services wirelessly, by which people 
can get wireless signal. 

  	

                                                            
4 Sobhan Adhikari in 3rd Anniversary souvenir 2007 
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Strategies	

The company has taken the following strategies to remain the major player 
among the operators. 

 Establish infrastructure to provide services easily to the public in rural 
and semi urban areas. 

 Expansion of services through the new technology i.e. IPCDMA, 
EVDO, Wi-Max, NGN to keep its leading position among the rival 
companies by using modern technology. 

 Extending of Value Added Services. 
 Radio frequency optimization, BTS Optimization and establishing new 

BTS to enhance the capability of GSM And CDMA mobile systems. 
 Investing in non-telecom sector to diversify the investment. 
 Manage the strategic partnership to coop the challenge of service 

expansion in present situation. 
 Change the employees’ attitude by providing internal and external 

trainings. 
 Provisioning of Call Center, Complain Desk under computerized 

Customer Relationship Management (CRM) to troubleshoot the 
customers’ complaint. 

 Outsourcing to make the services more economic. 
 Provisioning of training to staff for customer care.5 

  

                                                            
5 Third Quarterly Report of F.Y. 2068/69: Gorkhapatra, 17 August, 2012 
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Conclusion 

In conclusion Nepal Telecom is the biggest taxpayer company of the nation. 
The company has been providing various telecom and data services to the 
people from the urban areas to the remote villages across the country. 

The company is competing with other operators in the field of voice and data 
by introducing new services with new technology. Despite of many 
challenges, the company has tried to bring services using new technologies 
emerged in the world. 

The company is praised by the public for providing voice and data services 
relatively in cheap price. 

There are also some criticisms the company is facing regarding the quality of 
the services. It has to think about improving the quality services. 

The company is now fully autonomous body although some interference are 
seen from the government and authorities that are preventing the company 
for making quick decisions. If it is given full autonomy to decide about the 
future services and the maintenance of existing services this can definitely 
bring good quality services. 

There are various barriers like the rules of the government, long procedures to 
purchase systems etc. that are making the services more lethargic. The high 
level management is tempted to be afraid of CIAA and the Public Audit 
Committee in the parliament as they can stop any big projects with an order 
in a second. These things are preventing to the company management by 
making bold decisions. 

Beyond this, the company has to bring a drastic change in the attitude of the 
employees. It should care the customer more carefully by extending support 
services in the days to come. 

If the company could correct the situations and could bring services as per the 
desire and choice of the clients, definitely Nepal Telecom can remain the 
biggest IT Company of the country for long time. 
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Annex-II: Milestones 

Some	Milestones	in	Telecommunication	Sector	in	Nepal	

1913 Establishment of Telephone Service 

1914 Open-Wire Connectivity from Kathmandu to Raxaul (India) 

1935 Establishment of Automatic Exchange in the Royal Palace 

1936 Open-Wire Connectivity from Kathmandu to Dhankuta 

1950 Telegram Service Introduced 

1955 Telephone Service distributed to general public  

1971 Telex service introduced 

1982 Satellite earth station established for telephony services 

1984 Domestic STD service introduced 

1987 International Trunk (ISD) introduced 

1996 All telephone networks made digital 

1999 GSM Mobile Service introduced in Nepal 

2000 Internet service begun 

2002 Completion of East-west highway Optical Cable 

2003 Introduction of GSM Prepaid Service 

2004 Nepal Telecommunication Corporation changed into Nepal 
Doorsanchar Company Ltd. 

2005 Introduction of CDMA Service 

2006 CDMA Mobile services began 

 Installation of Akamai Cache Server 

2008 Beginning of ADSL Broadband Internet 

2010 Every Village connected telephone service 

2011 Every District connected with ADSL Broadband Internet 

2012 Internet Bandwidth reached to 4 Gigabit. 
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Many customers are complaining about the quality of Mobile like call drops, call unsuccessful? 

For mobile services it is a global phenomenon that it may disturbed in some places because it is 
wireless. Call drops happens due to different reason. In mobile service one tower has to hand over the 
customer to another one. When any one tower fails, this situation may arise. The concern office is 
watching those problems to tackle.  

For troubles caused by congregation of mobile service users in one place we have managed mobile 
towers that are set in possible crowded places. 

We have set up Network Operation Center(NOC) we know where is the exact problem. That has 
helped to repair the problem immediately. 

For data: 

We have enhanced the International Internet bandwidth to 4 Gig, It will exceed up to 10 Gigabit soon. 
This is the biggest bandwidth in the country with which we are providing a quality service to the 
customers. For domestic and international. 

What is the condition of NT Internet? 

Obviously NT is the biggest ISP in the nation. We are providing quality internet service to the people 
from remote corners of the country to the developed cities. We are committed to provide broadband 
service. With the establishment of cache, not only NT but all ISPs are benefitted in internet quality. 

NT has various internet services like ADSL, 3G, GPRS, EVDO but the clients 
are facing problem in those connectivity frequently. What NT is doing to tackle 
them? 

I accept that there are problems but most of the problem occurs because of the knowledge. 
Incompatible equipment are the main problem. In 3G problem begin with the set then goes to the 
network and the system, in CDMA the same things happen. We’ve gone for public awareness to use 
the services and now the condition is improving. 

As for ADSL connectivity, it is based on wire. Some problem persists in cable connectivity which we 
are improving now. 

In fact there are fewer problems in NT internet now; still there are a lot of rooms to improve ourselves. 
NT provides ADSL service as per the client’s demand. 

The Akamai and Google cache have also helped to improve our quality of service. 

What does the Google and Akamai Cache server do? 

The cache servers maintains the caching (storage) of frequently used websites at the first use. They 
provide the cached content to the clients instantly which boosts the speed and makes the browsing 
rapid. 

The Akamai cache provides services to various websites including Microsoft, Yahoo etc. 

Whereas the Google cache provides services for all Google products i.e. Google search, Gmail, You 
tube, Google maps etc. 

The support service seems weaker in NT internet. How do you manage support 
service? 

We’ve got a good technical team to look after the entire data services. We use one of the best systems 
in the back end. If any problem occurs the team troubleshoots soon. 

I accept that NT being a government owned company; our support system is a bit slower. We know, 
the new services require support to the every individual customers, so we are thinking of outsourcing 
for support services to sustain in the competitive market. 

Other operators are providing good broadband service through wireless, why 
NT focusing less in wireless services? 

We are not good in advertising although we are providing various ranges of wireless services like 3g 
and EVDO broadband. We are shortly introducing wireless 4G service through WiMAX. Other 
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operators are making good advertisements of small services but we are not able to tell the people about 
our quality services. 

What is WiMAX? 

WiMAX service is the method to provide broadband internet or data services wirelessly, by which the 
service can be provided in very difficult geographic locations not only in urban but also in rural part. 

The wireless signal can be sent in a very long distance from a BTS(tower). Initially we are bringing 
200,000 line capacity of wimax, but within next two years, we’ll expand the service to all 3915 villages 
and all cities throughout the nation. Then, no one will be out of reach to the data service in every nook 
and corner of the country. 

When will it start? 

Within the next three month the service will be available. 

What is new service that NT is bringing soon? 

Various services are coming in near future. You may have heard about NGN soft-switch services, 
through which, small villages will be connected to the network. With which, adsl type of broadband 
services will be provided.  

What are the marketing policies? 

Good question but difficult to answer! (laugh….) Since we’ve to compete in the market, we are lacking 
proper marketing policy from last couple of years. We were in monopoly then, but now we have to 
study and make policies that will attract the individuals towards our services. For this, we have to 
understand what they want.  

The senior level management of Nepal telecom has felt it. I’m sure we’ll be starting to formulate 
proper marketing strategy now.  

Ncell has been conducting social programs like street cleaning, Literature fair 
etc. Isn’t NT responsible to the society? What social marketing strategy has NT 
implemented? 

They have just begun social service but to our comparison they are doing nothing. My previous 
assignment was as the director of Satellite service Directorate. We often call the directorate the ‘Social 
Service Directorate’ because it gives almost no return but we are spending millions of rupees to serve 
the people in remote Nepal. Installation one satellite terminal costs 2-3 million rupees that gives 1-2 
thousand rupees per month as return. But this has provided service to the very rural people of our 
country.  

Those areas were in total darkness for communicating the rest of the world earlier. Now they got basic 
telephony and internet both. Isn’t this social service? 

We are providing mobile and other services to the villages with small population where the rate of 
return is very low. At those areas neither UTL nor Ncell have reached. 

If you are talking about small programs, we have provided computer equipments to hundreds of 
schools across the country. We’ve provided free internet services to schools and other public 
organizations. This is not a type of flood 

I saw you’ve joined this company 30 years ago. We are in 2012, now. Many 
things have been changed from the time you joined the company till now. What 
are the New Challenges in Nepal Telecom? How do you plan to tackle them? 

This is my 30th year in NT. Imagine! We had magneto type of telephone system at that time. We’ve 
shifted those exchanges to fully automated digital exchanges. Now every hand holds mobile telephone 
with data services. Those services became more dynamic in modern days. Not the services, we have 
also changed ourselves. We are digging the land and connecting the cables inside or putting towers on 
houses. Now one tower gives service to more than 3 thousand customers. 

Not only us, but every operators have to open eyes what technology comes forth. The technology is 
changing fast and old systems are becoming obsolete quickly.  
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We have lots of challenges. We’ve to provide services that fulfills the desire of customers, with the 
customers’ capability to pay and can compete the other operator’s offers. 

We are even not advertising. If the customers compare our services to the existing other services they 
understand how good quality service are we providing in cheapest price. 

As being the topmost management level of the company, how do you feel 
interference from the Government and political sides in the decision making of 
Nepal Telecom? 

It is a quite hard question! Laughter. We being a part of government, we should follow the government 
rules and regulations.  

That is true, political interference is not the issue of only Nepal, it is everywhere in the world. 
Whenever there is political change, new leadership comes which thinks differently. They make 
different policy and implement different type of polices depending which background they are elected 
or selected from. Following government decision is our compulsion. Sometimes that may cause 
problem. As we are in the first position, but there is a rumor that we were pushed to second position. 
We’ve to be committed to gain and maintain the first position. 

Many often we convince the political leadership about how the organization was grown and how shall 
it work.  

What is Plan of Nepal telecom for Future business?  

Future business of NT is to bring 10m mobile lines with 3G facility and may value added services, 
2.2m of IPCDMA, WiMax, CRTB for Customer Care, Customer Contract Care, NOC for it’s own 
network management, High-speed Broad Band Internet and many more. 

For Data, Mobile, Landline, New services. The company has planned to expand the capability and 
distribute more lines of Data Card, EVDO, ADSL, Leased line, Bundle services. 

We will have 10 million lines mobile services with 3G services and 2.2 million lines of IPCDMA 

We will have 1Million digital telephone lines through NGN (Wired line) that will also bundled with 
various value added services. 

In other new services we will have WiMax, CRTB, CCC, Data Centre in near future. LTE, High 
capacity-Broad Band, Optical to the corner then to Home etc will also be introduced. 

Thank you so much for the time provided to us. 

Thank you. 
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