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PUBLIC SERVICE DELIVERY

Definition

It refers to mechanisms & processes through which the services are provided by the
government to the citizens which are in the nature of Welfare Services for the citizens.

Some of the examples of such services include Health care, Education, Waste Management,
Law and Order enforcement, Infrastructure Development, etc.

Key Principles for Quality Service Delivery

1. Transparency and Accountability
○ Transparency: Ensuring that processes and decisions are open and

accessible to the public enhances trust and allows for scrutiny.
○ Accountability: Public officials are responsible for their actions and

decisions, which must align with the public interest.
2. Efficiency and Effectiveness

○ Efficiency: Optimal use of resources to achieve the best possible outcomes.
○ Effectiveness: Achieving the intended outcomes and meeting the needs of

the public.
3. Ethical Standards

○ Upholding high ethical standards ensures that services are delivered fairly
and without corruption or favoritism.

4. Public Participation
○ Involving citizens in decision-making processes to ensure that services meet

their needs and expectations.
5. Continuous Improvement

○ Regularly evaluating and improving processes to enhance service delivery.

Need For Efficient Public Service Delivery:

1) The citizen has become more aware today, due to a number of factors such as
globalization and growth of technology and is therefore demanding better service delivery
from the government. Because they have become accustomed to capable private sector
organisations providing high levels of customisation and other benefits, they are not
prepared to accept that public sector organisations are incapable of improving their own
service delivery.

2) In the present time the citizens have more choices to avail the services provided by the
government from alternate service providers.

3) Public sector reforms are the need of the hour & to cater to it, Public Service Delivery
reforms are a must.

4) India suffers from a shortage of resources therefore the government needs to be efficient
in Public Service Delivery.



Notes on Quality Service Delivery

Jatin Gupta

5) The heightened role of the media and social activism have combined to create greater
demand for accountability and transparency.

6) Attracting investment to fund economic growth is a priority for most countries.
Increasingly, investment fund managers regard the efficiency of the public sector as one of
the factors in evaluating the investment destination. I

Challenges Associated With Public Service Delivery::

1) Shortages of funds and resources

2) Lack of basic infrastructure required to deliver public services.

3) Complexity arising from diversities of languages, demographics & infrastructure across
the country.

4) Most of the government departments work in silos leading to a lack of cohesive strategy.

5) Lack of awareness among citizens with respect to their rights & entitlements.

6) Shortage of skilled manpower

7) The speed of execution of projects is very slow.

Various Reforms Required To Improve Public Service Delivery:

Technology:

● Adopting technology-based measures such as direct benefit transfers.
● Deploying multiple channels of service delivery such as mobile phones, websites,

kiosks, etc.

People:

● Capacity building of government officials & functionaries through regular training
programs.

● Performance-based bonus payments.
● Introduction of contract-based employment where renewal is subjected to

satisfactory performance.
● Empowerment of local communities by providing them greater control over the

service delivery institutions.

Processes:

● Enforcing stricter accountability mechanisms through tools such as the Citizen
Charter, Social Audit, Right to Public Service Act, etc.

● Continuous innovation in the mechanism of public service delivery by incorporating
feedback from the citizens.
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● Simplification of government processes & introduction of initiatives such as single
window clearance.

● Adopting transparency measures to share information with the citizens about
public service delivery.

Examples of Successful Case Studies Of Improved Public Service Delivery in
Healthcare:

1) Andhra Pradesh model for dialysis care: The govt of AP entered into an innovative
PPP to enhance access to dialysis care in the State. This program was implemented in the
BOOT Model, where the private sector was given the complete responsibility of building
multiple facilities from scratch. It included the installation of the equipment, hiring/training of
the staff & making the Centre fully functional before transferring it to the government. This
ended up in a win-win situation for all the stakeholders including the patients.

2) Arunachal Pradesh (Changlang district) for Upgradation of Anganwadis:

The district administration successfully converged various government schemes to upgrade
the facilities available at Anganwadi Centres in a district.The unutilized funds from ancillary
schemes such as MGNREGA, and National Health Mission were utilized for this purpose.

3) The Telemedicine Project of Tamilnadu (Erode District): The district administration
launched the Punnagai Project aimed at using the 5G Wi-Fi network to provide telemedicine
services in a village that lacked basic infrastructure & connectivity.

4)Tamil Nadu: Health Sector Reforms: Tamil Nadu implemented health sector reforms
aimed at improving the quality of healthcare services, particularly in rural and underserved
areas. The focus was on enhancing service delivery through better management and
resource allocation.

● ICT Interventions: Leveraging Information and Communication Technology (ICT) to
streamline healthcare delivery and improve patient management.

● Capacity Building: Training healthcare workers and improving the infrastructure of
healthcare facilities.

It led to a number of positive outcomes such as :

● Enhanced Efficiency: ICT interventions reduced administrative delays and improved
the efficiency of healthcare delivery.

● Better Health Outcomes: The reforms led to improved health outcomes, with better
patient management and reduced mortality rates in rural areas.

5) Andhra Pradesh: Performance-Based Incentives for Teachers

In Andhra Pradesh, an initiative was launched to improve the quality of education by linking
teacher salaries to their performance. The objective was to address the issue of teacher
absenteeism and low engagement in government schools.
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● Performance Metrics: Teachers were evaluated based on student performance in
independently administered tests.

● Incentives: Monetary bonuses were provided to teachers whose students showed
significant improvement.

It led to a number of positive outcomes such as :

● Improved Engagement: There was a noticeable decrease in teacher absenteeism
and an increase in engagement with students.

● Enhanced Learning Outcomes: The initiative led to substantial improvements in
student learning outcomes, making it ten times more cost-effective than simply
increasing spending.
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