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Abstract

This study examines the effectiveness of public service policy
implementation in enhancing citizen satisfaction, with a focus on
identifying socio-economic and cultural barriers that hinder the
process. Using a qualitative approach, in-depth interviews were
conducted with citizens and local government officials in
marginalized and rural communities to explore their experiences
with public services. The study reveals that while governments strive
to improve service delivery, challenges such as financial
constraints, digital divides, and cultural norms persist, limiting
access to essential services. The findings demonstrate that existing
policies often fail to address the nuanced needs of diverse
populations, particularly in areas with limited resources and
technological infrastructure. By analyzing the gaps between policy

formulation and actual implementation, the research highlights the
importance of community-based participatory approaches, inclusive
communication strategies, and targeted interventions to improve the
effectiveness of public service delivery. The study contributes to the
ongoing discourse on public administration and governance by
proposing strategies for policymakers to enhance service
accessibility, ensure equity, and promote citizen-centric governance.
Future research should focus on integrating digital platforms and
innovative technologies in overcoming these barriers.

Introduction

In modern states and organizations, public service delivery as a premise of creating societal
welfare and meeting citizen expectations. In this regard, the formulation and implementation
of policies relating to public services are pivotal since they dictate contact point/points
between government and the citizens with respect to the services that are to be delivered as
well as the quality of the services offered which in turn define level of satisfaction among the
citizens. Thus, evaluation of the policy implementation in public services makes it obligate in
estimating the efficiency and applicability of governmental institutions in response to
people’s demands. For many years, governments globally have extended efforts to improve
the effectiveness and effectiveness of the mechanisms of delivering public services (Abdou,
2021).

But all the same, there are always obstacles in addressing policy objectives, be they in
ensuring that policy outcomes are actualized to improve citizens standard of living.
Rosenbloom et al. (2022) argue that the policy-formulation/implementation divide becomes a
problem that undermines the efficiency of public service delivery because policies rarely
perform as intended when implemented. As such, it becomes necessary and relevant to
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review and assess the antecedent forces that either enhance or hinder the implementation
process with the view of filling identified gaps within the service delivery frameworks (Wang
etal., 2023).

In research by Mergel et al. (2019), consequently, one of the key objectives for public service
policy implementation is to deliver the meant and expected end satisfactorily to the citizens.
Perceived satisfaction is a measure of overall evaluation of policies and service delivery by
the government to meet the needs and wants of the citizens, according to the study by
Claassen & Magalhdes (2022). Hence, it is significant for future research on policy
implementation to examine the degree to which increases or decreases in citizen satisfaction
have occurred to understand the abilities and limitations of governance to improve its
structures and strategies for constant improvement (Bibri, 2021).

Development dynamics of the current society, including technological revolution, Socio-
economic inequalities, and demography, make it even more pertinent to reassess conventional
and conventional methodologies in the delivery of public services. As defined by Lee & Lee
(2020), therefore, factors such as digital platforms that have come with the proliferation of
information technology have implications on service delivery in healthcare, to name an
example, in a positive way in terms of making services more accessible and improving the
flow of basic administrative tasks. However, these new innovations require the government to
conform to the ever-changing society by improving on its polices and infrastructure to
support the new society where people have embraced new technologies, according to Kilag et
al. (2023).

It is well understood that the connections between policy implementation in regards to public
services and citizen satisfaction rate are multi-fold and depends on the interplay of multiple
variables at the political, institutional, and socio-cultural level (Lee et al., 2020). This reveals
that political will, bureaucratic capacity, resource availability and management, stakeholder
involvement and CSR, and regulatory structures are all central to the process and results of
implementation (Althaus et al., 2020). Therefore, using this theoretical lens, this paper argues
that having an interdisciplinary consideration of governance is central to understanding the
complexities necessitating the corresponding research by Rana et al. (2022).

Against this background, this research aims at assessing the possibility and probability of
public service policy and its implementation in improving satisfaction amongst citizenry.
Therefore, through the application of both qualitative and quantitative approaches, this
research seeks to understand the complexity of policy dynamics with reference to the
formulation of policies and the implementation strategies together with the citizens’
perception about the same. Based on the review of the literature and using quantitative
approach, we aim at revealing major barriers and potential to improve efficiency of the public
service delivery systems, research conducted by Voorn et al. (2019).As such, the research,
which addresses questions concerning the determinants of policy compliance and their
implications for citizens’ satisfaction, intends to contribute to the ongoing debate on
governance innovation and public administration with By Kulachai (2023) examines the
generated findings will not only be informative to policy makers and practitioners, but also
stimulate demand for increased government’s responsibility, openness, and accessibility in
decision making.y challenges and opportunities for enhancing the efficacy of public service
delivery mechanisms, research by Voorn et al. (2019).

By shedding light on the factors shaping the effectiveness of policy implementation and their

impact on citizen satisfaction, this research aims to contribute to the ongoing discourse on

governance reform and public administration, By Kula chai (2023), the findings generated

will not only provide valuable insights for policymakers and practitioners but also serve as a
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catalyst for fostering greater accountability, transparency, and responsiveness in
governmental decision-making processes. In the final analysis, the hope is to evolve in a
progressive direction toward the governance model that serves as a life, liberty, and
happiness model for all of the citizens (Malek et al., 2021).

Important to comprehend that not only the nature of PS policy and related implementation
procedures, but social demand for proposed policies ultimately determine the effectiveness
and productivity of using policies (Howlett, 2019). Them, in my case, the policies are seen to
be deficient in clarity with regard to the multiple, mostly the marginalized, oftencraft,
populations which they purport to support, as argued by Zina (2021). This goes in support the
use of participatory approach in policy formulation and implementation within which citizens
have direct influence on policies.

Furthermore, he noted that context in which policies is being implemented affects their
performance in fundamental ways. Based on the work of Labadi et al. (2021), there are socio-
economic realities, cultural and historical contexts, and institutional environments that define
the implementation environment and that provide their challenges for governance actors. For
example, if such service provision is in a developing country with scarce resources or in a
politically unstable country, there might be many system-related challenges/deficiencies
which if tackled require time and alternative measures (Berman et al., 2021).

In addition, the drive for citizen satisfaction is not only about efficiency in service delivery
but also about equity, justice, and citizenship (Bouzguenda et al., 2019). Hence, this public
service policy should therefore seek to provide solutions for current service requirements but
also aspire to enhance social integration, bring out the marginalized division and ensure equal
resource distribution. Regarding this, it can be found out that, only such policies that are
based on such notions as community participation, decision-making from below and
community-based development approaches are received wider support from different
members of society, the research of Zhang & Tian (2023).

It is equally pertinent in the research conducted to understand how individual entities include
global organisations, NGOs/independent agencies and donor agencies that play influential
part in the framework and structures related to public service policy implementation.
Although these actors may bring in resources, knowledge and technical help for the support
of the government agenda, they also bring in problems and dependencies that affect the
independence and resilience of the native institutional frameworks (Roger et al., 2019).

As a result, it becomes pertinent to achieve an equilibrium between the national ownership
and sovereignty whilst embarking on external borrowings for public service policies research
by Edler et al. (2023) While these actors may contribute valuable resources, expertise, and
technical assistance to support government initiatives, their involvement can also introduce
complexities and dependencies that may impact the autonomy and sustainability of domestic
governance structures (Roger et al., 2019). Therefore, striking a balance between leveraging
external support and maintaining national ownership and sovereignty is critical in ensuring
the long-term effectiveness and  viability of public service policies.

Method

This work used a qualitative research design to ascertain the impact of public service policies
on the policy implementation process for citizen satisfaction. The reason the qualitative
method was selected is to examine the interacting relationships between policy formulation,
policy implementation and public perceptions. Data for the study was gathered through
questionnaires administered to policy makers and implementers at the district level and

56
Copyright © 2023, Journal Social Civilecial, Under the license CC BY-SA 4.0
DOI: https://doi.org/10.71435/610482



https://doi.org/10.71435/610482

through focus group discussions with ordinary citizens who directly operate within the public
service delivery system.

To achieve this, the participants were sampled purposively because the study aimed at those
who has experience or something to offer on the issue of public service delivery. The targeted
sample was 25 participants who work in organizations of various sectors including health,
education and social services. The criterion used to select participants were individuals that
had implemented public service policy and the end beneficiaries of public services. This
enabled collection of various impressions on how effective policy implementation was being
done.

Semi structured interviews were used while conducting this study because they allowed the
participants to express themselves in detail about what they had gone through. Each interview
took roughly between 45 minutes and an hour and all the interviews were voice recorded with
participants permission. There was also focus group discussions among community members
so as to come up with the groups’ collective perception on the level of satisfaction with
public services. Moreover, other data sourcing from policy documents, government reports,
and the reviewed literature supported the interviews and discussions data.

A method of analysis for the qualitative data collected was thematic analysis. The interviews
and focus group discussions were later transcribed and coded fdor emerging patterns and
recurrent concepts regarding public service policy implementation. Each transcript was
reviewed several times so that main themes with low between-researcher agreement would be
less likely to be encountered. The framework to code the interviews was a combination of
inductive and deductive methods; categories that evolved from the data as well as from public
service policy and citizen satisfaction theoretical frameworks.

The criterion to make the study more credible and reliable when collecting data from
interviews, focus group discussions and documents analysis was triangulation. Member
checking was also performed during interviews to take a small sample of participants and ask
them to assess the validity of the interpretations. This process helped to improve reliability
and validity of the conclusions made for the study.

Results and Discussion

In assessing the viability of public service policy implementation, it remains pertinent to
acknowledge the most diverse aspects of people’s interactions with the policy. The following
results section provides main findings that were collected from the survey through interviews
conducted on members of the community and the local government authorities. These
findings shed lights on citizens’ opinions, expose the challenges towards implementation
process, and pointed to the reality that digital platforms have a large influence. It will be
useful for future research to combine research data of this type so that the overall picture of
the situation and the factors that do not allow for efficient delivery of services will be clearer.
It is not only unfortunate that realises the increasing implementation issues of public services,
but also provides a context for the following discussion on strategies to improve citizen
satisfaction and involvement.

Citizens’ Perceptions of Public Service Policy Implementation

Citizen interviews showed that there are many perspectives depending upon the policy related
to public services. The discussions also followed issues like the quality of what was offered,
the quality of the process, and the level of satisfaction and citizenship. Some of the
respondents regarded improvements of some of the sectors of public service as satisfactory
while others had expressed very serious concerns over what they considered as delays,
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opaqueness and general inefficiencies that hampered the achievement of service goals. In
certain sectors, such as healthcare and administrative services, citizens reported positive
experiences, emphasizing the efficiency and responsiveness of government agencies. one
participant praised the swift processing of health services, noting:

“I was pleasantly surprised by how quickly my healthcare needs were addressed. The
staff was attentive, and the services were completed without unnecessary delays.”

This type of feedback reflects the successful implementation of policy objectives where
resources and trained personnel were sufficient to meet public demands. Another respondent
mentioned the effectiveness of digital services in administrative tasks, stating:

“I was able to renew my ID online, and the process was very smooth. I didn't have to
visit any office, which saved me a lot of time.”

Such instances indicate that the integration of digital platforms can significantly enhance
citizen satisfaction when implemented efficiently.

However, a significant portion of respondents expressed dissatisfaction with the public
service delivery system. One major issue identified was the delay in service provision,
particularly in rural areas, where government offices were often understaffed and ill-
equipped. As one interviewee shared:

“We wait for months just to get a basic service done. There are so few staff members,
and sometimes they tell us to come back another day.”

This highlights the problem of inadequate resource allocation, where citizens in less-
developed regions experience longer delays due to logistical and personnel constraints.
Additionally, the lack of transparency in certain government processes was a recurring theme.
Citizens frequently felt that the reasons for delays or refusals of service were not adequately
explained. A participant noted:

“They just tell us to wait or come back, but they don’t give any clear explanation. We
don’t know what’s causing the delay, and it feels like they re not accountable to us.”

This reflects a disconnect between policy implementation and citizen expectations, where the
failure to communicate clearly undermines trust in public services. Another challenge faced
by citizens was poor communication between government agencies and the public. Several
interviewees expressed frustration with the difficulty in obtaining reliable information
regarding the requirements for accessing services. One respondent commented:

“When I tried to get my business license, I had to visit multiple offices just to figure
out what documents were needed. Every office told me something different.”

This inconsistency in communication illustrates a significant inefficiency in the
implementation of public service policies, which negatively impacts citizen satisfaction and
contributes to a perception of disorganization within governmental institutions. The
integration of digital platforms in public services received mixed reviews. Some citizens,
particularly younger, more tech-savvy individuals, found the online systems to be a
convenient solution to long-standing bureaucratic delays. As one interviewee explained:

“The new online services are a big improvement. I can submit my documents without
going to an office, and the turnaround time is much faster.”

However, other citizens, especially the elderly or those in rural areas with limited access to
technology, expressed difficulty in adapting to these new platforms. One elderly respondent
remarked:
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“I don’t know how to use computers well, and there’s no one to help. The new system
is not for people like me.”

This digital divide poses a challenge for policymakers as they attempt to modernize public
service delivery while ensuring equitable access for all citizens. Citizens’ perceptions of
public service policy implementation were also shaped by socio-economic and cultural
factors. Individuals from lower socio-economic backgrounds often faced additional barriers
when accessing services, including difficulties in navigating bureaucratic processes and a
lack of resources to address service fees or transportation costs. One respondent from a rural
area shared:

“It’s hard for people in my village to afford the transport costs to the city where the
government offices are. Even when we get there, we might not have all the documents,
and it becomes a wasted trip.”

This comment underscores the ongoing disparity in access to public services between urban
and rural areas, further emphasizing the need for targeted policies to support underserved
communities. Cultural expectations also influenced how citizens interacted with public
services. In some cases, respondents felt hesitant to question or challenge government
authority, particularly in regions where cultural norms emphasized deference to authority
figures. One interviewee noted:

“Even if the service is bad, we don’t complain much. It’s not our place to question the

officials.”

This cultural context complicates efforts to improve transparency and accountability, as
citizens may be less likely to voice their dissatisfaction or demand improvements in public
services.

Factors Influencing Policy Implementation

The delivery of the public service policies is influenced by factors that lead to the success or
failure of the policies in achieving the expectations of citizens. These factors are many and
varied, organisational and environmental, operating both within the governmental system as
well as outside of it. In the context of the findings, some key factors that were unveiled as key
to implementation of policies included bureaucratic capabilities, availability of resources,
political will and choice of stakeholders. Knowledge of these factors enables service delivery
to establish useful knowledge about the processes for enhancing or inhibiting overall public
service delivery.

Competence of governmental institutions to deliver policy implications in the process
commonly referred to as bureaucratic capacity became a variable of interest. It is the
assumption in most systems of public service delivery that achievement of policy goals
depends on skills, training, and motivation of bureaucrats who are supposed to implement
these policies. Some of the interviewees pointed out that free operating bureaucracy could
easily deliver services on time. One respondent shared:

“When you have staff who know what they re doing, the process moves smoothly. But
when they re untrained or overworked, it causes delays and confusion.”

This points to a gap in bureaucratic capacity, were insufficient training and overburdened
personnel lead to inefficiencies. Moreover, some respondents noted that bureaucrats'
adherence to rigid procedures, sometimes with little room for flexibility, often hindered
timely service provision. Another citizen expressed:
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“The staff stick to their procedures so strictly that it becomes hard to get anything
done if there’s a small error in the paperwork.”

The quality of human resources within government agencies is essential for effective
implementation, but limitations in training, oversight, and incentives create significant
bottlenecks. In regions where bureaucratic structures are weak or underdeveloped, citizens
frequently reported experiencing long delays and mismanagement of services. As one
respondent from a rural area mentioned:

“In our district office, it feels like they don’t care. It takes weeks to get simple things
done because the staff aren’t properly trained.”

This observation underscores how insufficient bureaucratic capacity can undermine the goals
of policy implementation, leaving citizens frustrated and dissatisfied. Another critical factor
is the allocation of financial and material resources necessary for implementing public service
policies. The disparity in resource allocation between urban and rural areas was highlighted
in several interviews. Respondents from rural communities often reported that inadequate
infrastructure and funding severely hindered the effective delivery of services. One
interviewee noted:

“The government office in our town doesn’t even have enough computers or basic
supplies. They 're always asking us to come back later because they can’t process the
paperwork.”

This highlights the direct link between resource constraints and policy implementation
failures, particularly in regions that lack the financial and material resources necessary to
support basic service delivery. In contrast, citizens in more urbanized areas often reported
better access to public services due to better infrastructure and resource distribution.
However, even in these areas, some respondents mentioned that uneven resource distribution
within government departments could affect the efficiency of services. For example, one
interviewee from an urban area remarked:

“Some departments seem to be better funded than others. You can see it in the way
they handle things; the ones with more resources are quicker and more organized,
while others are slow.”

This comment suggests that internal disparities in resource allocation within government
agencies can lead to inconsistent service delivery, with some sectors performing better than
others based on available funding. Political will is another fundamental factor that influences
the success of public service policy implementation. The commitment of government leaders
to driving reforms, enforcing accountability, and prioritizing public welfare is essential for
effective policy execution. Several interviewees emphasized the importance of political
leadership in ensuring that policies are not only well-conceived but also effectively
implemented. As one respondent observed:

“When the leaders are serious about improving services, you can see the difference.
Things get done faster, and there’s more transparency. But when there’s no political
push, nothing changes.”

This underscores the role of political will in driving bureaucratic reforms and improving
public service delivery. However, a lack of sustained political commitment was also
identified as a key barrier to policy implementation. One citizen shared:

“We hear promises every time there’s an election, but after that, things go back to the
same slow pace. It seems like the leaders forget about us until they need votes again.”
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This sentiment reflects the common challenge where political initiatives aimed at improving
public services often lose momentum once immediate political pressures subside. Without
ongoing political support, policies may fail to achieve their intended objectives, leaving
citizens disillusioned with the government’s capacity to address their needs.

Effective policy implementation also depends on stakeholder engagement, particularly the
involvement of citizens, civil society organizations, and other non-governmental actors.
Engaging stakeholders in the policymaking and implementation process ensures that policies
are aligned with the actual needs of the population and fosters a sense of ownership and
accountability. Some interviewees acknowledged that when citizens are actively involved in
the decision-making process, the outcomes tend to be more favorable. One respondent noted:

“When they ask us what we need and actually listen, the services improve. It’s when
they don’t consult with us that things go wrong.”

This illustrates the importance of participatory governance, where stakeholder input can
enhance the relevance and effectiveness of public service policies. Nevertheless, several
respondents highlighted the lack of meaningful engagement in many public policy processes.
One citizen remarked:

“We're rarely consulted on important matters, and when we are, it feels like they 've
already made their decisions. It’s just for show.”

This comment reflects the perception that, in some cases, citizen engagement is superficial
and does not influence actual policy decisions. Such tokenistic involvement undermines trust
in public institutions and diminishes the effectiveness of policy implementation, as policies
may not adequately reflect the needs and concerns of the public. In addition, the involvement
of external stakeholders, such as non-governmental organizations and international donors,
can either support or complicate policy implementation. Some respondents noted that
external actors played a positive role by providing additional resources and expertise.
However, others raised concerns about the influence of these actors on national policies, with
one respondent commenting:

“Sometimes it feels like our government is just following what the donors want, not
what we need.”

This highlights the delicate balance governments must strike between leveraging external
support and maintaining control over domestic policy priorities.

Impact of Digital Platforms

The advancements in informatics have made it easy for government to disseminate services
through the use of technology making citizens to engage with the relevant authorities in their
delivery. These platforms have certain advantages associated with them like increased access,
less time consumption, and more effectiveness and openness. However, their benefits make
not positive always because the use of these digital systems depends on some factors such as
digital skills, the efficiency of the systems used, and accessibility across the different regions.
The study showed that while implementing public service policy there are key benefits as
well as risks involved in the use of digital platforms.

Perhaps the most often reported advantage of digital platforms is the level of access that has
been enabled. Through these platforms, people can receive government services from the
comfort of their homes in a bid in reducing physical traffic to government departments. Some
of the interviewees said that it has ease their experience in dealing with government
departments due to digital services. One respondent mentioned:
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“I no longer need to take a day off work to go to the government office. I can do
everything online, and it saves me a lot of time.”

This shift from in-person interactions to online processes has been particularly beneficial for
individuals living in urban areas where digital infrastructure is more robust.

Additionally, many respondents noted that digital platforms have improved the efficiency of
service delivery by automating tasks and reducing paperwork. One citizen shared:

“The online system has made things faster. Before, it would take weeks to get a
document processed, but now I can get it done in a few days.”

This improved efficiency is a key advantage of digital platforms, as it allows public
institutions to handle more requests in a shorter amount of time, thereby enhancing the
overall responsiveness of public services.

Despite the advantages, the transition to digital platforms has not been without its challenges.
One of the most significant issues raised by respondents was digital literacy, particularly
among older citizens and those in rural areas. Some citizens reported difficulties in navigating
online platforms, especially when they lacked familiarity with technology. As one elderly
respondent commented:

“I don’t understand how to use these websites. I still have to go to the office and ask
someone to help me because it’s too confusing.”

This highlights the digital divide, where certain segments of the population are unable to fully
benefit from digital services due to a lack of necessary skills or access to technology. In
addition to digital literacy challenges, usability issues with the platforms themselves were
also a recurring theme in the interviews. Some respondents pointed out that the design of
certain government websites or applications made them difficult to use. A respondent
remarked:

“The website is not user-friendly. There are too many steps and the instructions are
unclear. It feels like you need technical knowledge just to get things done.”

This comment underscores the need for better-designed interfaces that are intuitive and
accessible to a wider range of users, ensuring that digital services are inclusive and easily
navigable.

The success of digital platforms in public service delivery also depends heavily on equitable
access to reliable internet infrastructure. While urban areas have benefitted from better access
to digital services, respondents from rural and underserved regions frequently cited issues
with poor internet connectivity. One individual from a rural area shared their frustration:

“The internet connection here is so bad that even when I try to use the online system,
it takes hours just to load a page. It’s faster to go to the government office.”

This highlights a critical infrastructure gap that undermines the potential of digital platforms
to improve service delivery in more remote areas. The uneven distribution of internet access
contributes to a digital divide, which exacerbates inequalities in public service delivery.
Several respondents echoed concerns that without adequate infrastructure, the move toward
digital services risks leaving behind citizens in rural or low-income areas. As another
respondent put it:

“It’s great that they 're pushing for online services, but not everyone can access them.
They need to improve the internet in rural areas first before expecting everyone to use
these platforms.”
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These comments emphasize the need for governments to invest in closing infrastructure gaps
to ensure that all citizens, regardless of location, can benefit from digital advancements.
Another positive impact of digital platforms, as noted by several interviewees, is the
increased transparency and accountability they bring to public service delivery. Digital
systems allow for the tracking of applications and requests, providing citizens with greater
visibility into the progress of their cases. One respondent stated:

“I like that I can track my application online. Before, I would have no idea what was
happening, but now I can see the status of my request in real-time. ”

This transparency helps reduce the uncertainty that often accompanies interactions with
government institutions, making the process more predictable and less prone to corruption or
inefficiency.

Moreover, the ability to submit complaints and feedback through online platforms has
empowered citizens to hold public institutions accountable. One interviewee mentioned:

“If something goes wrong, I can file a complaint online, and I know it will be seen.
This wasn’t possible before.”

By enabling citizens to provide feedback directly, digital platforms contribute to a more
responsive and accountable public service system. However, it was also noted that the
effectiveness of these feedback mechanisms depends on how seriously public institutions
take the complaints and whether they act on them in a timely manner.

Socio Economic and Cultural Barriers

The delivering of public service policies is always faced by some factors that inhibit the
access to those services among the population. These represent barriers arising from
differences in, and distribution of, income, education, cultural and other social practices
affecting access to and use of institutional services. Specifically, the research established that
policy implementation in the context of the public service is compromised by the way socio-
economic status and cultural backgrounds affect access and satisfaction of different users in
disparate ways.

Socio-economic status is a major predictive factor on people’s capacity to access and gain
from public services. They let alone lower income people suffer from lack of money, or
knowledge about services, or even transport to reach the places where those services are
available. One respondent from a low-income background expressed frustration:

“I don’t even know what services are available for me. The government talks about
these programs, but they don’t reach us here. We feel left out.”

This comment reflects a common sentiment among individuals in economically
disadvantaged communities, where the disconnect between public service availability and
community awareness is stark. Another recurring issue is the cost associated with accessing
public services, even when those services are theoretically free. Hidden expenses such as
transportation, documentation fees, or the need for bribes (in some cases) disproportionately
affect lower-income citizens. One interviewee mentioned:

“Even though the service is supposed to be free, you still need money for transport or
other things. If you don’t have money, you can’t access these services, no matter
what.”

This financial burden exacerbates inequality, leaving economically disadvantaged individuals

unable to fully benefit from government initiatives, even when they are designed to be

accessible to all. Education is another crucial factor that influences access to public services.
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Individuals with lower levels of education are often less aware of their rights or the services
available to them, and they may struggle with understanding the procedures required to
access these services. One respondent, who had limited formal education, shared:

“I don’t know how to apply for these services. The forms are confusing, and I don’t
have anyone to help me. It’s like the system is not made for people like me.”

This highlights a pervasive issue where the complexity of bureaucratic processes alienates
citizens with lower literacy levels, preventing them from engaging with public services
effectively. Furthermore, public service communication strategies are often not tailored to
accommodate individuals from diverse educational backgrounds. The study found that public
awareness campaigns rarely reach the most vulnerable populations because they are delivered
through channels that these groups may not engage with. One interviewee noted:

“They advertise these programs on social media or in newspapers, but not everyone
can read or has internet access. So, how will people know?”

This points to a disconnect in how government services are communicated to the public,
leaving large segments of society uninformed and unable to take advantage of these services.
In addition to socio-economic barriers, cultural norms and social practices play a significant
role in shaping citizens' interactions with public services. In certain communities, traditional
beliefs or gender roles may restrict individuals, particularly women, from accessing public
services independently. One female respondent stated:

“In my village, it’s not common for women to go to government offices alone. We
need permission from our husbands, and sometimes they don’t think it’s necessary.”

This cultural practice limits women's autonomy and their ability to engage with public
services, reinforcing gender inequality in access to essential services. Additionally, certain
ethnic or religious communities may experience discrimination or feel marginalized when
interacting with government institutions, which are often perceived as representing dominant
cultural norms. One respondent from a minority ethnic group explained:

“When we go to the government office, we feel like outsiders. They don’t speak our
language, and sometimes they treat us differently. It’s like we don’t belong.”

This illustrates how cultural exclusion and a lack of sensitivity to the diverse needs of
different communities can create barriers to accessing services, further marginalizing already
vulnerable groups. Geographical factors also contribute to the socio-economic barriers that
citizens face when accessing public services. Rural communities, in particular, experience
significant logistical challenges due to their physical distance from urban centers where
government offices are typically located. One respondent from a rural area commented:

“The nearest government office is hours away. Even if I want to apply for something,
it’s not worth the time and cost of traveling there.”

This situation reflects the reality for many rural residents who are effectively cut off from
accessing services due to the high cost and inconvenience of travel.

Moreover, these rural areas often lack the infrastructure necessary for the delivery of public
services, such as stable electricity or internet connectivity, which exacerbates the problem. As
another interviewee from a rural region noted:

“We don’t have internet here, so we can’t use online services. Everything takes
longer for us, and it feels like we 're forgotten by the government.”
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The lack of infrastructure in rural areas not only limits access to digital platforms but also
widens the gap between urban and rural citizens in terms of service delivery, leading to
unequal outcomes.

Addressing these socio-economic and cultural barriers requires a more nuanced and inclusive
approach to public service delivery. One of the key findings from the interviews is the need
for tailored strategies that consider the unique challenges faced by different communities. As
one respondent suggested:

“The government needs to come to us. They need to understand our problems and
make the services easier for us to access.”

This points to the importance of community engagement and participatory approaches, where
government officials actively consult with local communities to identify their specific needs
and challenges. Additionally, targeted interventions, such as mobile service units or
community-based service centers, could help bridge the gap for rural and low-income
citizens. One respondent remarked:

“If they can bring the services to us, even once a month, it would make a big
difference. We wouldn’t have to travel so far, and more people would use these
services.”

These mobile units can serve as a practical solution for bringing essential services to
underserved communities, reducing the socio-economic and cultural barriers that prevent
equal access to public services.

Prior studies conducted on citizenship and public service delivery have noted that socio-
economic factors are influential in determining or rather limiting the access that citizens have
to public service delivery. Bell & Smith (2022) on street-level bureaucracy identified that the
financially disadvantaged are likely to have barriers like ignorance and cost issues when
trying to gain public services. Suryanto et al. (2023) pointed out, the weak, the less educated
have difficulties with many complex procedures so they are largely excluded from engaging
in offerings delivered by the government. The present study can be said to supplement these
findings, but builds upon the treatment further by asserting that although costs like
transportation or hidden fees may now longer limit entry to a public service because the
service is branded as ‘free’ or ‘for all’, such barriers nonetheless still exist.

This investigation also identifies a lack of inclusiveness of low-income groups in information
dissemination and communication initiatives an area virtually neglected in the literature. For
instance, some of the World Bank reports of 2022 have revealed that the minor groups of the
population fail to know about the availability of public services since they barely access
technologies and education. The present study builds on this knowledge by offering
qualitative proof of how awareness campaigns, especially those utilizing digital tools or mass
media, exclude the most vulnerable groups. This underlines the need for governments to use
more community oriented approaches to more disseminating and engaging interventions
including community focused interventions like use of radio, outreach programs among
others.

The other socio-cultural factors that came out clearly in this study as hindrances to service
uptake included culture and practices. There are indications in existing research regarding the
gender aspects of the accessibility of service, especially in the context of traditional male
dominated cultures where women are likely to need the consent of male relatives before
availing themselves of government services. In her 2019 paper, Samson learned that in some
parts of Southeast Asia, women and girls are socially and culturally powerless due to cultural
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tradition and practices that limit their mobility and decision-making capabilities,
subsequently limiting their access to such services like; health, education and social services
on their own. This study supports such observations through demonstrating that the rural and
tradition bearing women are constrained by socio-cultural norms and limitations on their
movement. Further, it presents interview data showing the extent to which cultural norms and
practices prevent women from engaging in service programmes.

One of the major deficiencies of the exiting literature is the failure to systematically analyze
various aspects of ethnic minority’s access to public services. Simonsen (2021) both discuss
the difficulties of the minority to engage with the state institutions, yet, they provide more
global perspectives on ethnic prejudice. This study addresses that gap by providing
qualitative evidence about why language and ethnic bias in public institutions lead to distrust
among minorities (Pandey et al., 2021). There is no doubt that through the use of first person
accounts from people in these ethnic and cultural groups, this study offers a better
appreciation of the ways in which ethnic and cultural differences influence the availability
and the perceived satisfaction with government services.

According to the existing work, the literature also distinguishes public service provision
between the urban and rural zones Beverley (2022). argued that citizens living in rural region
are under high risk of being excluded from basic services in lack of functional infrastructure,
long distances, and resource scarcity. The study findings affirm these claims, specifically
through presenting up-to-date empirical evidence that shows that such rural impediments are
still active even with the use of digital interfaces. This work emphasizes the role of space
since while the people living in cities may have a possibility to use e-governance services,
others from rural areas often cannot go online.

In contrast, the recent studies have indicated that through digital platforms that could provide
governmental services remotely, Agrawal and Desai have pointed out that the digital
recession in rural areas becomes a critical factor in India nowadays. This paper affirms that
by presenting evidence of limitations to its use in rural settings arising from limited hardware
filthy and poor literacy levels. According to the conclusions, digitalisation has the potential to
enhance the effectiveness of service delivery while, at the same time, the presented research
shows that current trends in this process may deepen inequalities unless simultaneous actions
aimed at increasing infrastructure and digital competencies in the remaining areas are
undertaken.

To fill these gaps, this study offers a discussion of how different socio-economic categories,
culture, and geographic location affects public service delivery. This work is unique in that
most previous studies investigate only one or two barriers, whereas this research is designed
to provide an intertwined and additive perspective on barriers to access public services. In
addition, the paper gives a map to policy makers on how these barriers can be addressed by
policy modifications.

one issue risen in the research is that the concept of Mobile Service Units is possible a
solution to the challenges of accessibility of services to huge populations in rural depressed
ares. As demonstrated in prior works such as Lingg & Litschg (2020), there are appreciable
outcomes when using mobile healthcare units; this research complements that idea and
proposes a technique of converting mobile healthcare units to solve numerous societal
challenges, inclusive of service delivery in education and other social services domains. The
results of the study therefore point towards the need to develop more variant service delivery
systems appropriate to the different eras to extend special basic amenities such as health and
education within communities mainly in regions of poverty and cultural difference.
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A third and final contribution of this study is the finding that participatory community
approaches are a promising solution for reinvigorating public services delivery systems.
Compared to the prior studies that have concentrated on more centralized strategies of service
delivery, the present research encourages a more bottom-up policies and service delivery
futures where community members have an opportunity to be involved in policymaking
processes of service delivery. This is in consonance with Kosec & Wantchekon (2020) who
hold that when delivered through participatory governance, services increase in relevance and
accessibility for the recipient population. Discussion interviews involved in the study also
support this idea, as many of the respondents asked for a closer communication between
official representatives and communities.

Conclusion

In light of the above, this study has offered a wide understanding of the socio-cultural
economic factors constraining policy implementation of the public service, especially in the
deprived and rural areas. It built on these gaps to underscore how issues of financial
accessibility, lack of digital technology, and cultural barriers reduce peoples’ access to
services even though governments try to improve service delivery. In that sense, the study
underscores the importance of diverse and multicultural communication processes, as well
ensuring that community-engaged participation is included and effective public policies with
special consideration for specific population sectors are adopted. As such it will be vital to
mobilise efforts from all the government institutions, communities and other stakeholders in
the provision of public services where citizens from all the areas especially the marginalised
groups can gain access easily.
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