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The study explores the role of administrative reforms in enhancing the delivery
of public services in Bangladesh with respect to Annual Performance
Agreement (APA), e-government portals and the Health Sector Performance
Management System (PMS) in central offices, regulatory offices and
district/upazila offices. A qualitative multiple-case study approach was used to
triangulate data collected using 40 semi-structured interviews, five field
observations and 65 administrative documents. Findings show the reform
adoption is highest in the central ministries (APA 95, E-Gov 80, Health PMS
90) and decreases at the local offices (APA 70, E-Gov 55, Health PMS 40). In
line with this, the outcomes of services in terms of efficiency, timeliness, citizen
satisfaction, and accountability also follow a similar gradient with the scores of
4.2-4.4 and 3.6-3.8 at central and local offices respectively. The reform
effectiveness is mediated by institutional factors including bureaucratic
discretion, political influence, donor support, and professional norms which
emphasize on institutional alignment, leadership and local capacity. Sectoral
variation reveals that reforms that conform to the bureaucratic routines have the
highest adoption, and health-sector reforms are more restrictive. Reports
indicate that modernization of administration, digitalization, and capacity-
building should be combined in order to convert reforms into actual service
delivery enhancements. This research provides empirical evidence,
institutionally based, to policy makers and scholars on the circumstances under
which reforms are successful, partially successful, or fail in the context of
developing countries.

1. Introduction

The enhancement of service delivery to the populace has been one of the key areas of administrative reform in the
developing nations, especially those that experience bureaucratic inefficiencies, poor accountability and distrust
towards the government. In Bangladesh, the governments over the years have undergone extensive administrative
reforms basing on the New Public Management (NPM), e-governance and performance-based public sector models
as a result of the above-mentioned intention of promoting efficiency, transparency, and responsiveness in delivery of
public services. In spite of the size and the sustainability of such reform initiatives, there is still no empirical evidence
on whether administrative reforms have led to the actual outcomes of improved performance on the delivery of public
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services. According to the global reform discourse, reforms in the administration are supposed to enhance service
delivery by reforming institutions, incorporating managerial practices, and using digital technologies to minimize
transaction costs and bureaucratic discretion. Nevertheless, according to developed contexts evidence, the results of
reform are quite dependent on the institutional capacity, the political commitment, and the fidelity of implementation.
The one aspect of global reform templates is that reform initiatives have often been pursued in Bangladesh, but their
effects on the service delivery level have been often unbalanced, transient, or symbolic as opposed to transformational
(Islam 2018; Khaled 2024). This gives a critical question to ask, do administrative reforms enhance better delivery
of the public services, or is it mainly producing procedural change rather than service improvement? Bangladesh is
one of the most pertinent countries to consider this question in terms of institutional context. The country has
undergone repetitive reforms since the 1990s including the restructuring of the civil service, decentralization, citizen
charter, performance agreements and digital service platforms. The most significant move towards the
implementation of the NPM principles in the administrative system was the Public Administration Reform
Commission (PARC) that focused on efficiency, accountability, and customer-centered service delivery. However,
research indicates that political opposition, governmental listlessness and poor ownership were key factors limiting
the success and implementation of these reforms(lslam 2018). Due to this, institutional reforms have been unable to
go past formal compliance to attain lasting increases in service quality.

In more recent years, it has been seen that reform efforts are becoming more and more centered on digital, technology-
enabled delivery mechanisms of services. E-governance platforms, digital service centers, and government-to-person
(G2P) service model have been advanced as tools to make access easier, cut corruption and make services efficient.
Empirical research on the digitalization of public services in Bangladesh is supportive in that, relevant reforms may
have a positive impact on service quality, customer satisfaction, and intention to use, especially with the provision of
sufficient quality of the system, service responsiveness, and citizen involvement(Biswas et al. 2024). On the same
note, G2P reforms have shown that direct service delivery mechanisms enhance transparency and leakage reduction
thus boosting the confidence of the people in service delivery ( Islam and Sarker 2025). In Bangladesh, the politics
of settlements of the administrative reforms precondition the process of embedding the bureaucracy within the
dominant power clusters and influence the motivation to reform and its effect. Consequently, reforms are being
selectively implemented or watered down creating procedural change that is less effective in changing the way the
public services are being delivered (Sarker and Zafarullah 2020). Nonetheless, such benefits are still skewed by both
sectors and place, which indicates the enduring institutional and capacity limitations.

Field-based studies also indicate that much of the reform and improvement programs in Bangladesh have poor
coordination, dependability on donors and sustainability. Reform projects are usually done in a dribble and drip
fashion, and they are not institutionalized even after the external funding ceases at the end, and thus the long-term
impact on daily service delivery experiences is minimal(Khaled 2024). Therefore, although the reforms can bring
new structures, tools, or processes, they can reform frontline service delivery only with greater institutional fit,
managerial capacity, and responsibilities. Although an increasing amount of literature on reform has been produced,
there are two key gaps. To begin with, a significant portion of the current body of research focuses on the
administrative reforms at a policy or programmatic level, but not empirically connecting reforms and service delivery
outcomes using institutional mechanisms. Second, research frequently dwells on the specific tools of reform like
digital centers or G2P payments without placing them into the context of the wide scope of administrative reform.
Consequently, there exist scanty institutional facts on how, why, and under what circumstances administrative
reforms enhance delivery of public services in Bangladesh.

This paper fills these gaps by looking at the connection of the administrative reforms to the delivery of the public
service in an institutional perspective. Using the synthesis of reform paths, experience of implementation, and the
outcome of service delivery, the study aims at evaluating whether the administrative reforms in Bangladesh have
resulted into any significant changes regarding the provision of the services to the people or whether there are still
structural and institutional constraints that restrict the effectiveness of administrative reforms. The paper thereby adds
to both the reform theory and empirical literature on the field of public administration by providing institutionally
based evidence on the case of a reform-intensive developing country.

2. Literature Review

Administrative reform has been placed prominently as one of the key tools to enhance the provision of public services,
especially in developing nations where bureaucratic wastefulness, lack of accountability, and mistrust among citizens
are the main factors hindering success in governance. The concept of decentralization has received much
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encouragement as a reform instrument in order to make the local government more responsive and efficient to provide
more customized services and encourage competition among local jurisdictions (Setiawan et al. 2022, Fatile and
Ejalonibu 2015). As the case of Indonesia, Nigeria and Malawi points out, under the systems of decentralization,
local government capacity, local government autonomy, and institutional arrangements play a significant role in
determining the quality of services (Chowns 2015, Abdullahi et al 2024). In situations where local governments have
sufficient operational, analytical, and political capacities, the decentralization process has a tendency to enhance
access, efficiency and accountability in delivery; on the other hand, the weak capacity usually negates the desired
benefits (Setiawan et al. 2022).

The NPM reforms have continued to transform the administrative forms by injecting market-oriented ideologies,
performance measurement, and citizen-based management in the public service organizations (Lapuente and Van De
Walle 2020). Although NPM has been linked to efficiency, responsiveness, and quality of service delivery in certain
settings, the efficacy of NPM remains highly contingent upon the administrative, political and policy environment
which has led to the partial or uneven advancements in service delivery. E-service platforms and digital governance
have become the complementary reforms tools, improving transparency, citizens engagement and access of services.
Research into the Bangladesh Pourasava Digital Centers suggests that the system quality and participatory mechanism
are key factors to service quality, satisfaction among citizens, and constant use, and thus support the idea that
modernizing administration has to include technical solutions to the problem alongside the involvement of the citizens
(Zaman 2015). On the same note, the reforms that focus on health services such as the introduction of non-
communicable disease corners and monitoring of maternal health quality show that the administrative capacity,
training, and governance set-ups have direct impact on the outcomes of service delivery (Rawal et al. 2019, Biswas
et al. 2019).

Institutional theory emphasizes the fact that reforms cannot be successful only based on formal structures but also in
terms of embedded norms, mechanisms of accountability, and commitment to organization (Moreno-Menéndez et al.
2025). Empirical evidence proves that those reforms, which are not adjusted to local political settlements,
bureaucratic motivations, and expectations of stakeholders, can rather result in procedural adherence as opposed to
material service delivery improvement (Rashid 2025). Even technically sound reforms might be undercut by
clientelism, politicization and elite capture making situation specific strategies that support the strengthening of
institutions vital (Zarychta et al. 2024). In South and Southeast Asia, the research of administrative changes shows
that there are continuous problems in capacity building, accountability, and institutional resilience (Santos 2025).
The COVID-19 pandemic also revealed a systematic weakness, proving that strong governance, mission-driven
administration and coordination are the conditions that ensure successful service delivery (Santos 2025). The
inclusive governance practices, including decentralization, participatory processes, and the involvement of citizens
are noted to be the key to the equitable and efficient service delivery in the developing environment (Sukare and
Abdullahi 2025).

Overall, it can be seen in the literature that administrative reforms that include decentralization, NPM, digital
governance, and institutional capacity building can enhance the delivery of the public service, yet their efficacy is
strongly situation-specific. The success depends on the correspondence of the formal organization, bureaucratic
interests, political dedication, and the involvement of the citizens. The implications of these findings in Bangladesh
are that long-term changes in service provision need an integrated approach to reform comprising of structural
modernization, digitalization, and institutional fortification and reducing risks related to politicization, corruption,
and limited local control (Naher et al. 2020).

3. Methodology

3.1 Research Design

In this study, the qualitative and multiple-case study design is used to investigate the role of the administrative reforms
in relation to the delivery of the public services in Bangladesh. It is centered on the chosen reform efforts such as
Annual Performance Agreement (APA), e-government projects, and sector-specific performance management
systems to define their design, implementation, and impacts on service outcomes. The multiple - case approach
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enables a profound study of the institutional processes such as bureaucratic behaviour, application of policies, and
interaction of formal and informal rules at various levels of the administration. The design by comparing reforms
between central ministries, regulatory agencies, and district/upazila offices captures the vertical difference in reform
implementation, which in this case indicates the context-specific factors that determine the success of reforms. It is
especially effective in exploring complicated phenomena of governance where the institutional legacies and political
forces and organizational norms are interplaying to affect the delivery of services. It allows identifying the processes
where reforms achieve results and some examples of how reforms can work, fail or just be symbolic, which offers a
rather subtle insight into administrative capacity and the performance of government services.

3.2 Theoretical Framework

It is based on institutional logics and new institutionalism and gives a perspective in which historical legacies, formal
rules, informal norms, and organization practices can influence the behavior of participants in the public
administration. Administrative reforms in Bangladesh are observed in a complicated institutional framework that is
shaped by colonial bureaucracy inheritance, political influence, and alternative reform paradigms, such as Weberian
bureaucracy, New Public Management, and new-digital governance. This framework enables the research to analyze
how the bureaucrats, managers and frontline employees understand and react to the reforms, and how the institutional
pressures, including politicization, donor influence, and professional norms facilitate or inhibit the effectiveness of
the reforms.

To supplement the institutional view, there exist the governance and implementation theories, which are employed
to make a connection between structural and contextual factors with the visible results in service delivery. An example
is the principal-agent theory that throws light on the relationship between policy makers, administrations and service
providers, and raises the problem areas of discretion, accountability and monitoring. Equally, good governance
structures highlight transparency, participation, and responsiveness as intervening variables that define whether
reforms yield into increased service delivery. The theoretical framework by combining these views places the
administrative reforms into a more overall institutional and governance context and as such offers a point to
understand why certain reforms lead to efficiency, effectiveness, and citizen satisfaction and others are purely
symbolic or do not lead to improved outcomes in the sale of the public services.

3.3 Study Sites and Case Selection

Both the reforms and administrative sites to be included in the study were selected using purposive sampling so that
the cases were directly relevant to the delivery of public services and representative of institutional diversity. The
reforms that are discussed are the Annual Performance Agreement (APA), two e-government service portals, and a
sector-specific performance management system on the health sector as they were selected because of their
quantifiable contribution to frontline services. To ensure diversity in the five administrative sites were taken to
represent the different ranks of governance, two central ministries, one regulatory agency and two district/upazila
offices were taken. The sites will offer a combination of institutional environments and the study will be able to
evaluate the implementation and experience of reforms in central and local environments.

The criteria used in selection were:
e Reform maturity: 3-7 years since introduction, so that there is ample time to see the effects of the
implementation.
Relevancy to frontline service delivery: Direct contact with citizens and quantifiable service delivery.
In institutional variation: Varying urban/rural context, politics and local autonomy.

External support: Availability or unavailability of donor engagement, which summarizes the possible impact
on implementation and results.

The sampling strategy allows comparative analysis between reforms and levels of administration, which allows
identifying patterns in institutional handicap, reform success or failure mechanisms, and drivers that influence
effective service delivery by the state.

3.4 Data Sources and Collection
The methodology was a multi-source qualitative one, including interviews, document analysis, and field
observation to be able to capture the formal and informal aspects of the reform implementation:
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3.4.1. Semi-Structured Interviews
e Respondents: The respondents were 40 in number, which comprises 10 senior officials, 15 mid-level
bureaucrats, 5 local elected officials and 10 frontline service users.

e Focus: The reform design, institutional pressures, implementation challenges, efficiency, accountability,
responsiveness, and citizen satisfaction and mechanisms that connects reforms to service delivery outcomes.

3.4.2. Document and Policy Analysis
e Sources: Laws, circulars, reform guidelines, APA performance reports, internal evaluation documents, donor

reports, and e-government portal data.

e Purpose: To revive reform paths, institutional targets, performance measures and implementation
dispensations.

3.4.3. Observation (Non-Participant) in the Field
e Sites: There are five points of service delivery, consisting of two digital service kiosks, one health office at
the district level and two school offices.

e Focus: The movement of citizens, bottlenecks in the procedure, ICT use, informal practices and staff citizen
interactions.

Such a triangulated approach is a sure way to attain a solid insight into the way reforms are implemented and the
impact they have on service delivery.

Table 1: Operationalization of Key Concepts

Concept Definition & Operationalization Specific Indicators / Measurable
Variables
Administrative Rules, structures, processes, or The adoption of APA, SOP changes, the
Reforms performance systems which are formal use of ICT, employees training
and state-led and which are aimed at completion levels, internal audit
enhancing functioning in the public frequency.
sector.
Public Service Efficiency, effectiveness, Mean time to service each citizen,
Delivery accountability, transparency, and citizen | number of complaints to and resolved,
satisfaction changes. coverage levels, (percent), timeliness,
(percent), client satisfaction (1-5 Likert
scale).
Institutional Path dependency, institutional logics, Bureaucratic favor (observed), political
Dynamics politicization, donor pressures and impact (interview-rated 115),
professional norms that influence the dependence on donors, as a percentage
implementation of reforms. of project funding, following formal
versus informal practices, cross-
departmental coordination.

These working definitions are used to code, analyse and interpret data and connect implementation of reforms,
institutional aspects and service delivery results. This methodology guarantees the systematic measurement,
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triangulation across data sources and makes it possible to identify the mechanisms of successful or unsuccessful
reforms.

3.5 Data Analysis

The study utilized a thematic and multi-layered methodology in order to systematically address the role of
administrative reforms on the delivery of the public services. To have a holistic picture of the reform processes and
the outcomes, data on semi-structured interviews, document analysis, and field observations were triangulated to
capture both formal and informal aspects of the reform implementation.

3.5.1 Coding

Inductive and deductive strategies were combined using code. Deductive codes were created on the basis of the
operationalized notions of administrative reforms, the delivery of the services to the population and the dynamics of
the institution, inductive codes were on the basis of the emergent patterns in the field such as employee’s compliance
to SOPs, informal workarounds, and the citizen feedback in regard to the responsiveness of the services. All
transcripts of the interviews, observations and excerpts of documents were coded in NVivo 14 and tagged according
to the type of reform (APA, e-government, health sector), the level of administration (central, regulatory,
district/upazila) and the sector (education, health) which helped in supporting both within-case and cross-case
analysis.

3.5.2 Within-Case Analysis

Inside-case analysis reconstituted the more detailed accounts of every reform and administrative location and
connected the goals of reform and its formal design properties to the institutional setting, such as bureaucratic norms
or political pressures. The actor strategies, informal practices and front-line interactions have also been investigated
to evaluate perceived results in efficiency, accountability, responsiveness, and satisfaction to the citizens. As an
example, the APA implementation in a central ministry was done with the help of thirty internal performance reports,
five interviews with senior officials, and field observation in two service points, where the compliance of the
procedure is evaluated and the practical impact on the time-of-service delivery and contentment of users is observed.

3.5.3 Cross-Case Comparison

Cross-case comparisons of the three reform programs and five administrative sites determined where reforms made
measurable differences, where reforms were mainly symbolic, and institutional and contextual indicators of the
differences. The quality leadership, the capacity of administration in a country, decentralization, professional norms
and citizen engagement were considered to be some of the important factors that affect the interaction of
administrative design, institutional constraint and frontline behavior to influence the outcome of service delivery.

3.5.4 Triangulation and Validity

The use of triangulation in the form of interviews, documents and observations enhanced the validity and minimized
the single-source bias, whereas the member checking, used on ten of the chosen respondents, refined the
interpretations and confirmed the results. Coding audit trail, analytical memos, and decision logs were transparent,
which increased the level of reliability and reproducibility.

3.5.5 Integration with Measurable Variables

The analysis was directed by the operationalized variables: the reforms in the administrative system were evaluated
with APA adoption, SOP revisions, ICT use, completion of staff training, and the number of audits; service delivery
was measured with the average time spent by citizens, the rate of complaints resolution, the percentage of coverage,
timeliness and satisfaction with the institutions; institutional dynamics was estimated based on bureaucratic
discretion, political influence rating, donor dependence, formal versus informal practices adherence, and coordinating
mechanisms. The information was coded and examined to find out the connections between these variables, and how
reforms can and cannot be successful, to discover the mechanisms that would lead to the success of reforms.
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Data Collection and Analysis Process

Selected Administrative Reforms

(APA, E-Gov, Sectoral Reforms)

v

=) Document & Policy Analysis ‘% Semi-Structured Interviews Q Field Observation

« Laws, Circulars « Officials, Bureaucrats « Service Points, ICT
« Guidelines, Reports « Service Users, Experts « Citizen Flow, Processes

« Performance Data « Local Representatives « Bottlenecks, Practices

! +l+ :

Thematic Coding
(institutional Logics, Accountability, Resistance, Donor Influence, Emerging Themes)

'

Within-Case Analysis

(Reform Design — Context — Actors — Outcomes)

v

Cross-Case Comparison

(Patterns & Institutional Conditions)

v

> { Triangulation & Member Checking ‘ <-=-

|

Conclusions & Policy Implications

Figure 1: Data Analysis Workflow

Figure 1 gives the integrated methodology of the study in which it is presented as a visual image to show the flow of
the process of data collection through coding, in-case and cross-case analysis, until the evidence-based conclusion
and policy.

3.6 Triangulation, Reliability and validity

In order to achieve rigor, credibility, and trustworthiness of the study, a number of methodological strategies were
used. The multi-source (semi-structured interviews, document and policy analysis, and non-participant field
observations) triangulation of the research played a significant role in the confirmation of the results. The comparison
of information provided by these various sources also enabled the study to easily determine convergent themes and
patterns and reduce the chances of single-source bias.

NVivo 14 was used to code and analyze data and applied deductive codes based on operationalized concepts and
inductive codes based on emerging themes. The transcripts, memos and reflective notes were also recorded in the
detailed audit trails in order to increase transparency and make sure that the decisions made could be recreated. The
cross-case and within-case analyses enhanced the internal validity as it offered numerous prisms within which it is
possible to interpret the data and connect the reform design, institutional context, strategies of actors, and the observed
service delivery outcomes. Member checking was carried out on ten respondents of various levels and sectors of
administration. Preliminary results were provided to participants in the form of summaries to confirm their
interpretation and understanding of the results and make them more credible and confirmable. All these strategies
together made sure that the findings of the study were being systemically validated, analytically sound and based on
empirical evidence.

3.7 Ethical Considerations
The ethical compliance was one of the major concerns during the study. Each of the participants was thoroughly
informed about the purpose of the study, procedures and the risks involved, and signed an informed consent before
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taking part. Respondents were free to take part and were guaranteed that they could pull out at any point in time and
no repercussions would be incurred. Since the topic is sensitive, requiring an assessment of bureaucratic practices
and political influences, the measures required to preserve anonymity and confidentiality were taken. Transcripts
were depersonalized and all data were safely stored in password-protected files and encrypted storage systems. The
research was also conducted according to the institutional and national research ethical standards, such as the ethics
review, the safe use of sensitive data, and the responsible disclosure of the results.

All these ethical precautions made the research carried out with integrity, openness and fairness towards the
participants, and made the data collected to be of good quality and dependable.

4. Results

The study focuses on how administrative reforms Annual Performance Agreement (APA), two e-government service
portals and a health sector performance management system have been introduced in five administrative locations
comprising of two central ministries, one regulatory agency and two district/upazila offices. The triangulated data
was collected on 40 interviews, five field observations and 65 administrative documents, which gave the researcher
a solid picture of how reforms were implemented and the results.

4.1 Administrative Reform Implementation

Administrative reforms did not occur in the same way across the type of reform and the level of administration. The
adoption of Annual performance Agreement (APA) was much higher in central ministries with 95 percent of
performance targets being reported in internal reports as compared to the 70 percent adoption in the district and
upazila offices. In a comparable manner, there was complete functionality of the two e-government service portals in
central offices (80% adoption), yet less adoption in local sites (5560%), which indicated disparities in ICT literacy,
training and infrastructure. The performance management system of the health sector showed high policy alignment
40% of the staff will always use prescribed processes, directives, but the frontline implementation in district sites was
also limited, and only These findings will suggest that the reform design, but not policy, staff capacity, and
technological readiness are critical factors that determine the adoption.

Table 2: Implementation Rates of Administrative Reforms by Site

Reform / Administrative Central Regulatory District/Upazila Offices
Site Ministries (%) Agency (%) (%)
Annual Performance 95 85 70
Agreement (APA)
E-Government Portals 80 75 55
Health Sector PMS 90 80 40

Table 2 indicates that central ministries had the highest reform adoption with 95 percent compliance in APA and 90
percent in the health sector performance management system. There were relatively lower adoption rates among the
regulatory agency (75-85%), district and upazila offices with a range of 40-70 per cent adoption. These findings
demonstrate a clear vertical gradient in the implementation of reforms, that is, central-level institutions can have an
easier time implementing reforms to the fullest, but local offices struggle with limited staff capacity, resource
limitations and institutional support fluctuation. These statistics emphasize the need to focus on the capacity-building
and technical assistance on the lower administrative tiers to improve the effectiveness of the reforms.
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Annual Performance Agreement (APA)

Health Sector PMS

24%

33%

E-Government Partals

The pie chart demonstrates how the reforms were adopted relatively at the district and upazila offices with the
percentage of staff who were always committed to the formal reform procedures being between 40 and 70. The
highest local adoption was by APA (70%), e-government portals (55%), and the health sector performance
management system (40%). This distribution has outlined the gaps in implementation at local levels and thus there is
the necessity to have specific capacity-building, training and resource assistance to enable effective reform
implementation and better service delivery.

4.2 Public Service Delivery Results

The three reform initiatives in terms of efficiency, timeliness, satisfaction of the citizens, and accountability of service
delivery have been measured in the three administrative sites. As it has been observed, data on interviews and
document analysis indicated that results were different depending on the reform type and level of administration.

e Efficiency: The central ministries had an average of 18 minutes, the regulatory agency had 22 minutes and

the district/upazila offices had 25 minutes as the average time spent on services per citizen.

e Timeliness: 80th of the services were completed in time at central offices, 70th at the regulatory agency and
60th at the district/upazila offices.

e Citizen Satisfaction: The highest scores in terms of central offices (4.2), regulatory agency (3.9),
district/upazila offices (3.6) were the survey-based satisfaction scores (1-5 Likert scale).

e Accountability: It was observed and reviewed through documents that high compliance was observed at the
central offices (90%), moderate compliance at the regulatory agency (75%), and low compliance at the local

offices (60%).

Table 3: Public Service Delivery Outcomes by Reform and Site

Reform / Site Avg. Timeliness | Citizen Accountability
Service (%) Satisfaction (%)
Time (1-5)
(min)
APA — Central 18 80 4.2 90
Ministry
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APA — 25 60 3.6 60
District/Upazila
E-Gov Portal — 15 85 4.4 80
Central
E-Gov Portal — 22 55 3.7 55
Local
Health PMS — 20 70 3.8 60
District

As indicated by Table 3, the results of public service delivery in central ministries were always better than those in
district and upazila offices. APA and e-government programs had demonstrated shorter service time periods,
increased timeliness and accountability whereas performance management system of health sector proved less
effective at local locations. These trends are reflected in citizen satisfaction scores, which show that institutional
capacity, staff training, and support of service delivery at the local levels are vital.

CITIZEN SATISFACTION (1-5)

Health PMS — District [T s
E-Gov Portal — Local T 3.7
APA — District/Upazila [ 36

35 3.55 3.6 3.65 3.7 3.75 3.8 3.85

1 Citizen Satisfaction (1-5)

Figure 3: Citizen Satisfaction at Local Offices

The figure indicates that citizen satisfaction levels are high at both district and upazila offices of the three reforms,
with a score of between 3.6 to 3. 8. It points out to the fact that satisfaction is less at the local sites than the
headquarters, which means that there are loopholes in service provisions. These findings help emphasize the relevance
of specific training, capacity building, and better frontline services, which can improve the experience of the citizens.

4.3 Dynamics and Constraints within the Institution

The interviews, documents, and field observations were analyzed using themes that showed that various factors that
were institutional in nature played a significant role in the implementation and effectiveness of administrative
reforms.
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Table 4: Key Institutional Dynamics and Observed Constraints

Institutional Factor | Indicator / Observation Impact on Reform
Implementation
Bureaucratic One out of every four interactions Weak upholding, haphazard
discretion in local offices are out of SOPs. service provision.
Political influence Reported in half of the local staff Different priorities, reduced
interviews. compliance with formal
procedures.
Donor involvement External assistance exists in 3 Increased the use of ICT and
locations. APA reporting.
Professional norms / | Informal workarounds are adhered Reduced transparency and
informal practices to by 35-40% of the staff in accountability, reduced service
districts/upazilas. delivery.

The level of bureaucratic discretion was especially high in the offices of the district and upazila and 40% of all
interactions observed were found to be non-conformity to the formal procedures. The 50 percent political influence
of local staff was reported in 50 percent of interviews with local staff, which frequently prioritized their interests and
diminished the compliance with their reform mandates. The levels of involvement by the donors had a positive
influence on the implementation and externally supported sites had a higher level of compliance to the ICT usage and
APA reporting standards (80-85%). On the other hand, local offices had informal professional norms and deep-rooted
practices in 3540% of local offices and impacted efficiency, accountability, transparency.

Institutional Dynamics

Political . 5 5
Influence Constraints Service Delivery Outcomes

Reform
Initiatives

* APA
* E-Gov Portals
* Health PMS

50% Priority Shifts  Reduced Efficien
— 2

External Donor Support / * Procedural Bottlenecks »| e« Low Citizen Satisfaction
80-85% ICT & APA Support o Lack of Accountability « Weak Accountability

« Delayed Timelines

Figure 4: Institutional Dynamics Affecting Reform Implementation

In general, these results indicate that institutional design cannot work alone; to become successful in reforms, it is
necessary to have local administrative strength, strong leadership, political disinterestedness, and consistency of
professional norms with formal rules.
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4.4 Trends of Reform Success and Failure

Based on cross-case study of the three reform initiatives in five administrative locations, it was observed that there
were clear patterns of success, partial success and restricted success. The reforms in the central ministries and the
regulatory agency were mostly successful, which was backed by effective leadership, adequate administrative
capacity, and availability of resources. Indicatively, adoption of APA was 95% at central locations, e-government
portal was 80-85% operative and health sector performance management system was 90% in compliance. Service
delivery outcomes were also much more significant, and the average service time was lower, the timeliness (at least
80 percent) was enhanced, and the score of citizen satisfaction was over 4.2/5. The district and upazila offices, on the
other hand, had partial or symbolic compliance. Adaptation rates to APA, e-government portal, and health PMS were
4070 percent and little compliance with formal practices, absence of training of staff, and the level of ICT
preparedness was low. The average service time decreases were small, the timeliness was 55-65 and the citizens
satisfaction scores were less (3.6-3.8/5). The effective implementation was further hampered by political interference,
bureaucratic discretion and informal rules of professional norms.
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Figure 5: Patterns of Reform Success Across Administrative Levels

Figure 5 shows the implementation success of three major reforms, namely, Annual Performance Agreement (APA),
E-Government Portals, and Health PMS, in central ministries, regulatory agencies, and district/upazila offices. The
highest success is always evident in central ministries where APA has 95% of full success, E-Gov Portals 80% and
Health PMS 90. Regulatory agencies have moderate adoption with APA attaining 85% full success, E-Gov Portals
75 and Health PMS 80. On the local level, district and upazila offices show worse performance with APA getting
70% full success, E-Gov Portals 55 and Health PMS only 40. The levels of partial compliance are also high at these
sites (APA 20%, E-Gov 35%, Health PMS 40%), whereas limited or symbolic compliance lies between 1020% with
regards to these reforms.

These data show that there is a definite vertical gradient in the implementation of reforms: central sites not only obtain
higher full compliance but also lower partial or limited compliance than local ones. The results suggest that
institutional capacity, leadership, ICT preparedness, and procedural compliance have a significant impact on the
success of reforms in the determination of a successful service delivery outcome. The lower full compliance and
higher partial/limited compliance of the district and upazila offices are the priority targets of capacity-building,
training, and monitoring to enhance effectiveness of overall reforms
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Table 5 Local-Level Reform Adoption at District/Upazila Offices

Reform Type Adoption (%)
APA — District/Upazila 70
E-Gov Portal — Local 55
Health PMS — District 40

This is supplemented by table 5 which shows regional level disparities in adoption of reform and satisfaction by
citizens. Pie chart of district and upazila offices exemplifies those formal procedures were always adhered to by 40-
70 percent of the staff, with APA and health PMS being the most and least compliant to formal procedures
respectively (70 and 40 percent respectively). This highlights the unequal translation of reforms on to the ground in
the form of effective service delivery. Combined, these statistics suggest that the effect of reform is highly dependent
on institutional background, the leadership, the capacity of the local administration, and the conformity to the frontline
practices. The complete success is achieved when the reforms are being backed by clear accountability, training, and
resources, and the partial or weak success pertains to the necessity of carried out targeted interventions at the district
and upazila levels to promote the adoption, efficiency, and satisfaction of citizens.

4.5 Diversity in Sectors and Reforms

The differences in the reform adoption by sectors as well as administrative location are explained via institutional
theory as well as forms of governance. The institutional theory assumes that organizational behavior is not molded
by the formal rules, but by the informal norms, professional practices and historical legacies. Reforms in this sense,
which are closely consistent with current bureaucratic practices and technological capabilities, including the APA
and E-Government projects, are more successfully enacted at the district and upazila levels. The Health Sector
Performance Management System, on the other hand, has more challenges with the system since professional norms
are well established, resources are limited, and the sector has unique working pressures, leading to poor adoption and
compliance.
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Figure 6: Sectoral Variation in Reform Adoption at District/Upazila Offices (%)

In a governance and principal agency approach, the differences are a manifestation of monitoring differences and
accountability and incentive differences. Offices that have stronger reporting systems, facilitative training systems
and use of digital tools have better adherence practices compared to those with weaker supervision, an unequal
number of resources hence greater discretionary practices and informal workarounds. This illustrates how the
administrative reforms are determined by both the formal policy design and the institutional alignment combined
with the local administrative capacity, and the importance of institutional context in the process of transforming
reforms into the actual service delivery enhancements cannot be overstated.

5. Discussion

This paper has explored the issue of how administrative reforms can be related to public service delivery in
Bangladesh in the form of Annual Performance Agreement (APA), e-government portals, and the Health Sector
Performance Management System (PMS) at various levels of administration. The results indicate that although there
have been extensive reforms in the developing world, their success depends considerably on the sector, administrative
location, and institutional background of reform.In line with the previous research on administrative reforms in
developing nations (Setiawan et al. 2022), APA and e-government initiatives have been more successfully adopted
in central and regulatory organizations than on district/upazila offices. The rate of full compliance was of 95% with
APA at central ministries and 80 percent with e-government portals and lower compliance was at the local offices
with full compliance rate of between 40 and 70. In line with this, there were better service delivery outcomes at
central sites in terms of their efficiency, timeliness, satisfaction by the citizens, and accountability. These trends
highlight how the institutional capacity and local administrative resources are relevant in translation of reform design
into results.

The observed sectoral variation conforms to the institutional theory, which asserts that organization behavior is
influenced by formal rules, norms and professional practices. Reforms aligned to current bureaucratic practices, e.g.
APA and e-government initiatives, were better adopted, and sector-specific reforms or changes like Health PMS were
not well adopted or complied with due to barriers by the established professional practices, resource limitation, and
operational complexities. This would lead us to believe that institutional logics and path dependency are decisive
factors in the success of reforms (L8, L3). Bureaucratic discretion, political influence, donor involvement, and
informal norms were analyzed and it was noted that institutional politics is an important mediator of reform results.
In the local offices, 40 percent of interactions observed were not within the formal SOPs and 50 percent of the
interviews reported political interference which limited compliance and efficiency in services. On the other hand,
websites having donor-funded programs exhibited greater ICT uptake and compliance with APA reports (8085
percent), proving that external assistance could strengthen institutional standards and capacity. These results are in
line with the principal-agent theory, which indicates that surveillance, incentives, and accountability systems have a
significant role to play in order to minimize discretion and make reforms produce the desired effects. The comparison
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of cross cases indicated that reforms were most successful where there was strong leadership, resources and clear
accountability framework. The central ministries and regulation agencies were always fully successful with the
district and upazila offices showing half or pretend compliance especially in health sector. These differences were
reflected in the scores of citizen satisfaction with central offices showing 4.2-4.4, and local offices showing 3.6-3.8.
The results highlight the significance of the situational approach, such as capacity-building, training, and institutional
support, in order to improve the adoption of reforms and service delivery on local levels.

This study offers numerous important conclusions to the policymakers. Firstly, the administrative reforms should be
supported by institutional enhancement at local level so that improvements in service delivery can be made equally.
Second, efficient and more transparent can be achieved through the incorporation of digital instruments and e-
governance platforms, but it needs the appropriate training and infrastructure. Third, there should be coordination of
political and bureaucratic incentives to minimize discretionary behavior and encouraging adherence to procedures.
Although this study presents solid and institutionally-based evidence, it only covers five administrative locations and
three reforms, which limits the external validity of results. Further studies might be able to cover other industries and
guantify the outcomes of citizens at scale. The longitudinal studies may also focus on the sustainability of reforms
over time especially where there is high political turnover and fluctuation of the availability of resources.

Generally, the results indicate that a reform of the administrative system can enhance the delivery of public services
in Bangladesh but the efficacy of the reform greatly depends on the institutional conditions, sector orientation, and
the capacity of the local administration. When the formal structures, digital tools and accountability mechanisms are
accompanied by robust leadership, capacity of the staff and the involvement of stakeholders, reforms can produce the
best effects. The findings have a contribution both to theory and practice in that the crucial interaction between
institutional processes and reform success in developing countries is important to be identified.

6. Conclusion

The research presents institutionally based findings of administrative reforms in enhancing public service delivery in
Bangladesh. As it is shown in the analysis, such reforms as Annual Performance Agreement (APA), e-government
portals, and Health Sector Performance Management Systems have been implemented extensively, although their
effects differ significantly in terms of sectors and governmental levels. Central ministries and regulatory authorities
are better adopted, more efficient and more satisfied with citizens but district and upazila offices tend to have partial
or symbolic compliance due to lack of capacity and resource limit and institutional pressure. The conclusions point
to the fact that the success of reform depends on the institutional fit, the quality of leadership, the administrative
capacity of the locality, as well as the interaction of formal rules and informal norms. The transparency and
responsiveness in digital governance and e-service platforms are boosted with a combination of staff training,
monitoring systems and resources. The reform results can be eroded by political influence, bureaucratic discretion
and entrenched professional practices especially in the local level hence the need to have context sensitive
implementation strategies.

The policy implications of the findings include the need to adopt the policy of integrated reform that integrates
structural modernization and technological adoption with the strengthening of institutions. The training programs,
which should be maintained, as well as strong accountability mechanisms to ensure that the reforms can lead to a real
change in service delivery. Besides, reform adoption may be boosted by donor assistance, however, to have long-
term sustainability, local ownership and institutionalization is needed. To end, the administrative reforms in
Bangladesh can help to improve the provision of public services, yet their effectiveness will be determined by the
harmonization of formal policy along with the institutional environment and the local delivery capacity. The insights
can offer practical advice to policy makers and practitioners who are interested in formulating and enacting effective
and sustainable reforms, and they can be added to the general body of knowledge on governance, institutional theory,
and public administration in developing nations.
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7. Policy Implications and Recommendations

The results of this research provide a number of practical implications to policymakers and government administrators
in Bangladesh who are aiming to enhance service delivery in the country by implementing changes in the
administration:

1. Empower Local Administrative Capacity: District and upazila offices had poor reform adoption and service
performance because they had inadequate training of staff, ICT literacy and procedural knowledge. Capacity-
building programs, continuous professional development and resources allocation are essential to increase
frontline implementation.

2. Increase Accountability and Surveillance Systems: Whether in terms of clear reporting systems, performance
surveillance and oversight mechanisms, reforms work best in such situations. The high degree of bureaucratic
discretion can be minimized by establishing strong monitoring structures, periodic audits, and feedback
mechanisms to enhance adherence to the proper procedures.

3. Combine Digital solutions and institutional assistance: Despite the efficacy and openness of e-governance
portals, and digital service desks, they cannot be effective without the support of training, infrastructure, and
user care. Policymakers are advised to integrate digital solutions in the general institutional reforms instead
of seeing them as individual projects.

4. Reduce the impact of Politics and Informal norms: The presence of informal norms and political interference
can negate the results of the reform, especially in the offices of the local offices. To maintain effects of the
reform, it is necessary to align incentives, promote professional ethics, and strengthen institutional neutrality.

5. Encourage Sector-Specific Solutions: The success of adoption and use of reforms in administrative and
digital areas is more successful than reforms in the health sector at the local level. Specialized training,
resource allocation, and industry-specific monitoring can help to resolve operational issues unique to each
tailored intervention.

6. Bring about Sustainable Donor and Local Cooperation: Although it is true that donor-funded projects lead to
adoption and compliance, the effectiveness in the long term is brought about by institutionalizing the efforts
in the local governance systems. The policies are to encourage the local ownership, sustainable funding, and
alignment with the ordinary administrative practices.

On the whole, the recommendations focus on the necessity of a more holistic approach, which should involve
structural modernization, digitalization, accountability, as well as institutional empowerment that are aligned with
local capacity and governance environments. The application of these strategies can assist in translating the
administrative reforms into the measurable improvement of the level of the service delivery in the whole of
Bangladesh.
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