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ABSTRACT
In the words of Woodrow Wilson “Every particular application of law is an act of administration”. The effective role of
administration in the attainment of a welfare state is the topic of study. This paper builds upon the available literature to
devise a comprehensive framework to reorganize the administrative machine as to ensure speed, effectiveness and
responsiveness. The framework includes technical as well as socio-political considerations. It provides an excellent
platform for future research on increased E-services as a useful tool for ascertaining transparency and effectiveness of
government services.
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INTRODUCTION
Public Administration is an essential part of the society and dominant factor in the life of modern age. Its
motto being the welfare ofhuman beings. Public administration embraces all the activities of the Government.
In the present welfare state a lot of things are expected by the people from the Government. Welfare State
means that the government not only undertakes innumerable functions like protecting us from internal
disorders, but also undertakes functions such as providing transport, medical facility, education etc. All these
functions call for a sound system of Public Administration.

The economy of the developing nations is changing to industrial from an agricultural economy. The societies
of these nations are prismatic and are plagued by problems like poverty, population explosion, illiteracy,
malnutrition, insufficient infrastructure and inequality between the rural and urban India. Under the impact of
globalization, new technologies are being invented in a bid to remain or get to the top. This is the demand of
competition which puts a new task on the state to play an active role in areas like planning, information
technology, public health, social welfare etc. People today value their time too much to put up with the hassles
of a slow and unreliable public service.

Public Administration has existed from the days of Chanakya, India’s prominent political scientist, as a part of
government. As pointed by Felix A. Negro “the real core of administration is the basic service which is
performed for the public”. Social and infrastructure development, sustainable economic growth,
environmental protection and a legal framework for development are some areas addressed by Public
Administration.

David Osborne suggested that the best way for public service providers to respond to the needs of citizens is
by putting resources into the hands of the individuals and give them a choice. The idea was boldly attempted
by some governments with emphasis today on giving citizens and businesses a choice of ‘where’ and ‘when’
they can access public services through E-Governance. Increasing people want to access public services ‘right
here, right now’. Right now is any time-24 hours a day all 7 days. Right here is from any place-home, work,
travelling or the palm of their hand.

Through a government portal, the information systems of all departments and agencies are linked to deliver
integrated services in a way that avoids citizens having to understand the complicated internal organizational
structures of government.
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 The first level portal provides information or services easily with relatively few more clicks. It is
functional, hiding organizational complexity.

 The second level offers online transactions such as vehicle registration, business licensing, tax filing and
bill payment.

Some level of human intervention will always be required, and as such, call centres and counter service at one
stop shops have become important to improve public service delivery. While these are not regarded as true
online services, because they are not fully automated, they do not benefit from online support.

NEED FOR EFFICIENT PUBLIC ADMINISTRATION
Good administration is usually characterised by participation, transparency and accountability. The ideals of
democratic progress, prosperity and protection of the common man can be obtained only through impartial,
honest and efficient administration. Flexible attitude, adjustable nature, ability to face situations and face
public criticism and a higher degree of adaptability are all essential qualities to be possessed by administrators
in modern democracies. Man depends on Public Administration for the satisfaction of most of his needs. The
individual in the modern society is concerned with Public Administration at every level of his life ‘from cradle
to the grave’.

OBJECTIVE OF THE STUDY
The study is intended to make us realize that only revamping administration making it more transparent and
accountable with increased efficiency will help government to align their services with the hanging needs of
both citizens and stakeholders as well as to develop the economy.

REASERACH OBJECTIVES

 To study the existing practices of administration from a planning and strategy perspective and focus on
public administration reform.

 Survey of citizens about their welfare needs met, creating a partial baseline of activities for ongoing
measurement.

 Exploring opportunities for improved delivery of services.
 To research on usability needs to inform government and enhance public services.
 To assess the impact of administration on citizen welfare.
 To find out the shortcomings and suggest improvements.
 To offer useful and relevant suggestions to improve the existing systems.

REVIEW OF LITERATURE
In the study, attention is paid upon the work, with regard to effective and efficient administration of
bureaucracy in general. The literature of the topic has been collected from journals, books, government
websites and various other works already carried out by other researchers in the field of Public
Administration.

SOURCES OF DATA
The primary data related to the study was collected from the sampling size of 50 citizens who visited the
government offices for various services and 50 employees of various government departments. It was
collected through interviews. Other methods also such as observation, direct personal interviews and detailed
discussions with some public and employees had been conducted for the purpose of data collection.
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Secondary data was collected from books, departmental profile reports, official publications of the
government which have helped in getting insight of the present scenario existing in the G2C services of the
government and related journals.

STATEMENT OF THE PROBLEM IN GENERAL
Public Administration is the non-political bureaucratic machinery of the government and has an important role
in the formulation of public policy and is thus a part of the political process. The current role and functions
adopted by Public Administration owes its origin to the changes which the human history has witnessed in
the last couple of centuries. Like all tools, it has to be shaped to suit the environment in which it operates and
the nature of the material which it has to handle.

IMPORTANCE OF THE STUDY
Public Administration is not only important as a force which delivers service in the public sector, but also an
administrative capability to handle efficiency in the areas of development and social change. The place of
Public Administration in modern society has forced a new look at its professional status. The human society
has increasingly challenged the ethical basis of administrative decisions and thus stressed the need for
professionalism. The study would be able to reveal the barriers and the shortcomings in the system and will
also be able to contribute useful, concrete suggestions to improve the already existing system.

LIMITATIONS

 The results and findings of the study are based on convenient sampling.
 Constant observation of the beneficiaries was not possible to get the primary data and only the details

from the interview was taken into consideration.
 An extension of area of study was not possible as it involves lot of time and effort.

ROLE OF PUBLIC ADMINISTRATION IN REFORMING THE WELFARE STATE
The role of administration in the attainment of a welfare state has been the topic of discussion since
independence. Like all tools it has to be shaped to suit the environment in which it operates and the nature of
the material which it has to handle. It is not feasible to lay down a blue print for a perfect administrative
system nor is such perfection achievable pragmatically. But what is practicable is to improve on the quality of
an existing administration by exercising a constant and vigilant watch over the areas of deficiency and
effecting a timely change whenever, wherever necessary. There always is a need and scope for reforms in any
administration.

Though one may analyse the problems of administration and suggest possible remedies, they must be viewed
in the context of a tradition bound authoritarian parochial society which lacks a civil culture. Only radical
measures can bring about changes necessary to meet the true challenges facing the country.

Broadly speaking, there are two kinds of problems. Firstly, the over all problems, which affect the working of
all government organizations like personnel administration, the staffing pattern of ministries and departments,
the need for reviewing financial administration in all its aspects. Secondly, there are other problems of a local
character which concern only particular areas of administration or particular ministries. There are also the
problems of state government and local administration, in which the central government is interested.

FINDINGS AND RESULTS
Some of the most glaring areas to be addressed of the existing administrative system are-

1. Faults in administrative organization and structure.
2. Delay in the dispatch of business.



725 A Naga Padmini Rajyam

International Journal of Engineering Technology Science and Research
IJETSR

www.ijetsr.com
ISSN 2394 – 3386
Volume 5, Issue 3

March 2018

3. Inefficiency.
4. Lack of integrity.
5. Corruption.
6. Diffusion of responsibility.
7. Plethora of consultations before a decision is reached.
8. Lack of follow up and implementation.
9. Another outstanding deficiency is failure to locate definite responsibility at different points and levels of

the administrative hierarchy. This location of responsibility is to be finally carried down to the level of the
individual functionary.

10. There is also constant interference of the political executive, right from the top to the lowest level.
11. The administrators do not want to do any original thinking at all. They feel their responsibility is only to

carry out the policies laid down by the minister.
12. Lack of ‘action-mindedness’. It refers to a way of thinking about and addressing action problems, which is

related to a history that provided little opportunity of large scale action responsibility, which is an
administrative lack.

13. There is a great social, educational and economic gap between the mass of citizens and the elite elements
of leadership without a well filled-in and graduated social hierarchy.

14. There are on the whole, too much scrutiny and too many impediments to action before the fact and too
little systematic review and scrutiny of action.

15. Although the secretariat is responsible for the formulation of policy and the department ,its
implementation, the anxiety of the secretariat to see that the work is carried out, is often so obsessive, that
is continuously interferes, resulting in depriving the head of department of initiative and making him
spend a great deal of his time in submitting unnecessary returns instead of making progress with his work.

SUGGESTIONS AND FUTURE DIRECTIONS
1. There seems to a paradox in the development of the democratic welfare state. As the state grows more and

more powerful in order to serve the people, more and more people feel to have been pushed into the
background by the growing powers of the social welfare state. As public administration machinery
expands and becomes more complex, the need for holding it properly accountable is more acutely felt. In
recent times, there has been substantial agreement among writers on public administration that the chief
problem of governmental administration today is not one of securing efficiency but one of insuring
accountability; some scholars view it as the classic problem of public administration.

2. Responsiveness is a procedural requirement for good government. In a democracy thecivil servants need
to be responsive tothe citizens’ requests and demands.

3. Accountability is linked with performance. Administrative accountability purports to evaluate
performance in terms of goals, and it is the individual administrator who should be rendering an account
of how he discharges his responsibilities.

4. The administrators have to exhibit an “integration of universal values, such as wisdom and reverence,
honesty and integrity, devotion to human interests as well as those traditions which are favoured in the
cultural stream of a particular civilization”. Administrators have to develop a sense of mission, an
understanding of inter relations and a compelling sense of mission of overall objectives and  values.

5. Modern state goes beyond the welfare state. It is the redistributive state or equity state wherein emphasis
is placed on the attainment of freedom, justice, equality or even dignity and fulfilment. Goals of this
nature emphasise public service and necessarily bring in questions of values, norms and ethics. The
increasing complexity of the modern administration calls for professional knowledge and expertise. It
calls for a service of orientation and a sense of commitment and devotion to the common cause. Therefore
the administrative behaviour and the values that influence it are all important.

6. Perspectives of the public and the administrators may be different from each other but the need for the
administrators is to temper their professional judgement with an awareness of citizen preferences. The
underlying idea of public participation is to expand the democratic basis of administrative action.
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7. If all concerned understand their respective roles and refrain from encroachment on those that legitimately
lie within the duty of the other, it will ensure efficiency and despatch of public business and establishment
of cordial relations. A civil servant should sincerely accept the position that he is a servant of the public,
and that he only exists for the purpose of serving its true interest.

8. With the change in times there should be a change in outlook and in methods of achieving our ends.
9. Continuous interference by ministers and higher officers in matters which properly fall within the sphere

of junior officers is also responsible for their failure to decide cases themselves. Personal discussions
between senior officers and their juniors also lead to speedy decision making.

10. There must be a blue print of all the activities proposed of a particular area. With this in front, the
coordination of the existing agencies and the new machinery sought to be set up must be studied. Thus,
duplication and extravagance can be avoided. The preparation of such regional blueprints would also
bring to light any other special difficulties that in particular regions might be likely to detract from general
efficiency of the plan made to notifications, if it is necessary in view of local conditions.

11. Structural changes are to be made by way of creating middle level functionaries.  Operational
effectiveness of the personnel in charge of developmental programmes it be increased by elevating their
status and consolidating responsibility, by simplifying procedures, so as to reduce too much cross
references and concurrence of various ministries and departments.

12. In  a democracy, citizens are the masters and servants cannot deny information to their masters.
Transparency   and accountability in administration is the Sine qua of participatory democracy.
Information is the oxygen that a citizen needs to live in the social structure of the society. The revamped
spiritof the RTI ac t will lay down the foundation for a better tomorrow by attacking the roots of
corruption, plugging loop holes and pointing out lapses or requests for a new system.

13. A number of e-Gov projects are being taken up at various levels. It therefore becomes imperative to be
able to make reasonable means of judging whether the projects are taken up are on course to achieve
(have achieved) the objective for which they have been taken up- and if so, what can be learnt from it –
and if not – then what kind of changes what need to be done to make the necessary course correction if at
all the project is underway, and if the project is shelved , what needs to be avoided in the process of
conceiving , designing as well as implementing the e-Gov projects.
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