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Main Goals of Paper 

 

• Discuss the German Federal Government’s effort to measure and 
reduce the administrative burdens of citizens and businesses 

• Discuss the methodology of the life events approach 

• Analyze the results of the 2015 Federal Statistical Office survey on 
satisfaction with public services 

• Use regression analysis to find the key drivers of satisfaction with 
public administration 

 



Motivation for the measurement of 
satisfaction with government services 
• Commission on the Measurement of Economic Performance and 

Social Progress (CMEPSP) headed by Stiglitz, et al. (2009)  

• Concluded that quality of life or subjective well-being stems from 
several dimensions including material wealth, health, environment, 
social connection, but also governance 

• Also recommended that official statistical offices should conduct 
surveys on subjective satisfaction and well-being. 

• In particular, the commission recommended the inclusion of 
indicators on the perception of governance into the programme of 
national statistics. 



How Much Bureaucracy? 
• The invisible hand of Adam Smith leads to the First Theorem of Welfare 

Economics that claims that under the assumptions of perfect competition 
market forces lead to a Pareto efficient allocation of resources. Ideally no 
government intervention. 

• Assumptions of perfect competitive markets do not hold: monopolies , for 
example, and imperfect or asymmetric information. 

• The visible hand of the government is needed to ensure an efficient 
allocation of resources.  

• Niskanen’s (1968) budget maximising model assumes that public agencies 
aim to increase their salary, reputation and power or comfort. 

• There is a danger that too much bureaucracy can reduce welfare and well-
being. 



Measuring bureaucratic burdens 

• Bureaucracy Reduction and Better Regulation  programme adopted 
by German Federal Government in 2006 

• The Federal Government introduced the Standard Cost Model to 
support the measure administrative burdens in a systematic, 
standardized way. 

• The target was set for a 25% reduction in the cost of “red tape”. 

• This target was achieved in 2012. 

 





Perception of administrative burden 

• However, the perception of burden due to red tape has not changed 
in recent years. 

• Non-representative, online surveys of industrial medium-sized 
companies show that in 2013 almost 90% of businesses thought that 
administrative burdens have increased in the previous five years  

• In 2015, more than 80% of businesses had that impression. Only a 
small minority believe that these costs have remained constant. 
Virtually no one considers them to be lower than before  

• Subjective perception does not match official statistics. 

 

 

 



The life events approach 

• The Federal Government decided to analyze the subjective factors 
more thoroughly and to change the perspective from laws to life 
events. 

• The French Secretariat-General for Government Modernisation 
(SGMAP) has developed this method and has run similar 
examinations since 2008 

• The basic idea is that a “life event” initiates a “customer journey” 
through a number of government agencies. 

• The user’s subjective experience in this journey through bureaucracy 
is recorded and analyzed. 



Selecting the life events 

• The Federal Statistical Office initially compiled a list of 33 life events 
for citizens and 22 situations for companies 

• For citizens, 22 life events were selected based on an online survey 
with 1,000 interviews 

• For businesses, 10 life events were selected based on  discussions 
with business associations, trade unions and federal ministries, who 
ranked life events according to their importance.  

• Customer journeys for each life event were mapped and used to 
develop a questionnaire for each survey. 



An Example of Customer Journey Mapping 







The 16 Factors of Satisfaction 



Network analysis 

• A network analysis can be applied to identify the most important 
agencies in a life event. 

 

 
              Network for  

“appointment of employees” 



Survey design and sampling 
• The social research institute TNS Infratest questioned 1,572 

businesses on 1,865 life events and 5,666 citizens on 7,250 life 
events. 

• Each respondent could assess their contact with no more than 
three typical public agencies per life event. 

• User satisfaction on each of 16 factors for an agency was rated on 
an ordinal, five-point Likert scale ranging from “very satisfied” to 
“somewhat satisfied” to “neither satisfied or dissatisfied” to 
“somewhat dissatisfied” to “very dissatisfied”  (coded -2 to 2). 

• Each interviewee could also answer an “all-in-all” question on her 
satisfaction with another five agencies.  

• Respondents could also state the importance of each of the 16 
factors. 

 



Satisfaction of citizens with government 
services in selected situations 





How did citizens rate public authorities on the 
16 satisfaction actors? 







Multiple Regression Analysis 

• An ordered logistic regression model is applied here 

• The “all-in-all” question about the general satisfaction with the 
authorities is employed as dependent variable instead of the 
calculated average of the 16 factors of satisfaction 

• The worst possible level of satisfaction “very dissatisfied” (–2) is used 
as reference. 

 





Models 
• Model 1 includes citizens’ socio-economic variables. 

• Model 2 includes variables dealing with interactions with agencies: 
whether intended objective achieved or not, whether contact with 
agency was online, and number of agencies contacted. 

• Model 3 includes life event fixed effects . 

• Model 4 has same independent variables as Model 3, but is estimated 
with OLS rather than ordered logistic regression. This was done to test 
for consistency. 

 



Regression Results 

• Age is a significant factor in satisfaction with government services. Ten 
additional years in life experience increase the odds of being more satisfied 
than the lowest level by 16%. 

• Gender was significant, with the odds of a female respondent having a 
higher level of satisfaction is 1.12 times greater than the odds for males. 

• Having a child is significant in Models 1 and 2, but the effect disappears in 
Model 3 with the addition of life event variables. 

•  The same is true of household income: it is significant in models 1 and 2, 
but not significant in Model 3. 

• Education is significant in all three models, with each additional year of 
education decreasing the odds of being “very dissatisfied” by 3%.  



Regression Results (II) 
• The variables of interaction with public administration are all 

significant. In particular, when the intended objective is not achieved, 
the odds of being more satisfied than the lowest level drops by 87%. 

• Users of online communication were less likely to be satisfied (odds 
ratio of 0.792). 

• Each additional public agency contacted decreased the odds ratio by 
8%. 

• The reference category is for life events variable is vehicle registration. 
• Life events “financial problems” and “unemployment” decrease 

satisfaction levels, while “marriage/same-sex partnership” and 
“moving house” increase the ratings. 

• This provides strong support for the life event approach, as satisfaction 
with public services is dependent on the particular life event a person 
is experiencing. 
 



Principal Component Analysis 

• A principal component analysis allows summarising the 16 factors of 
satisfaction into smaller groups containing homogenous and 
connected variables 

• The analysis reveals that the 16 original factors of satisfaction can be 
compressed to four groups. 
• Service quality and competences of public authorities.  

• Comprehensibility of forms, access to forms and options of e-government. 

• Spatial and temporal accessibility 

• Rule of law in the agencies – non-discrimination and incorruptibility 





Satisfaction of businesses with government 
services in selected situations 







Discussion 

• Paper shows the importance of looking at subjective experiences 
in dealing with bureaucracy 

• Administrative burdens may be measured using SCM and reduced 
at aggregate level, but at the individual level the effect may not be 
noticeable. 

• The regression results also show that the life events are strong 
drivers of satisfaction, indicating again that measuring the 
perception of bureaucracy is important. 

• The customer journey maps and network analysis offer valuable 
insights into the importance of an agency in each life event and 
their interconnections with other agencies. 



Comments 

• Satisfaction is an ordinal variable so it might be insightful to see the 
distribution of satisfaction and not just an aggregated value. 

• In the regression analysis the dependent variable is the “all-in-all” 
question about the general satisfaction with the authorities. 
Respondents rated their satisfaction with up to five agencies. Its not 
clear how an overall level of satisfaction is obtained. 

• In the regression, the worst possible level of satisfaction “very 
dissatisfied” (–2) is used as reference. Not sure this is necessary. 

 

 


