
 

 

 

 

 

 
  

 
         
 

WeBER Indicator Summary 
AREA: SERVICE DELIVERY 

 

 

ALBANIA 

  Author: Institute for Democracy and Mediation (IDM) 
  Date: 17.7.2020 



WeBER Indicator Summary – SD – P1 I1 – ALB 
 

2 

 

 

 

PAR Area SERVICE DELIVERY Country ALBANIA 

SIGMA Principle 1. Policy for citizen-oriented state administration is in place and applied 

 

WeBER Indicator SD_P1_I1: Public perception of the citizen orientation of public administration 

Indicator approach 

This indicator measures public perception towards the implementation of the citizen-oriented service delivery 
in practice, covering various aspects of awareness, efficiency, digitalization and feedback mechanisms. 

Perceptions are explored using a survey targeting the general public (aged 18 and older). The public 
perception survey employs a multi-stage probability sampling and is administered combining computer-
assisted web and telephone interviewing (CAWI, and CATI), using a standardized questionnaire through 
omnibus surveys. 

Summary of the findings 

Survey results show that approximately two thirds (66%) of citizens are aware of the government’s 
administrative simplification initiatives and projects for citizens and businesses. 84% of those aware agree 
that service delivery has been improved as a result of simplified administrative initiatives during the last two 
years. Meanwhile, 63% of citizens confirm that dealing with the administration has become easier, and 
61.7% of population confirm that obtaining administrative services has become less time consuming. Overall, 
70.63% of citizens agree that the administration is moving towards digitalisation. All these elements score 
higher than the regional average. They are also noticeably higher than those of the previous monitoring 
cycle, aside from a small drop (3%) in respondents who agree that service delivery has been improved as a 
result of simplified administrative initiatives during the last two years. 

Moreover, 74% of the population is also aware of e-services, thus surpassing awareness of the government’s 
simplified administrative initiatives (66%) which, nevertheless, this score is 20 points higher as compared to 
the results of the previous cycle. Out of those aware of e-services, slightly more than half of citizens (57.6%) 
say they are informed on how to use them, scoring lower than the region’s average of 72%. Also, less than 
third of citizens familiar with e-service and have actually used them during the last two years (29.4%), which 
is also below the region’s average of 39%. However, 70.4% of those who had used e-service consider them 
user-friendly. 

On the other hand, only 35% of respondents agree that the administration seeks feedback on how to improve 
its services. Out of this group, 55.5% believe the administration has actually used citizens’ proposals to 
improve administrative services over the last two years. Generally, fewer Albanians agreed that the 
government consults the public on improving services and seeking feedback than the regional average which 
is at 48%. Finally, the perceived implementation of feedback received from citizens is relatively high at 64%.  

Overall analysis shows that awareness and recognition of the provision of simplified administrative services 
and improved service delivery score above the regional average, but this data does not necessarily concern e-
services. E-services are in fact only used by a small percentage of respondents, implying that causes of this 
increased awareness and recognition mentioned above do not lie in information strategies. Responses 
detailing a sense of limited public consultation in improving service delivery need further analysis, but 
already ring alarm bells. 

Specific observations 

The sample consisted of a total of 1007 respondents over 18 years old. Responses were measured by the level 
of agreement with a specific statement and the extent of the respondents’ knowledge, usage, and facility 
level regarding specific services. The margin of error for the total sample is ± 3.14%, at the 95% confidence 
level. 

 
 

 

PAR Monitor 2019/2020 2017/2018 

Indicator score 24 (out of 32 points) 20 (out of 32 points) 
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Final indicator value  4 (scale 0 – 5) 1 3 (scale 0-5) 

Measurement period 10.5.2020 - 30.5.2020 15.10.2017 – 30.11.2017  

Comment 

Compared to the results of the PAR Monitor 2017/2018, the data show an 
increase in perceived simplification of the provision of administrative services (+ 
≈15%) and an improvement in service delivery, scoring + ≈18% in terms of 
dealing with the administration to receive public services and + ≈16% in terms of 
decreasing time required for service provision. Perceptions of administrative 
digitalisation have also increased by + ≈15%, while awareness of the provision of 
e-services has increased significantly, by + ≈25% compared to two years ago. 
However, despite an increase of + ≈10% in the usage of e-services, Albania still 
scores – ≈10% than the regional average. A worrying decrease has been 
evidenced regarding perceptions of the use of public feedback (– ≈8%) and the 
implementation of received proposals (– ≈29%).  

 

 

 

 

                                                           
1  Conversion of points: 0-5 points = 0; 6-11 points = 1; 12-17 points = 2; 18-22 points =3; 23-27 points = 4; 28-32 

points = 5 
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