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Assessing the efficiency of administrative processes in public administration: international perspectives and domestic experiences
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The research focuses on the efficiency of government offices, which play a key role in the modernisation of the Hungarian public administration and the development of customer-oriented services. The aim of this thesis is to explore the characteristics of the operation of government offices through statistical analyses and comparative studies, with a special focus on the operational data of the government offices in Békéscsaba and District 13. The research also seeks answers to the question of what measures could be taken to increase the efficiency of these integrated administrative points and citizen satisfaction.
The research used the PEO (Population, Exposure, Outcome) framework for structured processing and organisation of the data. The data collection and analysis was based on statistical data covering a one-year period, reflecting the administrative processes of the two government offices. During the analysis, I paid particular attention to waiting times, the average duration of the procedure, the distribution of the different types of cases and the digitalisation solutions for the government offices.
The findings revealed that the efficiency of government offices is significantly influenced by the local context, population demographics, and the variety of services offered. During the analyzed period, the most common cases included vehicle-related services, personal identification processes, and client portal registrations. The data showed substantial differences in waiting times between the two locations, with the lack of unified data processing systems posing a major challenge to operational efficiency.
The conclusions emphasized the need to advance digital administration, optimize waiting times, and expand the training programs for government office employees. The study provided specific recommendations for improving the operations of government offices, such as enhancing appointment booking systems, increasing staff capacities, and leveraging citizen feedback more frequently.
The results of this research can contribute not only to improving the efficiency of public administration but also to forming a basis for further studies and developments aimed at increasing citizen satisfaction. The effective functioning of government offices is a cornerstone of modern public administration, simplifying, accelerating, and making citizen services more transparent, thereby fostering greater trust in public institutions.



