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Quality of Public Service in the Age of Digitalization:

The Limits of the Transition from Paper-Based Administration to Smart Public Service
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Abstract:

This article examines the issue of public service quality in Morocco in the context of digital
transformation, with a particular focus on the limits of the transition from paper-based
administration to smart public service. It argues that digitalization does not automatically
improve public service quality unless it is accompanied by the re-engineering of administrative
procedures, simplification of formalities, stronger inter-administrative coordination, and the
use of clear performance indicators related to transparency, efficiency, and accountability. The
article shows that the 2011 Constitution and the Public Services Charter have introduced an
important shift in the philosophy of public service, moving from a formal logic of continuity
toward a model based on quality, equity, and public trust. It also highlights the persistence of
the paper-based administrative model through complex procedures, repeated documentary
requirements, weak data exchange, and territorial disparities in access to public services. The
article concludes that smart public service cannot be achieved merely by launching electronic
platforms; rather, it requires an integrated, secure, and inclusive digital ecosystem that
addresses the digital divide, protects personal data, strengthens cybersecurity, and places
technology at the service of users rather than using it as a superficial digital layer over

traditional administration.

Keywords: Public Service; Service Quality; Digitalization; Paper-Based Administration; Smart

Public Service; Governance; Morocco.
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