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Street levels  bureaucrats are workers in the public service that are involved in delivering services of communications, critical financial assistance and provision of utility examples are engineers from  Kenya power and lighting company, Bank Accountants, Journalist  . And they are needed to provide essential services such as telecommunication, the supply of gas and oil, postal and delivery services, provision of electricity, and waste disposal. They are involved in the delivery of policies they engage with service users and the community to enhance society's efficiency. Discretion is an important concept used to understand the street-level workers' policymaking role, which means decisions are to be made on specified boundaries. Control is used in several occasions this is needed when making decisions in specific areas when the situations are complex programs, it is also important where the employee is required to make decisions for the public at large. Street-level discretion will promote the workers' self-esteem that will help clients believe in the workers' potential capability.
Several strategies are used by the street-level bureaucrats in the decision-making process in the implementation of policies that include modification and routinizing departmental goals, and they ration their services. An example is the Kenya power and lighting company and water and sewerage companies. They also redefine the service delivery to the employees to ensure the satisfaction of the customer needs and wants. They develop priorities and practices that permit them to plan on the schedules set. The street-level bureaucrats establish routines and invent ways to cope with the uncertainties and work pressure, where some of these routines become public policies to b follow by society. The policies and the impact of the frontline workers are modified during the implementation stage of the policies made to ensure effectiveness in service delivery. The hierarchy of frontline workers influences decision making when the policies are being implemented.
Lotta, & Marques, (2020) observes an emerging issue to the frontline workers is to engage the community in policy and decision-making that directly affects society, and there is a need for interaction to avoid dilemma about the effectiveness of the policies made. When this is not done, the result will be a misunderstanding of how the front line workers govern this will lead to problems when trying to implement policies. Frontline workers are now charged with the responsibility streamlining the emerging issues on the governance .they have the responsibility to interpret the policy framework and make decisions on how to implement the policies in a beneficial way to the community. Front line workers are held responsible for engaging the society in decision-making, mostly in delivering local services to shape the policy intervention. Engaging society is done by first putting the community priorities and supporting the community's projects, where there is necessity to fund them they take part in this. They have an obligation of reaching out the marginalized places to enable policy implementation and service delivery.
Characteristics vary on different occasions in the street level bureaucracy on the role of technology they are supportive to ensure there is an efficient adaptation in the new technology. They emphasize to help the advancing of the community knowledge in the case where inventions are done to widen the scope of their knowledge. In their organization boundaries, they tend to be strict and have separate agencies to avoid overlapping the responsibilities that lead to inefficiency. Each agency is assigned with the required commitment and task to undertake and make decisions in where need be. In legal matters, the street-level bureaucracy has ample caution to create policies and implement them so that no harm is being caused to society. Mobilization of views is done by engaging them through the interactive research process. In terms of resource use, they tend to be less efficient. Still, they have a high accuracy of making decisions; this is due to their incorporation of all stakeholders in the decision-making process. During the policy implementation, ample discretion is essential to ensure that ineffective policy implementation causes no dilemma. There is the essence of full contact with the society this is done by having a human interface that will involve the clients and handling personal cases (Keulemans, & Groeneveld 2020).
The bureaucrats have significant roles in policymaking; for instance, they are policy entrepreneurs who use the available resources to influence policy formulation. In contrast, they do not have enough resources to implement this .they take advantage of a particular phenomenon in creating opportunities using innovative strategies and ideas. They do make policies in two related ways they consider discretion in making decisions related to the citizens. Their actions lead to an agency, and their policymaking roles are based on two facts: high control and relative autonomy from organizational authority. Their policy roles depend on the routines they have established and strategies that they have put in place. The bureaucrats act like mediators between the government policymakers, the civil service and the citizens, and they are responsible for running the policies set by the public service. They become policymakers by establishing performance-based incentives that provide an equal basis of rewards or penalty to determine how the policy will work to all. They make this possible by making everyday actions that are different from what policymakers know. Metrics are used to analyze the effectiveness of the incentives .the professional, and peer cultures that street-level bureaucrats work are utilized as references for suitable policy to be made. They also create a policy design that is used as a framework for the implementation.
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