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The information officer is the first point of contact a citizen has with the
municipality, making their communication and reception skills crucial in shaping
the first impression of the quality of municipal services and the institution's
professionalism. A welcoming tone of voice, body language, and the employee's
ability to listen actively and provide information clearly and accurately all contribute
to creating a positive experience that strengthens citizen trust in the municipality.
When an information officer possesses strong communication skills, they minimize
misunderstandings, expedite the process for visitors, and project an organized and

professional image of the municipality.

Conversely, poor communication skills or a lack of reception can lead to negative
Impressions that overshadow the actual quality of services provided. Citizens may
feel frustrated or neglected, which weakens their trust in the institution and reduces
their overall satisfaction. Since the municipality's public image is built cumulatively
through daily interactions with hundreds of visitors, the information officer's
performance is not merely a routine administrative task, but an investment in the
municipality's reputation and community relations. Therefore, developing these
skills through continuous training and evaluation is an administrative and strategic

necessity to promote transparency, efficiency, and community satisfaction.
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