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Abstract

This research aims to examine the impact of the administrative leadership exercised by the head
of the Building Permits Department on the quality of services provided to citizens. It explores
various leadership styles and their influence on the five dimensions of service quality: tangibles,
reliability, responsiveness, assurance, and empathy. The study employs a descriptive-analytical
approach, utilizing a questionnaire to collect data from a sample that includes both citizens visiting
the department and staff members. Additionally, interviews were conducted with department heads

to facilitate statistical data analysis and the testing of research hypotheses.

The findings reveal a statistically significant positive correlation between the use of
transformational and democratic leadership styles by the department head and higher levels of
service quality. Conversely, an authoritarian leadership style was found to have a negative impact
on how staff respond to citizens' requests. The study recommends that department heads adopt
modern leadership styles—such as those focused on employee empowerment—accelerate the
digital transformation of licensing procedures, and implement ongoing training programs that
foster "servant leadership” and empathy toward service users. Such measures would positively

influence citizen satisfaction and strengthen public trust in municipal and local institutions.
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