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This research aims to highlight the pivotal role of the "administrative messenger” (the
correspondence and mail distribution employee) in improving the efficiency of administrative
workflows within municipalities, as they are among the most important service institutions directly
impacting citizens' lives. The research addresses the problem of administrative bottlenecks and
delays in processing transactions, which are partly attributed to deficiencies in managing the flow
of correspondence and documents. The research employs a descriptive-analytical approach to
review the theoretical and practical framework of the messenger's role, how their performance
affects the speed and accuracy of administrative decision-making, and their ability to adapt to the

demands of digital transformation in government institutions.

The research reached several key findings, most notably that the professional competence of the
messenger is directly proportional to the speed of processing municipal transactions and the
reduction of complaints related to service delays. The results also revealed a gap in the digital
training and qualifications of some messengers, necessitating urgent intervention. Accordingly,
the research recommends restructuring the messenger's job description, implementing advanced
electronic document management systems, and designing ongoing training programs focused on
digital and communication skills to ensure improved efficiency in administrative workflows and

enhanced customer satisfaction within municipalities.
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