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Abstract

This research aims to explore the pivotal role played by municipal clerks—who serve as
receptionists and front-office staff—in improving the processing and follow-up of citizens'
requests, as they represent the primary point of contact between the municipal institution and the
public. The study employs a descriptive-analytical approach to assess the current practices of
municipal clerks, analyze the challenges they face in streamlining procedures, and measure the
impact of digital tools and electronic tracking systems on operational efficiency and the quality of

service provided.

The research yields several significant findings, confirming that empowering municipal clerks—
by equipping them with both technical and behavioral skills—directly contributes to reducing
transaction processing times, increasing transparency, and enhancing citizen satisfaction.
Furthermore, the results indicate that transitioning from a traditional "data entry" role to that of a
"service facilitator" requires restructuring the work environment and adopting integrated digital
tracking systems. The study recommends developing training programs for municipal clerks,
updating job descriptions, and implementing digital governance systems within front offices to

ensure a seamless and transparent flow of transactions.
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