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This research aims to highlight the vital yet often overlooked role of the administrative messenger
(internal distribution and mail clerk) in reducing delays in municipal transactions, a major
challenge facing local administration and one that negatively impacts citizen satisfaction. The
research addresses the issue that a significant portion of administrative bottlenecks and transaction
delays are not solely due to procedural complexity, but also to deficiencies in managing the actual
flow of documents between departments—a role fulfilled by the messenger. The research employs
a descriptive-analytical approach to examine the performance of messengers, measure the impact
of their efficiency on transaction processing times, and explore the logistical and human resource
obstacles hindering the achievement of the required speed in internal distribution.

The research arrives at several key findings, most notably that efficiency in sorting and distributing
correspondence is directly proportional to reduced waiting times between administrative stages,
and that reliance on manual tracking methods is a primary cause of time loss. Accordingly, the
research recommended the need to restructure the messenger’s tasks, adopt internal smart
document tracking systems, and design specialized training programs that focus on time
management and prioritization, to ensure that the messenger’s role is transformed from merely a
paper carrier to an active element in accelerating municipal work and improving the quality of

service provided to citizens.
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