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The study aimed to identify the impact of electronic services provided by the
Municipality Building Permits Department on improving service quality.
The study reached several key findings, including the recommendation for
municipalities in the Hashemite Kingdom of Jordan to focus on improving
service quality. This includes the necessity to move away from complex
routine procedures that may affect service quality improvement.
Additionally, the study highlighted the importance of developing employees'
skills and enhancing their knowledge, especially frontline service providers,
through conducting courses and workshops in communication skills and
public relations. Furthermore, it stressed the importance for municipalities in
the Hashemite Kingdom of Jordan to adopt citizen satisfaction concepts
commonly used in the private sector, by activating all tools of the one-stop
shop system and conducting benchmarking to reach optimal service delivery
specifications, especially in transaction procedures facilitation. Lastly, the
study emphasized the application of citizen knowledge management

concepts in all its dimensions to achieve the highest levels of satisfaction.

Keywords: Service Quality Improvement, Electronic Services of the

Municipality Building Permits Department, Municipalities
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