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This research aims to analyze the vital role of the switchboard operator (call center
operator) in organizing and facilitating the flow of information within municipal
institutions. This is achieved by evaluating the efficiency of the internal and external
communication channels they manage. The study employed a descriptive-analytical
approach, collecting data through questionnaires distributed to municipal
department employees and interviews with call center managers, in addition to
reviewing current operational procedures. The study concluded that the switchboard
operator is not merely a call receiver, but a central node that directly impacts the
speed and accuracy of information reaching the relevant department. This, in turn,
affects the efficiency of decision-making and the speed of response to citizen

complaints.

Based on these findings, the research emphasizes that developing the skills of
switchboard operators and providing them with integrated information systems
significantly reduces information bottlenecks. Furthermore, the research
recommends restructuring the role of the switchboard operator to align with digital
transformation, shifting it from a traditional role to a supportive administrative one
that ensures the smooth flow of data between different departments. The summary
concludes that the efficiency of the municipal institution in serving the community
is closely linked to the efficiency of the internal communication network managed
by the switchboard operator, which calls for attention to this role as part of the

strategy to improve institutional performance.
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