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This research aims to study the relationship between the efficiency of the
"transaction delivery" process that is, the delivery of documents, notices, and official
responses to citizens and their level of satisfaction with municipal services. The
study reveals that the speed, accuracy, and transparency of transaction delivery are
among the most influential factors shaping citizens' perception of municipal

efficiency, even more so than the quality of the service itself in some cases.

The research was based on field surveys and interviews with citizens and employees
of various municipal offices. The results showed that delays or loss of transactions
generate significant frustration and weaken trust in the municipal institution, while
effective delivery enhances feelings of respect and transparency. The research
recommends adopting integrated digital systems for tracking and delivering

transactions and training office staff in effective communication and delivery skills.
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