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Abstract

This study aims to highlight the pivotal role played by administrative staff in enhancing
institutional efficiency within municipalities the primary interface for delivering public services to
citizens. The research problem stems from the observation that, despite substantial investments in
infrastructure and digital transformation, a notable gap persists between available resources and
the perceived level of institutional efficiency. This necessitates an examination of the human
element as the primary driver of such performance. The study employs a descriptive-analytical
approach, utilizing a standardized questionnaire distributed to a sample of administrative staff
across several municipalities, alongside in-depth interviews with department managers to gather

the quantitative and qualitative data required to test the study’s hypotheses.

The study yields several significant findings, most notably a strong positive correlation between
the professional and behavioral competencies of administrative staff and both the speed and quality
of municipal service delivery. Furthermore, the results indicate that adaptation to digital
transformation, clear job descriptions, and the presence of fair incentive systems are the most
influential factors in boosting institutional efficiency. In light of these findings, the study
recommends restructuring continuous training programs to align with modern digital
requirements, developing transparent performance measurement systems, and fostering an
organizational culture that encourages innovation and improves the internal work environment.
Such measures would, in turn, positively impact citizen satisfaction and enhance the overall

efficiency of municipal operations.
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