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Abstract

This research aims to highlight the role of the municipal driver—a vital operational element often
overlooked in management literature—in improving the quality of municipal services provided to
citizens. The study examines the multifaceted responsibilities of municipal drivers, which extend
well beyond the simple transport of individuals or materials; they serve as a first line of defense,
informal field inspectors, and an interactive interface between the municipality and the local
community. Employing a descriptive-analytical approach, the research utilizes questionnaires and
in-depth interviews with a sample of municipal drivers, citizens, and executive managers to assess
how a driver’s competence and professional conduct influence overall public satisfaction with

local services.

The findings reveal a strong positive correlation between the level of training provided to
municipal drivers—as well as the condition of their vehicles—and the quality of services delivered
to the public. The study further demonstrates that drivers are a valuable source of field information
regarding infrastructure conditions and public cleanliness; integrating them into the feedback loop
enhances the efficiency of municipal responses. The research recommends restructuring training
programs to incorporate communication and customer service skills, implementing fair
performance evaluation systems, and upgrading the municipal fleet with smart technologies. Such
measures would help transform the driver from a mere executor of tasks into an active partner in

achieving local governance and excellence in public service.
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