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This research aims to investigate the fundamental relationship between the
efficiency of public transport drivers and the quality of services provided to citizens.
The human element in the public transport sector is considered the cornerstone in
determining the efficiency of the entire service system. The study examined
variables related to drivers' technical skills, traffic awareness, and ability to interact
with passengers, and how these variables directly impact institutional performance
indicators and customer satisfaction. The research employed a descriptive-analytical
methodology to measure the impact, reviewing previous literature and analyzing
field data related to road accidents and customer complaints in public transport

institutions.

The research findings revealed a strong positive correlation between improving
driver efficiency and enhancing service quality indicators. Specialized training and
periodic evaluation led to a reduction in accident rates and increased adherence to
schedules. The study also revealed that efficiency is not limited to driving skills
alone, but extends to behavioral and psychological aspects that influence driver
interaction with the public. Therefore, the research recommends adopting
continuous training strategies and linking job incentives to efficiency levels to
ensure the sustainability of improvements in public services provided through

institutional transport fleets.
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