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Abstract

This research aims to examine the role of digital transformation in developing administrative
procedures and facilitating citizen transactions within municipalities. It analyzes the relationship
between the deployment of digital technologies and the re-engineering of institutional processes,
and how these factors contribute to improved service efficiency and user satisfaction. The study is
based on the premise that digital transformation is not merely the conversion of paper-based
transactions into electronic formats; rather, it requires a comprehensive redesign of procedures,
the development of infrastructure, the upskilling of personnel, a shift in organizational culture, and
the placement of the citizen at the core of the service design process. The research employs a
descriptive-analytical approach, utilizing questionnaires, in-depth interviews, and an analysis of
documents and procedural regulations. These methods were applied to a sample comprising
municipal staff, service users, and citizens. The study draws upon several theoretical frameworks,
including the E-Government Maturity Model, the Technology Acceptance Model (TAM), the
Unified Theory of Acceptance and Use of Technology (UTAUT), and the principles of business

process re-engineering.

The findings indicate that digital transformation contributes significantly to reducing transaction
processing times and costs for both citizens and the institution. It also helps minimize the
duplication of requests and documentation, while enhancing transparency and the ability to track
transactions—all of which positively influence public trust in the municipality. Furthermore, the
research identifies key obstacles to this transformation, such as a lack of system integration,
outdated infrastructure, a shortage of digital expertise, resistance to change, and the existence of
social groups that face difficulties in accessing digital services. Accordingly, the research
recommends adopting an integrated municipal strategy for digital transformation. This strategy
should begin with the re-engineering of processes prior to their automation, and culminate in the
development of a unified, secure service platform. It should be supported by staff training, the
provision of multiple service delivery channels, and mechanisms for the continuous measurement
of the citizen experience—thereby ensuring a comprehensive, sustainable, and equitable digital

transformation.
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