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Abstract:

The study highlights the role of writing as a link between the municipality and
both internal and external audiences, contributing to enhancing service
recipients’ satisfaction. The study aimed to identify the tasks, objectives, and
role of writing in improving public services, adopting a descriptive—analytical
approach and targeting employees of public service departments in Jordanian
municipalities. The results demonstrated the importance of writing in
facilitating transactions and achieving citizen satisfaction, with
recommendations to increase attention to and development of these
departments. The study benefited from previous research in preparing the
theoretical framework and defining the questions and methodology,
distinguishing itself as the first qualitative study in Jordan to address this

topic, relying on diverse and relevant sources.
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