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ABSTRACT

This research aims to study the role of the inquiry officer in improving the quality
of services provided to reviewers in municipalities, as the first point of contact
between the citizen and the administration. The research addresses a number
of important topics, such as the efficiency of information officers, the impact of
their interaction with reviewers on citizen satisfaction, and the impact of their
training and professional qualification on the quality of performance. The study
found that the inquiry officer plays a pivotal role in shaping the first impression
of the municipality, and the clarity of the information provided, speed of response,
and tactfulness in dealing directly affect the level of satisfaction and confidence
in the public service. It was also found that municipalities that pay attention to
the qualification of inquiry staff and provide them with a suitable work
environment achieve higher satisfaction rates among citizens. The research
recommends intensifying training programs for inquiry officers, developing their
work mechanisms, and applying service quality standards in evaluating their
performance on an ongoing basis. the work environment and safety, as well as
developing fault management and reporting systems to ensure the provision of

safe, fast and high—quality electrical services.
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