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Abstract

The study aimed to study the role played by simplifying the procedures
according to its various dimensions (reducing the number of procedures— novelty of
procedures — clarity of procedures— simplicity of models used- availability of
information and means), on the satisfaction of the citizen, at the citizen service center
in Damascus City.

A questionnaire was distributed to sample of (75) citizens who went to the
citizen service center in the Damascus governorate building to obtain the services
they want , so that (71) questionnaires were retrieved , (61) questionnaires were
approved and (10) were excluded due to incomplete answers and sometimes the
lack of its clarity. The results were analyzed using the statistical program (Spss),
and the study concluded a number of results , the most important of which are :
simplification of the procedures had a very large role in improving citizen's
satisfaction , and the clarity of procedures of transactions was the most influential in
improving citizen's satisfaction, while the availability of information about
transactions and the means used in completing transactions had the least effect on
improving citizen's satisfaction , as the lack of information among citizens about
completing transactions caused them to have low satisfaction.

The study recommended the need to form teams to simplify procedures
characterized by a variety of specializations (financial, legal, technical) and to give
them the necessary powers, and to involve professional organizations and unions in

the process of simplifying the procedures.

Keywords: procedures, simplification of procedures, clarity of procedures, citizen

satisfaction.
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