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Abstract of the study

The study aimed to shed light on the reality of document management in the Citizen
Service Center in Lattakia Governorate, and the extent of its impact on its services
as it is a service institution, and to stand on the most important workflow procedures
in the center to accomplish and provide various services to citizens based on an
electronic system, the main objective of which was to simplify Working procedures
within the center and accessing the required documents quickly and accurately,

saving time for employees and citizens, and raising the level of institutional service
work.

The study relied on the field approach, and its tools were interview, questionnaire
and observation. The person responsible for managing the system at the center
was interviewed, a questionnaire was prepared for the center's employees who work
on the approved electronic system, and another questionnaire was prepared, which

was distributed to a random sample of citizens benefiting from the center's services.

The study concluded that the system adopted in the Citizen Service Center lacks
the term electronic document management system, as it is called the Unified Citizen
Service Program, and it aims to manage the operations needed to complete various
transactions for citizens. The system supported a number of capabilities and
functions of electronic document management systems, and was unable to support
other capabilities, the most important of which was the possibility of creating

documents, and making any modification to their content, in addition to the presence
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of some weaknesses in that system. According to the available data, it was able to

secure the needs of citizens and facilitate their access to miscellaneous services.

The Citizen Service Center and its electronic system served as a link between

ministries and government institutions and between citizens.

The study recommended working on increasing the capabilities of the approved
system, solving problems that hinder work on it, and increasing coordination
between ministries and government institutions and the Citizen Service Center to
give it some powers that facilitate the process of document management and
increase the quality of services provided to citizens, in addition to the need to work
on developing the system in a manner appropriate with the rapid technological
developments and with the diverse and increasing needs of citizens day after day,

which increases the yield of administrative work and achieves better results than

the current results.
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