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Abstract

The providing public services is the duty of the government to implement the
nation and its people in order to normalize public administration as well as the
development of a country. This thesis focuses on the providing public services in the
ONE WINDOW SERVICE OFFICE in Kandal province for 4 years, from 2018 to 2021.
The main purpose of this study is to show the current work process in providing public
services of Kandal Provincial Administration, especially the ONE WINDOW SERVICE
OFFICE, and to study the latest data and reports already published from 2018 to 2021
of the ONE WINDOW SERVICE OFFICE to find past problems and solutions and
provide some opinion or recommendations to the officers working in the ONE
WINDOW SERVICE OFFICE and relevant party can settle the problems.

The work process in the ONE WINDOW SERVICE OFFICE has evolved to be
more positive, as both front-line and back-line officers have a greater understanding
of administrative services, more transparent service delivery, and better-trained
officers. With some training, the flow of documents is faster, people understand the
application of the law, and there is an increase in the application for other services, it
is easier to understand the form, both the recipient and the officer to provide filling

documents. The form is adequate and it is easy to receive and check documents.

At present, the ONE WINDOW SERVICE OFFICE is facing difficulties such as
lack of staff and limited staff capacity, leading to low technical skills, limited
acknowledge due to the lack of training of some officers, increased workload and lack
of equipment. The transmission of documents through the computer system is still
somewhat inconvenient, people still lack information about the providing of services,
people do not understand the process, so many people lack the documents, leading
to loss of time to prepare their documents. In order to overcome the above difficulties,
the ONE WINDOW SERVICE OFFICE has a number of solutions, such as submitting
a proposal to the Provincial Board of Governors to help solve additional technical
skills training for ONE WINDOW SERVICE OFFICE officials, increase public outreach
to the people
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Summarize Thesis

The Royal Government of Cambodia has set out a series of strategies and
action plans, such as in the second legislature of the National Assembly, the Royal
Government of Cambodia has set out a triangular strategy, in the third legislature of
the National Assembly, the Royal Government of Cambodia has set out a rectangular
strategy and then in the fourth legislature of the National Assembly, the Royal
Government of Cambodia has set out the second phase of the Rectangular Strategy.
In the Rectangular Strategy is central to core governance and defines four strategic
reform angles: the fight against corruption, the reform of the law and the justice
system, the reform of the armed forces, and the reform of public administration.

That relevant of public administration reform, the Royal Government has done
a lot of work, such as raising salaries and strengthening employment management,
capacity building, improving public services, and decentralization and deco
centration. In the work of improving public services, the Royal Government approved
the policy on the providing public services on May 05, 2006, in which it identified nine
key mechanisms of strategic nature and behavior change. And the work habits of civil
servants from “controllers” and being “controllers” to “service providers” and “service
users” and changing the way they work from being “managers and procedure mental
enforcers” or referred to as “functional structures” to “service providers to the people”
or referred to as“ operational structures and outcomes. ” In improving the public
service system, transparency is needed to reduce bureaucracy. And the minimum
level of intervention to provide public services in simple and easy conditions, to
provide services in accordance with priority needs and to provide services where

citizens need them.

In fact, there are still many problems that difficult the implementation process
of providing public services. However, with the commitment and long-term vision, the
Royal Government will overcome all obstacles to achieve the work successfully
according to the goals and objectives already set.

The ONE WINDOW SERVICE OFFICE in Kandal Province is one of the sub-
national administrations that is responsible for providing public services to relevant
departments, offices, and the general public in order to streamline services. Public as

well as contributing to the Royal Government in the development of the country. This
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thesis will conduct research on the providing public services through the mechanism
of the ONE WINDOW SERVICE OFFICE in Kandal Province from 2018 to 2021.

Overview of ONE WINDOW SERVICE OFFICE in Kandal Province
A. ONE WINDOW SERVICE OFFICE

Based on the results and lessons learned from the pilot implementation of the
ONE WINDOW SERVICE OFFICEs in Battambang and Siem Reap, the Ministry of
Interior has collaborated with relevant, institutions and development partners under
the coordination of the National Commission for Development to Sub-National
Democracy (NCDD) to expand the ONE WINDOW SERVICE OFFICE to other target

municipalities, and districts and Khan administrations.

The administrative services provided by the ONE WINDOW SERVICE
OFFICEs established in the target municipalities, districts in the past have been
satisfied and trusted by the people, government officials and civil society
organizations. Administrative services to citizens actively in accordance with the
principles, and procedures set. At the same time, the ONE WINDOW SERVICE
OFFICE has made it easier for people to come and receive services and contributed
to the collection of national budget revenue in a transparent, efficient and participatory

manner to prevent corruption.

Owing to above results and good progress, the Royal Government has
decided to issue Sub-Decree No. 18 on the establishment of a ONE WINDOW
SERVICE OFFICE mechanism for the providing administrative services. Based on
this sub-decree, the sub-national administration shall establish a ONE WINDOW
SERVICE OFFICE unit at the capital and provincial levels. The ONE WINDOW
SERVICE OFFICE is a collection of administrative services in all fields, including
administrative services being provided by the Capital and Provincial Administration
and administrative services being provided by specialized units in one place. This unit
has the role of providing administrative services to the people in from work of the in
compliment of the Capital and Provincial Administration through simple procedures

with professional conscience, transparency, accounting and reliability.

This unit was set up in the provincial capital. In case of rush to provide
administrative services of the Capital and Provinces may arrange for ONE WINDOW
SERVICE OFFICE that this branch, which may have only the front row or both the

front row and the back row as necessary for providing administrative services to the
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people. Citizens. The ONE WINDOW SERVICE OFFICE is organized into two parts:
the front row and the back row. The front row section is a place for citizens to
communicate directly to get information about the providing administrative services,
to receive application forms for payment of fees and to receive official results of

administrative services.
B. History of ONE WINDOW SERVICE OFFICE

In 2003, the Royal Government of Cambodia issued Resolution No. 47, dated
11 June 2003, to test the new administrative system in Battambang and Siem Reap
districts, the ONE WINDOW SERVICE OFFICE, with financial support from Europe
community. The ONE WINDOW SERVICE OFFICE project is being implemented in
partnership with the Rhein-Sieng district of Kreis of Germany Spoleto of Italy the
Konrad-Adenauer Foundation and BBJ Servis of a German this organization

specializing in the implementation of this project.

The first phase of the project is from December 2001 to March 2004 and the
second phase from December 2004 to November 2007 and continues until March
2008 before the review and evaluation to complete the project. During the
implementation of this project, the Ministry of Interior issued Prakas No. 791 on the
establishment of a new administrative structure and Prakas No. 792 on the
establishment of ONE WINDOW SERVICE OFFICEs in Battambang and Siem Reap
districts.

In May 2007, the Ministry of Interior set up a working group to study and
prepare project proposals for the continuation and expansion of the ONE WINDOW
SERVICE OFFICE and Citizens' Offices to other municipalities. The results of the
study show that the performance of the ONE WINDOW SERVICE OFFICE and the
Citizens' Office has received overwhelming support and satisfaction from the people,
local authorities, civil society organizations, as well as policy support and Techniques

from relevant institutions at the national level as well.

In May 2008, a proposal for financial and technical support for the extension
and expansion of the ONE WINDOW SERVICE OFFICE and Citizens' Offices to other
municipalities was prepared and submitted to the World Bank for approval. In
December 2008, the ONE WINDOW SERVICE OFFICE and Citizens' Office project
was approved by the World Bank and will be implemented from the end of June 2009
until March 2014. The ONE WINDOW SERVICE OFFICE and the Citizens' Office
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were established through a Prakas of the Ministry of Interior in the structure of the
municipal, district administration based on the Royal Government Decision No. 12
dated 30 June 2008.

The establishment of these two offices aims to increase the efficiency of
providing administrative services to the people at the local level quickly through
simple procedures with transparency, quality, accountability and reduce corruption.
In the implementation phase of the ONE WINDOW SERVICE OFFICE and Citizens'
Offices from June 2009 to March 2014, there were two key institutions that played an
active role in supporting and coordinating the core policy, technical and monitoring
and evaluation are the support groups at the municipal, district, and inter-ministerial
technical advisory groups. In the past, the implementation of the ONE WINDOW
SERVICE OFFICE and the Citizens' Office has received overwhelming support and
satisfaction from the people, local authorities, civil society organizations, as well as
policy and technical support from institutions at the national level, especially with the
financial support of the European Union (2004-2007), the World Bank (2009-2014),
including the contribution budget from the Royal Government.

C. General situation and administrative structure of Kandal province

Kandal Province is one of the 25 provincial capitals of the Kingdom of
Cambodia. It is along Mekong, Tonlesap and Baska river and recieving on the east
by Prey Veng Province, on the west by Kampong Speu and Takeo Provinces, and on
the south by Takeo Province, Kingdom of Cambodia, and An Giang Province of the

Socialist Republic of Vietham.

Kandal province has a total area of 3,211,759 square kilometers, divided into
1 city and 10 districts, covering 127 communes / sangkats and divided into 1010
villages. Kandal province has a population of 282,931 families with a total population
of 1,325,702 people, 669,813 females, a population density of 413 people per square
kilometer. Kandal province has many communication systems and irrigation systems,
which are powerful for people to water crops, travel through for business, exchange
goods and have good conditions in agriculture, industry, handicrafts, trade, tourism,

health, education, culture, post and Ports, etc.

For the ONE WINDOW SERVICE OFFICE, the Kandal Provincial
Administration was established in accordance with Sub-Decree 18, Proclamation No.

3871, in order to improve the quality, efficiency, transparency and accountability of
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the providing administrative services at the sub-national administration through the
collection of Provide administrative services in 14 sectors equal to 705 services that
the ministries and national institutions have delegated to the provincial administration
within its competent in one place in order to bring administrative services closer to
the people, making it easier to provide administrative services. Citizens are quick to

respond to the needs of the people, providing services to the people.

To develop the province in line with the vision of the Royal Government, the
provincial government has set out a vision to contribute to poverty reduction by
focusing on local development and promoting good governance through
decentralization and deco centration reforms. The vision of the province is "The
people of the province are healthy, prosperous, safe, have knowledge, technical
skills, live in a good environment, maintain the traditional culture, national heritage,

religion, respect the law and be fair."

Efficiency of ONE WINDOW SERVICE OFFICEs
Kandal Province

A. Public service delivery efficiency factors
Officer factors

According to the research results, the number of officers working in the front
line in the ONE WINDOW SERVICE OFFICE of Kandal Provincial Unit has a total of
front line officers. 7 people, including 2 men and 5 women. There were 19 officers in
the back row, including 15 men and 4 women. The average officer on duty is 32 years
old, the oldest officer is 60 years old and the youngest officer is 24 years old. There

are 2 senior officers, 10 bachelors, 4 associate degrees and 1 high school student.
Key tasks and procedures

As stated in the legal documents, the main duties of the officers working in the
ONE WINDOW SERVICE OFFICE are responsible according to their roles, such as
the head of the unit leading and managing the joint work, inspecting administrative
documents, preparing documents for the provincial administration and The provincial
governor reviews and decides. Other officials have the role of receiving documents,
handing over documents and providing information, reviewing applications, issuing

receipts, entering service application information into computer databases, answering
XXiX



all information and questions of citizens. Sequential to each line in each sector
advertise notification letters and other standard documents to clients, liaise with
relevant departments and units to find basic legal documents related to legal work,
make weekly, monthly, quarterly, semi-annual and annual reports According to the
policy of receiving administrative fees from customers, according to the policy, keep
the cash deposit securely and keep the documents that have already been confirmed

to the people.

The main procedures are to receive applications from customers, then check
the adequacy of documents for each type of service, log in, then ask customers to
pay the fee to send to the department and prepare a presentation of each document.
The provincial governor finally decides to hand over the official results to the

customers.
Employment Relations

The working relationship in the ONE WINDOW SERVICE OFFICE has both
advantages and some problems. Good points include good work, good cooperation,
good internal solidarity together, help each other to solve problems, complete
documents on time and officials are responsible for their work well according to their
duties and so on. Difficulty in terms of labor relations, such as a small humber of
officials working irresponsibly, do not understand each other, the loss of documents,
for example, the loss of indications associated with the request when too much work,
frontline officials a little delay in the preparation of official documents and The
department lacks legal standards to guide the implementation of some services that
are not clear, some services are not working, making communication difficult, such

as industry or the environment.
Work Progress and Interests of the ONE WINDOW SERVICE OFFICE

In the early years or just after the establishment of the ONE WINDOW
SERVICE OFFICE, there were many difficulties, such as both front-line and back-line
officers had little understanding of administrative services, service delivery was less
transparent, and the flow of documents was slow. People do not understand the
application for the law and there are a small number of requests for services. But now
the work process in the ONE WINDOW SERVICE OFFICE has evolved into a lot of
positives, as both front-line and back-line officers have a greater understanding of

administrative services, more transparent service delivery, and more skilled officers.
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Improved with some training, faster document flow, people are more aware of
applying for the law, and there is an increase in applications for other services, making
it easier for both clients and officials to understand the forms. In providing documents,

filling out forms are sufficient, easy to receive documents and check.

The ONE WINDOW SERVICE OFFICE has many benefits for the people and
the society, such as high quality of administrative services, transparency and fast,
uncomplicated services, providing convenience to the people because there are
many services gathered in one place, people do not go to the department Many
different places, spend less time, reduce short time, simpler, less time consuming,

clear receipt date.
B. Problems and Solutions

Although the ONE WINDOW SERVICE OFFICE currently has some admirable
progress, it still faces many problems for the management and officers working there.
Some of the prominent difficulties are the lack of staff and the limited capacity of
officers, leading to limited technical skills and limited knowledge due to the lack of
training of some officers, increased workload, and lack of equipment such as
computers. File desks, computer-assisted file transfers are still somewhat
inconvenient, people still lack information about service delivery, people do not
understand the work process, make a lot of inquiries, people lack documents, leading

to loss of time to prepare their documents.

In the current situation, in order to overcome the above difficulties, the ONE
WINDOW SERVICE OFFICE has some solutions, such as submitting a proposal to
the Provincial Board of Governors to solve additional technical skills training for ONE
WINDOW SERVICE OFFICE officials, increase the wider dissemination to the

people.
Findings from officials at Kandal Provincial Administration

In order to gain more insight, this study interviewed officers who work in the
Kandal Provincial Administration who work in the same building. Some of those
officers had official working relationships with officers at the ONE WINDOW
SERVICE OFFICE, and some had personal relationships. Officials who have had
formal employment relations with officers at the ONE WINDOW SERVICE OFFICE,
such as officers in inter-sectoral office, socio-economic office, human resources

office, staff office, etc. For officials who have personal contact, certify the certificate,
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certify the family book, confirm the land title and mortgage, certify the birth certificate,
apply for land registration, change the type of land, apply for a construction permit,

and so on.

Through experience in working with ONE WINDOW SERVICE OFFICE
officers, most respondents claimed that ONE WINDOW SERVICE OFFICE officers
were well-coordinated and helpful in providing services to the people quickly.
Coordinate and the officers are responsible for the work. For those who face
difficulties, there are some negative points, such as late work, especially the land
plan, sometimes the registrar or the receiver is not (absent) have to wait until they
come back to get the documents. Inconsistent work Some officials have limited
capacity, some officers are unskilled, a small number of officers do not work when

people come to receive more services, some services are less functional.

The above negative situation is similar to the situation in the ONE WINDOW
SERVICE OFFICE when the newly formed officers are less knowledgeable, the work
is complicated and confusing, the work is slow and difficult. But now the situation is
much better as the officers understand the job more and work faster, the work is more
orderly, many documents are running smoothly, there is a system to help solve the
problem of the number of officers in the back. More and more, there is a clear division
of labor and types of work between the municipal and provincial port offices, clear
seals stamped by the unit itself, and the work is easier and faster than before, people

are more aware to receive more services.

Regarding the benefits of establishing a One-Stop-Shop, the respondents
claimed that the unit saves time for many types of work through the flow of information
is available to the people, the work is organized, the location is close at hand. Citizens
gather services in all departments and units in one place, narrow public services,
close to the people, transparency, free of charge in many places, clear prices
according to the profit and loss list, limit the time for issuing letters to respond to

requests clearly.

Although the ONE WINDOW SERVICE OFFICE is now very developed, it still
faces some challenges, such as a lack of staff to complete the work on time, both
frontline officers and officers running to the department or city hall. The capacity of
some officers is still limited, the officers lack foreign language skills, some jobs are

still slow, lack the necessary materials to complete the work, the workload is large,
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some people lack the documents, make the work slow, the officers work overtime,
administration, official communication Some are still rude, lacking publicity about

various services widely to the people.

In order to solve these difficult problems, the respondents suggested some
things such as increasing the number of officers, especially officers who speak
Chinese or English, strengthening the capacity of officers with both knowledge and
attention to work, creating a modern technology system so that it does not take long.
For example, the accounting system expands public disclosure and provides
additional information to citizens about the documents and benefits of the ONE
WINDOW SERVICE OFFICE, urgently responding to applicants in case of insufficient
documentation and expediting the provision of public services.

Findings from people who have received services

The study also interviewed a total of 25 people living in Takhmao City, Kandal
Province, who used to receive services at the ONE WINDOW SERVICE OFFICE in
Kandal Province. Some of these people are salesmen, teachers, company
employees and housewives. On average, they have lived in Takhmao for more than
20 years, with the longest resident being 42 years and the newcomers only one year.

On average, respondents to the ONE WINDOW SERVICE OFFICE twice, with
a maximum of four times and a minimum of one. Some of the services that people
apply for include land title, construction certificate, identity certificate, birth certificate,
single birth certificate, marriage certificate, land title deed, name transfer, loan
confirmation, and land transfer from agricultural land to residential land. Through the
experience and observation of the work at the ONE WINDOW SERVICE OFFICE, 16
people have confirmed the good points of the officers, such as officers, good
cooperation, documents run fast, respect the principles of friendly staff, good officials
Be orderly, provide clear information, be transparent, pay attention, quick service,
work with a high conscience, work smoothly, ethical officers, guide staff, run the
service. Those who saw the poor performance said that the work was slow, filed for
a long time and did not respond to the people's documents according to the law, for

a specific period of 3 days, more than a week, with the back line officials not present.

Nineteen residents expressed satisfaction with access to services at the ONE
WINDOW SERVICE OFFICE, while six others expressed dissatisfaction. For those

who are satisfied, specify some reasons such as good work, provide fast service, be
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transparent, work fast, work with quality, do not cause difficulties to the friendly
recipients, set specific dates and officials are responsible for the work. For those who
are not satisfied, specify some reasons such as late work Sometimes it costs a lot of
money to run documents quickly, there is a slow service, not on time, some

documents are not clear and officials are not very friendly.

Regarding the benefits of accessing services from the ONE WINDOW
SERVICE OFFICE, all of them stated as follows: Reduce the time it takes to apply for
services, people can easily find services, do not worry about losing the receipt The
results are targeted, make it easy for people to provide services, no need to go to
many places, legalize documents, do not waste time, help solve problems for people
well, have a clear price list, profit, budget, have confidence in class services Under
the national level, the officials are professional, transparent, and the people know the
place of service clearly, they are comfortable, and the people do not have to rely on

runners.

The difficulties provided by the people are similar to the above expressions of
dissatisfaction, such as the reception area is cramped, lack of equipment such as
printers, computers, less staff, more services, leading to some services are slow.
Some officials do not work transparently, there are no officials to guide how to file and
pay when the deadline, the documents are not ready when the documents are not
found. For the solution of those difficult problems, the people have suggested some
things, such as should make a request to the provincial leaders to help solve, should
guide more officials from the paperwork and run the file quickly, should increase the
number of officers according to the section Each should instruct the officials to be
transparent to the people, the officials must respect their duties, if he is absent, there
must be a substitute to know the story, should keep documents in the closet and in
the computer, should expand publicity about the ONE WINDOW SERVICE OFFICE

service .
Conclusion

Through the providing public services for the past 4 years, as a result, the ONE
WINDOW SERVICE OFFICE in Kandal province has received satisfaction as well as
support from the people for the provision of services, which is a good sign for the unit.
Although the ONE WINDOW SERVICE OFFICE is currently making some

commendable progress, it still faces many problems for the management and officers
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working there. These problems include the number of people who go to receive
services is a small number, these are due to people still lack information about the
provision of services, people do not understand the process, make a lot of inquiries,
people lack documents. Lose time to prepare their documents compared to the
number of people living in the whole province, lack of number of officers, and the
capacity of some officials is still limited, leading to limited technical skills, limited
knowledge because some officials do not have Training, workload is increasing, lack
of equipment such as desktop computers, file transfer through the computer system

is still somewhat inconvenient.

In order to overcome the above difficulties, the ONE WINDOW SERVICE
OFFICE has a number of solutions, such as submitting a proposal to the Provincial
Board of Governors to provide additional technical training to ONE WINDOW
SERVICE OFFICE officials, increasing the wider advertisement to the people.

Recommendations

As a solution to some of the above issues, the recommendations require

attention to the following factors:

[J Should increase the number of front line officers because the number of
front line officers in the ONE WINDOW SERVICE OFFICE does not fit the workload,

which increases from year to year, which causes delays in Workflow.

To explain and guide local people to understand the benefits of participating in

their services

More attention should be paid to improving the training of officers on labor
procedures, promoting respect for the professional ethics of officers and promoting
the change of attitudes of officials as service providers to the people without

discrimination.

00 Should increase the use of information technology in all documents, district

units and departments see the same document flow.

0 Should strengthen the capacity of officers to review various proposals
quickly to deliver to each section according to administrative procedures in a timely

manner.
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More attention should be paid to financial incentives and the provision of
appropriate and transparent office supplies to officials who are active in their work to

enhance their performance.

More attention should be paid to increasing the dissemination of public
services through the ONE WINDOW SERVICE OFFICE to the people, service
delivery procedures, pricing of each service, duration of service, flow of services.
Provide a wider range of services so that people can easily understand the whole

process of accessing public services.
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https://www.kandal.gov.kh/service-topic?topic=1085&for=264&level=1018,1019,1020
https://www.kandal.gov.kh/service-topic?topic=1085&for=264&level=1018,1019,1020
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