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ABSTRAC'f

Tle public sarvice plays an inporlnnl rote in
lllcg!1ion that qulity of pubtic seniccs
sp€crations ol d,. public.

dry country HoReler rherc is
tc.formed ;s not up ro lhc

tomulatcd to providc
such sepices thrcu8h
!bou! how to pcrfoml

The sy.Lcms. pro.co.r'-. n . . .-o .e8liJr n- \vr.
t'nrcs ro rtre drbl,. ert J "nr.\ .c otr.. er p,o\.dinS
lhe ')srcm l. mul-.(J il|ghr l,J\( d d.rtocr I oprn ^nlhc scr!icc ro fublic cr as.'rislscluD Ic!!l

Thc 8.p bc s.cn Jr lc\c\ oj n-\..( . DroviJerl rh,u ,8h "1.,q6 lo,ru;,,.d
3nd rclcronl otfimr's tro\rd,ns ll e sJrc sc^.ce lo pubh.
bc(omcq ll'e nsjor iJcrrified prob cm oi lhrq sl-dy. rc oblc,r.r.s ot rtr,tJd) r. lo reJucc rrk sJp rd c.,rr.u.c Ll-( qmlltv ot tilc oipropte

tso.cd,or I'rc prcb cm idcrt.ficd ond cobtecri\estohrLsrcd!.onccpr$!s
rormut3led Ih. (or,.epr L rtrar t\cre:s ret.rrors.it berGed.;n(.prJ|d.d b) \.Jturon Jnirlg(n cnl! Rcstil\ ,3nJ Odjcci . pcrcclrion on rrrcpubrr 'ca \c p.ovidcd.urJ..*n,J,..8,. I'e b!!c asj,nprion $r\.hor rhc
d.l,crcncc bclGEcr tre n.r-., \rl_c ol rsLr) 1nd t[c melr \s.uc oiLndcalrdrng i\ l\inr rn rL. nur rJt JiJfibLl.on. B3sed on rl)rs xs-umptron
hypotheses fornrularcd ard a tcst stalistic is sclectod.

Thc ldnrnrJzrirc Lc"ds r.d sl30'grcdc olI!crs il pub]iL reLlrr sen ices rn

:in-::ror 
c:nsL]ms 

'hc 
ro'.' rlputdrior or r0r hc bcen sctccred os wple

Ior rnrj rud) A qur.uonnaire so. ldn,inrs,ared ro coth!r do!4 $nl; arol.o\ ufjnrcnrcq wr,d "c(c..$. o"" "*.,1*J,,j"e *;,",riinaD.\ L\rtuarron- rnd h)mrhess.cslr.S pro\ed,hst rhcic is a gef
bcF.\e(n ratrry ard und(r.rind ,a

Arro,JinBl). rlr rLd) "occ,r,.Jty e.ubt,shed ftar drelc,s
re|l't) €nd.unde5Lndms. Ard bruughL.u 1i8h fic wls
rmprovrne lhc quJhry or pcflorm0r.c olp.btr\ scnl.c.

]Lenldnss,hrv. d^rrc, tv Jnd rrcue.rl uracd m3nrgcridt r.,,pldrronr r.
3 rLturc J tuturc s.orl ri lJrhr. crl.rnsion ot kowtcd"cthtt mat contnburc to ttt Lhe prcscnL c\;!tjne eap
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