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Study Summary

This study aimed to identify the role of the complaints register in
activating external institutional communication and its role in linking the public
service institution, represented by the Directorate of Social Activity and
Solidarity, with its external audience.

This study used a survey approach, relying on document content analysis
and interviews as data collection tools. A purposive sample was also used,
relying on a comprehensive survey of all recorded complaints and interviews
with all department heads. The number of complaints was small, given that this
mechanism is newly established (early 2024), and the number of department
heads is five (05), which is limited by the organizational structure of the
directorate.

The results of the study showed that the current complaints register in
public service institutions contributes to linking the directorate with its external
audience by strengthening, consolidating, and improving the relationship
between the administration and various segments of society, with an official,
codified character, monitored by the highest state authorities.
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