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Abstract

The sanitation product, which is one of the key re-
sources for meeting the essential needs of the munic-
ipal administration, plays a crucial role in providing
urban services and maintaining cleanliness. The main
research question is: What is the relationship between
the quality of municipal services and citizens’ satis-
faction? The study hypothesizes that there is a signif-
icant relationship between the quality of municipal
services and the level of satisfaction among Kabul
residents. The primary objective of this research is to
conduct a structural analysis of the urban sanitation
management system and assess citizens’ satisfaction
with municipal services in the fifteenth district of Ka-
bul. Citizens have expressed dissatisfaction with the
payment procedures for sanitation services and the
quality of municipal service delivery, highlighting the
importance of a systematic scientific investigation of
this issue.

This study employed a descriptive-survey research
design. Data were collected using a questionnaire en-
compassing five main components: transparency, fair-
ness in implementation, service quality, staff behavior,
and overall satisfaction. A stratified random sampling
method was applied to 365 residents of the fifteenth
district of Kabul, and reliable scientific sources were
utilized. The reliability of the research instrument was
assessed using Cronbach’s alpha, yielding a value of
0.74. Descriptive statistics and Pearson correlation
analysis were employed to analyze the data.

The results indicate that the average level of citi-
zens’ satisfaction is moderate. The highest levels of
dissatisfaction were observed in the components of
transparency in the collection of sanitation fees and
staff behavior. Pearson correlation analysis (r= 0.52, p
<0.01) confirmed a positive and significant correlation
between transparency in the sanitation system and cit-
izens’ overall satisfaction.

Keywords: Municipal services, citizens’ satisfaction,
sanitation handbook, sanitation product, urban man-
agement system.
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