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THE API'LIC{IION OF SERVI CN DIMENSION
II\ A'I'I'I]MPT TO IMPROVE THI' QUAT,ITY OI'PI]BLIC

SIiRVICI] IN 'THE INTf,GNT{TED Lf,GAI, PERI!'N' SERVICO

Abstnct

This nudy iims to know and extr.c$ rhc applicalion oilhe principles
olpublic sc ica atlhe lnteerred l-iceisins Scnicc Ofiicc (KPPI)ol
uo. '.i 

i t1J c\rti'.! in ' i 
r\'.corBr,'.$ 

',d 
16 r 'e d

(slUP) aid Builditrs l-lcene (lMB). md rhc r.cro6 lhat $Dpon as

scllrs dcrain thc applicaiion lhe llp€ olths e*dch k q alihlive
d.s$iptivc. descriLiirg the rnplicrrion ol rhc prirciplcs ol Dublic
s.nie ind boi[ thc sLpp.ding and dorrinii-! Iido^ dtrr]ig ilie
implcncnr.rion. lhc technique of coll(ting rhD dita is dotrc by
inrcrviN .hsednio' d docrmcnlltioi. Thc rcsuh olthe rcsearh

"'=F npl!tr.i'id-.hephL F\he
d thc lircgmicd i.ic.nri"e senice oIfi cc olcd'onralo cii-v, esF.ially
dr bolh lhc afaLyzed senices. (ii) rhcto aru tacros rhai suffod rnJ
ob$flrcl rhc imple'nenrrtion ofrhc public scdicc principlcs, i'rcludifg
(he m.ndsinB humln resources. tuiLnier and iolin$rucitrrc\.
hD.h.nisms aid prccedures. Md coordinarion. ft k also fbund thar
thcrc arc some lactoElhal suptr.d and Jrrrin rhc implcfctrr.tion ol
public sfvicc!!lhe litegmled Licensins S.Riuc ofijcc olajon,"
ciry, cspsciallyal Ihe senicesolSlUP and lMB.

Kctrortu: Reliabiliil. ft\p.nsncncs. asurance. enpaihy rDd

IN'I'RODUCTION

li lhe scientinc contc\r mrnagcmcnt n
x uiilcrsal prce$. Nevedhelers. r dil-
fcru lylc ol.€aniTrrnn and envi-
ronmenl dcmlnds difertnt mtnasc-
mcit appro.ch.s Ihe nldier ofpublic
scrvicc 'nanaee'ne eenerilly l{u: on
cnpnicalpolicl i$ues and arc xpplicd
ro impove lhe qurliry.lpublic *rvi-
ccs cspccially rhose inlhe subdistic{s.
Or rhc ollErhrnd by krkincd rhc rrl
snmriois Giig laced loday lsadcrs 01

public scdice orgrtriT,rions are beins
challcneod by 

'noE 
con,pLcr isucs

cdhparcd lo those hced by lea&n ol
pnvat ones. The ores challcngins thc

ld.dca ol priv0te oqanizrion ldden
.rc drorc on lhe eflods b mainrlin rhc
qu.Lily ol sork pe.lonnrnce rnJ t)
stur olladiarion\ prciitio rhe mrxi
mum lirit $hile ieadeN olfuhlic.n.s
sh.uld bc ablc to develop ihe; iniittr
riN( t. hft.'nc n.E eilidive efii
ci.il rmnspaEnr. respon sive and rcco-
unliblc. A put,lic organiT2tion ako hr\
..ddition whcrc the) are lullofA,lili
cal aspeds wilh heteroeeneous ndkc'
holdDre r'lrich requir rhe leadcA b hr'
vc sood scnsc and accounrabiliq ol
nanagcmctrt (langkilism, 2005). lr n
inrhk conrc$ {here a enrin rf0rcdch
callcd ih applicaliotr olpublic seNice
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muasement in ejTon lo imtiolc local
appmtui qualily is considered nec€s'

Tn€ dynmic social developncnt md
g!o*1h followed by b€LLd liling md
cduc.lion quality and mpid advmcc-
nenr of rcchnolosy and inlomulion
conlribure sie.ificdtly io the empowe
rins process within a comunity. The
Gfore the buElucratic sNi€s ofpub-
lic s€cror arc also exFcled to kep up
wilh lhe .isorous 6d dlnmic chmges
in thc sociery. They need lo Ldnslom,
lbr exmplo, fron beins no.olosue 1{,

be@ning fl exiblc. collaboFtive, alisn
ed, and be open 10 dialoguc. other rhan
that. m lptm&h tull of slo8 swhich
bccame the culture wilhin lhc 6ucau-
cracy of rh€ New order adniniskation
nced lo bc ch ged witb a noe realis-
dc dd liagnatic work panem.

I,ron an objecrive point ol liew n is
safc ro say thal nost of govmncnt
addinistration bave not really perloft-
ed a good job doins den Esponsibili
des dd lmctions expNt€d by our soci
ety lnd ili noms. This co.dilion can
be see. in a nuhber ol abuscs dd mis-
conducls which oler Lhd couse of ets
bi. pcriod of time have wo&ned dd
caued public rtusr for govennent to
decline. Thc wosr thins cme when
llre moneLair and fmcial crisis hil our
country causing a nalion l cconomic
pobl€m ud endins !t in thc loss of

Covemne.t bmaucracy is noving
loNard by liling scvc€l corrcctiv€
sreps nanely f&ilitating the ero*dr of
dcmocracy. srcwing nore onentalion
towdd dE socierr and €ncodaging
nore asPiEiio! ad contol ftuh the

society. l he bwucracy is sbiftins
ftonr being ce.tralistic to bsoning
non centrulistic, lr.m boconinc autho-
rirria lo b€comins egalikim, fbm
ttc srare sovecignly lo t€ople svc-

Eillly. hon big orgni,2tion lo snall
bur cfcctiv€ orsmization, and li.n
roving to slNrin8 These efons aE
sill shadowcd by sone uncei.cinties
6d &e sill looking lor a sood md
rishl fom. In essc.ce theso .fforrs ain
ar finding ! sood sale .dninistnlion in
oidcr to create . progcssive ed integ-
nlcd forn ol bureaucncy whose linal
purpose is to fom a reliable, pDlissio
nal, eflicient, &d rcsponsivc adminis-
tdtior able 10 dswer de aspiFtion
md dynanics. dd chrgcs ol socicty.

ad oieeialio. Ms founded 
'n 

order
to.chieve onc ot mor€ objectiyes. Tbis
organizalion has Lo ndaec a nnmber
ol &tivities thd ar. aincd ar aclri€ving
iIs' puDoses. The intl€nEnlalion of
dc acrivilies nr m orymialion is done
by thc hmm rc$urces who arc rhc
acto6 or participmts md tberefoE rhe
pednmdces ely considcrably on lhe
annude ol people Nnnin thc orsmia-

As d insriturion rhat beds the luncrion
ol nahing coordinarion a.d siving
adninisliation srvice lo thc loMl de-
partnents and 0$€6, maline asscss-

nenl on pedomance ol lheir slafls has

d importa ole especislly fo! tuiue
inpmvcment ro rhis depanmenL. This
Nessnent iDcrions ro measue the
q6tny, quality md eincieNy of the
swice- to idenlily the notivation md
to nake adjustnent of orgmizlion's
budaet. The prcblen lies o. whcdcr or
nor the resulr of lhe dsessfrenr des-
ciibes $c actuol xork pedomances.
Tre Ms$r to dns stroDsly relies on
the lccuact in dereminine the scope,
nerhod lnd indic.tds of the asscse
nenl ilselt An As€ssnent that applics
snort tnits on the $ope, DeLhod and
indicatoB will consequenlly parduce
linned results which nean lhal the real
condilion nay not bc clctrly dhplayed.
Oye. the cou^e dl nmy ycdrs. sysl€
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inponnnl Tinor Ltr .ausitrg sisn on
pdtills hn br rh. gov..nnienr ()nc

B.y Ioldlircssrhn issuc is hy a|pLying
rc.hin di, c siors i,, tuhric servj..
\ccror Thcrctorc r*o nain issrcr n)

livc n6ilhr lo i'i lh s r.ssarch 3r hoR
Lhc .pplic.iion or pllrlic rnic.\ di
nr siois on nrle orglDlTaiioDs csps
cidll) rhosc thal are closely r ricd t)
public sclviccs The 5emnd i\\ue is b
nic rili tados lhat \rppon o. chal
lcnlc rhc applicotiotr olNblic *nirc
di'ncrslons oD idegmred publt sr^icc

Thi!

ihcn hvo plnier c.ne un {ith diJTc

lhc applic.rion .l public *rvicc bl
$irc enpL.rec is th.nm nilcnilion as

pub i. serr \ r\ Nell !s rhr scnan{s
oJ rhc n c rn $is c.nlcrl n is rhc
so.lcry .r l]conle Rho rto ll'c d'rii
r.tors oldevel.prncnl and -lorchncnr
!tr tlie onier hrnd ha\ an obligrtun ro
provide clea. sridcliics rnd lo.rarc a

siruaiion to su|]pon ntrhlic rcti!irics.ln
srch condillor cnil
c'ntLoyee are reqtrhd b iinprovc thcn
p(lomrnce qmLity und a.c crpccrcd
lo b. xbLc r, fomtrlds .r crtllc a

corducve {ork armosphcrc h.lin!
lhe h mn rdvNce\ k bcconc thc
mii iad.6 b accele.ar. rhr lomrttud
ofar i',dc|renJonl rnd prosprotrs roci-

lhe ne\i wort t, do is 1o slnshrofizc
b.$cef 0trbllc rnJ sbrc acrivirics i,r
rhiqh hoih are lntrtunn(tJ and !Lp-
toni',g .k r.rhcr r! idri.vc .hs
objccriveofml naldcrcbpnic l lhn
cofdltiof cotrld hrtrp.n il prblLc
r rms or {rlc cmplo)cc h.r. high
Jpirir .l dcdicrtion rnJ iron! pdas
slonrlirm n givins publi. sdvi.cs. Otr
r]t oru hanJ chrnlcs aid togrcs
!ftrcd b! sL.hali/rlion thl .lla.l
nn,llide a5Fds ollilt srh as.cono-
ny. invcsDrnl. soGls rid scrviccs

llve rhe hrcarcna Gurc nppakrr)
riorher chrlerge ti improvc di.tr

'tualiry 
and quan(i4 .1 givnr! pulillc

scnice hr sud, conlc\r rhc Ndnnn'
0G ol Nhlc seni( burcaucfucr_ bc-
romes r nrrksic iss!c br!Nse !lils'
R de rnd sig'ilioa'r iilllcilc oi
pcoplc s ili estHirllr in (hrild to
hos n rll{( puhlio rtue l0r govertr-
m.[. lneiictive burc]ucra( ulrk pcr
tunnarce over lhe ]er6 has bc.onc in

Thn €$arc[ ]i'ns rt underqrnding
rdd dc$ribifg $he r. o, nor rhc rp
plicariotr of f ublic \enirc mrlgcm.nr
rhough rhc applicrtioD.lpuhli. {.ri-
c! din.isiors mrnrses ro inpiovc rh.
burQu acy P3 f.nnan$ !l llt g.'
v.rfr,.i1 0l (idontrl(i ciry, cspruillly
rr lli. inrcgfltd senicc unii. for mor.
irllln d,n rc{arch ol puh!c \rRic.
din.inotr rocuses oD lenices silh
hi![c! rtri. ofs'ccc$,Dd rhos. rirh
rhc losen l)ue ri d{ lxd thxl th.
rpplic.lion ol plb ic senico mxnlgc-
$c n a c.molc\ is$Lc shich 

'nikcsqurtrrilarlve afrLlsis hard ro do rlt
rcscalch *ill be J.nc in a d.soriprir.
rnd qualikrive way ri's rh. itrdy
ci$.pprcach. l)escipiive xnd qtrrlita'
rilc rcscarch n a ry0e .t.r{rrch thar
ob$ cs lid lderrities aciuJ rnJ rcrl
trdividual bchavir r\ *rll as thcir
c\p,:ricnces i', drily t'rsi\ lt xlv, itr-
dlcs, describc\. atrd intcrp.crs I casc in
ns mtu.a c.nbri wiihotrl rllouiig.n!
imcrvcilioD lonn oursiJc rlflicr.
lhe innnmanis in rhis ssrlh aE r,e
decision .r i.gtrlxriod dakc6 on lcCir
latvc lcvclrDd lxrlioy c\rcubE h lo-
cal vcrehria| Besidos uknig ir lronr
th. kcy 50u.res. inlomxrnti is .ho
eiiiod iion a nlnbcr ol olhcr pinics



lhal are considcicd 10 bc dlevant lnd
m ablc b I'clt lhe toselEher in ans-
wcdns lhc quesrio.s $ithin the lopic of
thc rsse&.h Dll! collstion h dotrc
thoush a seveftl says nancly i. dcnth
inteNie\', obsflation and dacLde.h
tion. II senen tltc alysh on quaha
lilc dah is donc $id! a mclhod ihat is
largely usL.d by duy quliralive rese
mhcrs as said by Miles and llubene
in sueiy.no (2006) which includcs
dah c.llection, data rcducrion. dcscrip-
lion/lay out and conclusio..

I'INDINC AND DISCUSSION

B.s€d on ljeld sludy ir is shown that
public scRice nanarement aDplication
in lhe local gorcarncnr of Coronralo
cm bc scn through rne dimensionll
inplcnc.lalion ol service in one ol
qovcmmcnas worh ui lhat corhi-
huLcs sisnificantly lo tle scnitu lor
tublic in lhe city *hich is thc inlcem-
ted seryice oI3 izalion. Sonc oltho
se public scrvicc dinensions rg l)
Reliabililyi a dincnsion co.nected to
lhc abihy b Frvide the seNicc
accur.rclyi 2) Resporsiveressr concer
ning rhe availabilily and ability of
se^ice pnlider ro hclp cusioncB dd
respond to dreir rclucsrs inmcdi.rely-
l)AssuEncc: rclarcd 1o knd cdse dd
hospiralit! .l rhe shll! and rhenability
to lrow custoneB Lrusr, 4. Empatbyr
norning rhll organization undeBtands
cuslo.reE problens, nalcs rcspotues
lbr custoned inlcE$s ard Ciles pd
sonal ancndon ro rhcm, 5. Tangibles:
conccmine $e ph)sical atpe{rnces of
llc scivicc fdcilni€s, inlrastructuEs,
hm& re$urccs- ud commuicalion
datedlls More deuils on the appli
cltion of all lhese nvc dincnsions ol
seryices on ificgmtcd seNi.e unit Rill
be explained in thc ncxt cha er

Ba\c{l on the field obsenalion it is
shoM rhar public seniccs conJucted

by inre8rared *flicc unh cdrer eishr
lrpcs of scrviccs nam€ly: l) Legal
L.tcr olEnkrp.ise Pemission (SlLrP).
2) Lcgal I olld ol Enterprise locatioD.
3) Legal lener of Localior Usc. 4)
company Resistration, s) lnduslry Re

sistration, 6) Lceal Nolicc ol Local
liscal. 7) Lcgal P.missnrn o, Distur
bdrcc. md 3) Lcgdi i-eller ol Prcpeny
(lMBl. Ihee re lwo nons the cisht
scn,ic€s rhdl ni::hr be nxercsrins 1o

discuss which are the LeAal Lcno of
Fnterpise Pendssion (SluP) and fie
Lencr Lceal ofPmpcrt, (lMB) This is
based on thc ratc ol icali/,inrn ol bolh
sefliccs over de couse ol lerv last
ycars {here the SIUI is a scnicc
vhosc the rlliTalion Ete h.s bccn thc
hishdst while thc realizarion ol IMR

lbc sciricc ol issuing the Lesal Lcttcr
ol Enterprise which in this pap.r is
L.m€d rhe sluP ar the KKPI ol Go-
ronlalo cily is bascd on $c l-ocal R.
3ulation (Idda) Numb.r 2l in 2001
conccrning thc P.mission Ret ibution
i. lhc secnr dJ indusrr]. lndin! ard
iNcsLhcnr. on the olher hand thc
scrvice ol issuing the Lesal Lcncr ol
Pope y or, in this pap.r callcd lMB,
w4 resulated bscd on lacll
Resulation (Pcrda) in 2005 relati.g lo
Erributio. ol l)(rlery construciion.
Rcscmn nndings aho indicate thot in
doing ns job the integmled scNiccu.it
.ho Borks to is$E eiabt lyp.s ol
|^mit issues rosine fron poliding
nrlomalion .botrl scrvicc Upes and
tbcir proccdutos. lilcs rliplicltion,
coordinalion dd lield obseryltion on
dc tmlied pemil subjecl and llN
adninisbrtion process of hsuin! thc

Thr Atplic,tion ofPublicS€Nic€ Di
mmsions on Issuing Leg.t Leiler of



'lhis Ftrbli. scBi!c has hc.i conducied
bascd oi Loc.l Rclulrtion (Perdr)
Ntrmbcr ll i 2001 qoncsf ie rhe

rdriburion plnnir .l ndusii.r. con'
mdtug rnd nrlcnmctrt. lhc public
\eRic. dcch isn and proc.dures
ldr d oh rhc ucld irdiclEr n,ar rhere
art riclvc ncps rquirud in oder ior
rh. pc.dir rd bc isr.d a\ explaiied in
picvlous r.scarch. Thc imprernenhiion
ol prbLic sdvicD dimctrsioDs ai rl,e
lntclrilcd Pcnnir Screicc Otlice oa
Goronl.lo ..n be crplai'ied by usins
rhc thcor' of Par.nnDmD (1996)
ro'ccmin! thc publi. s.nice
di'ncnsions whjch in.rude: l) Relir
hiLity, 2) ltusponscs, 3) A$unncq ,1)

Empady. ind 5) Tangibilii}.

Br*d od rcssarc[ Uidines ii is n]und
k .wi rhar rhe i'nplemcnrnion of
public scdiccs 3r rh.lnr.gnted Puhlic
Scrviccs Otticc ol (iomntrLo hrs n.t
lnllt co timrcd ihc di'neflion olpuh
lic scrvicc Droposcd by Pflasu':Nan
'lhis h rcvc.lcd b) a lieu nldy over
rhc rpplicarion of public seryices di
mrnsions rclar.d !r it.ui'3 rhe sIIJl,:s

1Irc li6t.pplicarion .l|ublic rnice
ditrEDsior ( €lirbillty lhis has so
rnuqh o do wnh ihc rbiliry b give rhc
pronis.d serices mcudeLy conccF
triig the snice olissuing the SltiP ir
is lo nd thd dr. srllit in chr.ge have
J.dc. good job wllh it presumbl! t'e
c.usc lhis scrvice ismoreibour Julin!
wilh adDiiistative works *hich ar
ak$dy pan ottheir outine rcdvni3s.
On rhe oirr hand. the se.vica olissu-
nig rhs Lcgal Peflnit .l l'mpeny ..
li\4B rcqnircs patlcular lnowledge on
rcchi im l cor shuction besidc rhc abiliry
ro dcnlrith pal)er Norks shlch unloF
rLnxlcly has nor been tnlfd at Ihe
KPPI.lCoroDlalo. l he'efift the rime
nc.dcd to prccc$ IIE publc seiricc on
is$'in! thc IMB is relltivel] lonec.

thrn ih. ii,rc sp.n( on issuin! Prmir
l-eter ol Encrpri*. Consklcring rhn
lad it is\rleto \al thd( th. nptli.dion
olNbiic senicc dimcnsion on issunlg
ihe l,ennir le{e.!lEn(carnc hxs bcc
suppoded hy suficl3nl humrn .cnnr-
ces b€causc of thc i.turc ol s. ise
rvhich ir aJminiirarivc. Mc.nwhilc.
r serice of is\uiD-! rhc IN1A hN not

been slpponcd bI strlficicnt qmlit) ol
humrn ftsruru.s wirh rcch ical skill
ard undenandins xbour coninEnor

lhe second applicdion ol ptrblic $r
lice is ftspones This dihcnsion n
itun!l] rclxrcd lo thc .vailability ard
abilil] ol sorvicc providcr ro hcip cu*
tmers rnd r.spond ro rhuir rcquc$s
im'nctli.tly. Th. :mplcnrc rtiotr of
ftis dimcnsion od rhc SlUPunil is doie
i', rhe foh olsivii! p.sirivc.cspoi{.s
by rtu n.fi! n char8c ro evcr! iDDli
crnr..ming to rhc olUc. Posirile rcs
ponses ol rhn scnicc con,c liom rhc
skfls in ovcry i.p ol sc ic. rlrotrlh
lhe shotu adminhhlion pr@.$ Ihe'
.efore ir can b. $id thd rhc troo'se
dimNnsion has bccn applicLl in issuie
lhc SIUPbrcausc ir is nrpponcd by hu
mrn csour*s thd.rc c.poblc ordoitre

Thc third rli'n!nsion ol puhlic senire
applicdiotr is assuonce. lhi\ is frlatJ
ni lhc \no{l!'dgc .nd hospiraliiyolnr
nrff\ and rhck xbilily in eroLvi(8 c.tr
lid!mialiiy.nd nusr otihe cu{.mers.
Thc .pplication of lhis diDension .n
issuins rhc SIUP cai be !$essed $ro
ugh h.u drct prcvlde suiicienterph-
nati.n tol.rcd lo adD,inisimtive condi
lbns n d psccdurcs ro go rhniugh.
Thal rry the apDlicanb crn be assrcd
rh.r rhc applicd De.n,it can he is\ucd
imm.diircly dnd wirh a slrG,jii',9 se.
vicc.Thk is nlso supporied bl ihe poli
cy ol Gosnlalo\ mayor lhailhe pennir
scrvi( olrhcsluPshould be comokre

rrh
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Nirhin rhr.c {orl dils lherclore thc

niil! rL rbe KKP| .ai gurnm.e Ihrl
l[c frh]i. can g.! rccd\: u x w.Ll scF
vicc and bc sure lfuir qJrlicd SILrP

lhc lnunh dnlc.sior olpublic \enice
rppLicrl on ir enrtrlhr l]lis dnncnsnnr
ioULy klrlcs N thr .rgdrizali.n.l
udcNhndins ol $en cunr rcs issu'
$ rcspdd based of lfun inb$ls ind
!ivc t.soniLaltcnlion lo rhc'n.   rll
ing thi\Jn . :irnon k ingthe Jrnl.r
prise I egxl P.n.il (SIljPl c.n bc seen

rhouah !]k xhiljrl ol orlanizarnrr ot
irslifurion j. f(riJnrg .ron iIDmc'
Jialc s.rei.c I[e {hole !xg.s ol si-
\irc nr isnrine lhe SlLrl' ha br.d d.nc
n rhr Kl,r,l .l (idrnhlo lvithin :l

houB rvhich i..LL cs drc process ol
acc.phng rnd validxtiDg xpflicanr's
ilcs lo lhe poiin shcrr lhc .0nomcrs
rccci!c drcn SIUP |his pnivcs tlr{
orsxdiTxlion rnd rrlli nr chrry. |rvc
hrd x gd.,l urlc'nudiir! ol rvhat tub

'ljrc finh di0rersn,n fLblic servicc is
hngib!.s lhis dnnens!'r c.nclxrcs
rilb thc phtsic.l appcrrrrs ol s.ts
!icc inlid$nL.trc. lools rnl nuinre
nanca. hunrln tusour..s ord coDrmuni
c.lio0 Drxrends f.t.ry ry!c ol public
scnicc !1 rhc KPPI is do.c |y Nirig
litcili(ics olKppl but they xre still o(
c .us| ro liandlc ill public scni.cs nr

rh. ( _r il (;orort.lo. l:or eM'nfle, 1lr
ne\ srrvrcu 01 is$ri4 sllrl' only r
qunts simple uns tuld Lcililies cxcepl
br thc cxren\nn o. il llr ctrslomc$
$tun SlLll lor hig4r busnr.s.

lllit llcilnr xrd infi.siructwe lir all
Iy|ts ol s.rvicc ar drc Kl)|l fc.ds
dlenli!'r lio.r rlr .iry lorcflnn.nl.
tlf onicc builijns u\od 1o givc s.r
! iccs norv is x huilding Lhxr is do lodgcr
us.d h! orhcr inriruii,lns lhcrulnrc.
si.cc rlr irsl rim. lhc ollioe building
hrs b3e. n.v.d lor lhrcc Linre5 liorn

l,c cn! 1[ll ol CoroDr.lo, Klnini Iluil
{li.g. Jnon.r Pftirdi! s l]llldinA a.d
lomer Nrkcr*,! lltriLding. lhe pro
cess ol or)ling thc ofticc {.s donc
RilhorL giriDg rny rnhnml r b r
luhlic. lhis. ir 

'.lurn. 
gtrv. arclili{.Lt

nclalilr imprcl o rbe fubl,r s.rrir.
li,r .ilh.r r slalh iir cha.lc or th.
puhlic. llcsidcs lh p!blc sewic.s r(
rhc K|PT ol (lonDllLo h.rc nol hlen
$rpponed hl orhrr li.ilili.s sNh 6
c.Ls .nd nxn.rcr-cl.s shirh rc .x
lrcdrcl] inporlxDl con\ido.nu dd lhc
rntgrxr.d unil olpublic senice rlLuys
!icn. ds licld runcy Thl\ sitdn,. is
wor\.ndl br- rhc lacl tlur rhey hrvo nrl
rloired a.y lnn,l liJr th. r..m 1o do
ollioial llcLl tip. cxdsin! lhcni lo Lorc

lh.n nioriurior i. don,g rbcn i.b
'Ih.rclorc il ls 5rt. !' sxy lbrt tlt
+pLi. i.n ol l.Dgiblcs or in i!$ruc
iLrc 11 rhc KKl,l ol coronral, hd yol
!,llicisoll) don. dnc to rhe L!0[ ot
llcililies xnd tu d l'r.ls on lhc li.ld
nrdicxrc rhrr th0 !rulicltntrr ol knsi
blcs in iss,ing thc sllJI'l,xs bc$ loic
brr ..c,ls norc iNlnlvcnrcnt !) hcld
thc :.ni.c. l|h silu.riotr lils in *ith
the rbcorttroF.scd by P.msu. rln on

dimensn)ns rl 0uhlic scr!iccs

Ihc applic.lioD ol prhiic s. ic
dinc sion or issuirglhe SIIJP crflxnr
ed abor€ is xko i. Lnn' silh rhc ret
arch d.nc b! ,\nDa Yrliani. Onc ol
conchtrion .c\Ll1.d nr rhis r.search
\r.s llirr rh. burcrK (ic m..hi.isn ol
issuirr (he SIUP h) using o.. nop
scrric. sy$cm *N hlrhl) hcnrJicixlu
Llre aptlic.nls in rcflns .l si.lFlicity.
clleclircn.ss. tiDc. .os. relrrhiliry.
re5Donses, rssurnn.c. cmp.llrr and
l.ngibles All thosc dsD.ctr could
somchoq end the dunr ol cotruplion
.r KKN nnd irc iic! lnnn th. ryra n!
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Publn seai.e in llrelnregrddr4! Pumn

Th. InDlcncnbrion or l'ublir
cc Din,cnsn,ns on lssuing the
P.rn'ir or l'rol)crtv (rMB)

l

S!ni- cal deprhcnrs xnJ in thu cnd is v.ry

thc p blrc s.nicc or issuirg IMB i\
b$cd on th. lo€l lovsn'nenr\ regu
hlion Nrtubo l3 nr 2005 cofcerDins
llr pcmir rctlbulion olhuiding con
nn'crio or pspcny ard issued 6! rhe

Dcprnfrcdr oi city Plan and Park (l)i
nas Tar. KoLr dai Pen}nrnan) Bur
sincc lhc locaL aolernmcm i\sued l
nc$ policy bascd of Mayoas Regtrll
lioi NurtEr 23 Egading ie dl{ribtr
rioi 0r' soJnc ol rhc authorny ro rhe

hsld ol lnlcgmrcd PubLic scryices {)f
licc ol Cooi{alo rhc whole pmce$ ol
scrric. ir nsuint drc lMIl is d.ne br
rh( unir. Th.ru rrc t*! advrihee\ f(tr
rh. KPPT Jiom tl,is DeN Nlalols

i. Thc disrriburn', ol rlrhorU .NgnrJ
iig public serice! fir p€mrir or

lly thc amc rhc N{a}ols ncs rclu-
Lrtion Lxoomcs clla.rirc cao!
Demir seRlc. ii thc Unit ol Local
Apparaiu\ is haidcd ovcr ro lhc

Thc hca{l ol Kl,Pl hrs rhe r.sponsi-
bilir] lor rhc Dennit auth.riry hdnd

'lhc didribuiion ol aurho.itt.s cr-
paineJ rbove G ldlowcd br_ lhc
disrihdion ol rc6odncl. cquip-
nent, h.ilir!. lin.ncc. and docu

Wirh 3ve!_ aJvrnragclivDn bt rhc n.N
Nhyois R.suldion ro rh. KPP] ol
(nmnulo 6n Inir is c\pccr.d ro pro
vide betcr qualiry ol $.vic. 1nr lh.
pubLic Bd in licr. drc lcrgrh 01 lime
$at ruoplc havc ro so rh.oulh ii ac
ce\sing thc \ervicc h iill dor.s shon
rs p.omncd .sp!{ially whctr i1 coire!
b issuing rhc pcnnn ol bujldiig Dro

Thu sc i!. NechatrisD lnd flocedures
thar has bccn livci ro rhs public ltrc
hdc 20 nagcs. A throry fniposed bi-
Patustutr'rd (19961 n used ro ertllai,,
thc ptrbli. s. icc ditrrtrsloDs ai ihe
KPPT ol Corotrtalo *hi.h covers rhe

asprct ol 1) R.liabilirJ-2) Responte,:l)
Assrrincc. ,1) [mpadry. and 5) lanei
bilil). Bos.dotrrhc rcsearch ir ( kruDd

rhrl rlr rpplicariotr oi pubLi. scrvicc
dimc sio s in issui'r! rh.lMll has n.r
fuLl' .. tuNd rlt dimcnsions ol
ptrblio s.n:c. proposcd by PaBsun
mxn. This is lnmd ir rhe hcld srudyor
dc applicxrior ol puLilic sc.vicrs di
mcnsbi in nsuir! th.lMB qhich $il

Ihc li^l appLicaiion ol plbLic \c.vi.r
dincnsioDisreliabiLiry lhi\Jim.nsion
h.s so ,iuch to do $nh lhe ahiJir] ro
ptuvnic scrvices accurrtely ln ordcr to
tuabl.1o givc publicsctrice li nsui,rg
(hc IMB sur\ li chr€e rccd t have
pa icrlar km$ledqc rbout mnnn'c
ridd as wcll .s odDinistarion skill ln
llcl. sdll! $ilh sulicieDt knowledle
and skill ol coDsiruction l,avc nol bc
plrscd ar rhc KPn ol(n,rcnralo. lhis
n oic ol s.vcnL r.rs.ns \hy isn'ing
lhc lMIl r.kcs D,ore rim. rhrn is\uing
olho llXal cenlicarcs lhe.rture ii is
snlc ro ey ll,ol thc l)Ublic \eRice ol
nn,ing rhc IMA has n.i bcen sufootud
br- sdllici.nr quallq and qurnid .r
hDman rdr.trrcs thd uDdcsland c.n-

tsclo( rl'c c* rcSuh.iof ol ruthtrill
di\tiburiod rhc sholc seryice of sru
in-q F-.mtu *hich was under d'e
ru$oriry of thc local Soveanenr ol
drcntub licd o rhe rehnnll deprn
menl. lhc ptuccs ol issuin! pcnniis't
thc rcchnicrl dcpiihcnr conside.rbll
trk mdr. lin,c bcsaus. every prcduct
olpemir is connccrcd ro otho Iechni



slruclion a.d building skucLurc. llascd
oD thh drc rvdlerheE cln inleryd thxr
llt rliabiliry di.rcDsion on lhc IMll
s.rvicc has not bccn applicd. This is
dillere.t liom Pda{r.mant rheory
rnich exfhn* :$oul irc imllcnrcnra-
lion ol relilbility dnncnsion in ptrblic

'lhc s..ord dincnsion olpublic senicc
etlicrtn,n is rcspoisc. lhisdimeDsioD
strcnsly rlhles t, the Lilability d
thc.bilily ol senice pro\id& nr hclp-
nrs lhcir cunomcrs lnd rcsru.d () th.n
rcqucsrs inDcdinlely The rppljcxd'r
ol rhis dimcnsion in rlrc IMB sc'vicc
unir is Jonc nr $. tnan ol prcvidi'rs
positive rcsp.iscs b! rhc sais in ch.r
Ae 10 every +nlica.l th.l codtcs to thc
.ancc losilive restonses ti lhis s.^i-
.c .an bc done by rhe srllli in chdra.
Rho dcalins rvilh .dmiflnBrtun rnd
prtcr qrrks bur rlic r.clnical scrvice
.clacd t, isrnrg thc lMLl cannot be

accessedby the apflicr ls orthc ptrblic
Lircb the flcr rhd rhe (Pl,l ol Coron-
talo has nol pl&cd a.y $dl:\ wnl
co.nni.tion srudure 5kill lnd un,ler
{m.lins;r rirc fig Plarning aDd ait)
P[k Dg,nnrnl of Corcnt.lo. As a
dep.norcnr 

'hrl 
c. .lucN inlcgratcd

prblio serlicc, th. KPPI should lale
llE srafls $irh spcciilc skills bd !ndcr-
sdrdnr-! .boul briklins shrlure lnd
c. slnLclion fton lhc Cit] Planning
and (lily l'rk Dcpanmcrl. ll.lina con
sidercd this rnc codld s.)- lhal the
rcsponre dimdsnfl on llic Nblic s.r
licc rhat issues the IMB hds not bc.n
pplied by lhc KPP] becr$e thcy arc

.or pporrcd by huNan retuurccs thxr
unde*{,nd tchnical aspccls ol build
ing and .d.$uclions Consequenil).
nrepublic $ill hxvc 10 go l. and lollow
lhc goccdurcs ed mrcbbisns ar llE
Cny Pl.n and Ciry I'ark oli.c whcrc
nry c nn! sr.il! th co.$rucrio
rfehni.rL undcishndiry This causc\
thcnr k, go ro 1{o lcclxrical dcp.nrrent

ofices namcly the airy PIx. Md Pdk
Dcpdhcnt and KIPT in ordcr b hrv.
lbcir ll\'lll pcrmir h rcd This gi!c\
rhenr a lo.g.r tnnclhe *ilhin lhe nt
cha.ism dr F)c.durc lo harc lhe scF
vicc and iiRrs l.und rn (hc licld $!Lly
rhat applicanrs hrvf u g. Yough ncps
lor lhG Ll.sel on this rhe Mircr hc..
can as$me thal the rcst.ns. dinr.n.
sion on llic scryicc ollssunrg itu IMB
hxs.01b... trop-ll applied. This. lor
suft, do.s nor conlnn thc public ser
vice drnrensi{,ns $ar.d bt liarasrn-

Thc lhird dnncnsion olpubli0 senice i\
assurxnce l|is dimcnsion nNnsl)
coFchles $nh dr k.owlcd8c and hos
pihLi$ ol rh€ shll! i. chdrgc tui aho
wil[ l]rcn.biliLy ro rrorv rublir's tu$
md conidenli.lil)_. Thc lttlicdnr ol
llils Jnncnsiod nr ns rehLion qilh lhc
INIB tcmir $rvi...an bc sccn ir lhe
li,rnr ol rbc xrln c nDsn by lhc slltii
in dcrllng uith tho IJuhlic. lfcr-lonc
coriDa ro rh. oJlice gers Dicc wcl.om.
and is lr.atcd anprcpriatcly by rh.
mii th.r. {c c.D 0silne lhrr the
x\sunncc ol cc te.lnrcrl can br
lnu.d in rhis scrvicc. N$cnhcless nicc
rtrd $!Fr rvelcml. dd good arlifud.
luve yer $ hccofr. rhc gDarantcc ola
salislyirg sefrice lor rhcnubli. Ihis is
rhc cNc il drc nrlls ol thc KPP1 r.
co.sidcrxbly un!{are ol conslruclnin
dru.rurcs turd lhc mccnadsm olfil and
proper \iud] on llr iicld. lhocforc rhe
slllli ol KPPl drc $ill un.blc Io
graftmlcc lhal apnlicurs .r tublic can
al\rys halc ma\inrum rn,l srlisllins
scilicc cspccially whcn it comes t)
ltllling Lr l[c lMD. Con\nbnns
somc ol G. licrs.bo!c thc Miler hcrc
crn ls\ume thalft dnncnsio. oi as$L
r.nce ir lhe rnDlicatn)n tdccss lor lhc
lN1B h$ yer Jull becn inplcn..lcd
lhn aho does nol nl in wnh thr thnd
difrcnsior narcd by Fansunma. in his
(heory dbotrl prlilic s.nice dimeDsioos.
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lhc 1ornh di'neDsioD ofpublic $rvi.c
is cmpalht. this dirnen\n n ir (b,lgly
connccr.d !o hos rhe o'grnizxlion oi
depadrnr r uide^ianLls thcn ctrno-
mcL problcms lnd act\ fitr rhcir inrc-
rei anJ ho* rhcy gire nenonxl xtcn-
lioi 1o rhc cu$oner or publi.. Tlt
applicrrion 01 lhis dimen\tun .d rhc
sc.vioc ol i$uing lMIr pemir is dor

sullicicody doN ]et dur ro s.v.ral

1. Ihc KPPI {lll lrck ol htrnr rc-
sources rith ptupcr trtulcnranding
ndd knosledge as thoss pl&cd :i
th. oJlice ol (iq l'lxnning and
Park- ir is believeJ thrl rhosc s&lli
sholld be tancleneJ b thc ollicc oJ

2 lhcrc hr\ ior bccn i luLl disiribu
ri.n ol aurhornt cofcerning rhc is
{c.llMA tom rhc ( ny l'lmnins
anJ l'jark dupii(ncnt lo ihc Kl'l'],
as sbrd in thc mqois rqtulori.n.

rnd im.grarcd Luah shirh cetuinLy
Neds oFrrrionrl tchicles nlmely crr

P'ovidin! rullicicnl equit)ment and

inuasn'cturc lbrall typ.s ar dk KfPl
n ,eally rn i\$'c rhal lhc loq.l love.n
n,cnr n.cJr ro .ddrcss. I re omcc
liuildins rhrl hr: bcci trscd to 0n,vidc
sen ic* b rhc public n a buiidifs rhrr
is no lonlduscd by olhe.deprnmrns/
iixiirulnnr. Thcrclnrc slnce ir{ ek
bli\hncnl lhis olllqc LocatioD has 6een

movcJ lor rhrcc liDes. Il,e firsr l{a-
lion wr\ ihc ciry hall thcn m.!ed b
Kadini buildin! ro lbnher building .l
(bmmercc idd lndustry l)epadmcni

tl,erindrg) rnd linllly lo toner htrild
irg.ls.cinl dd Enployi'.ir I)erun
ment (Nakc.$s). r'he chrnging\ ol'
k,crrions $crc nor lilonned- in \poltcn
.. *rilcn lonr. 10 ihc plblic rnd
crNed nclxrivc inpac$ t the F)crss
.lfublic scri...id t. borh ft1I\ ol'
,r oflice aRl appli.ant ADorher

alP3d in this ..s. n ilEt ir doing irs.
j.b lhc KKlYlrrc not sup0.fred b] thr

^2ihbilny 
of vchlcr.t cilher can or

n,otlrelolcs ihil. al dr saDe iimo dr
Rcllrs oth.'Jcpanm.nls ihat rre n'n
ning rieLd Yudy !d su crs hrving
car\ md hororcycles is very imponanr
'Ihis is xd^cncd bl lhe lact thlr rhctu
has mr b.cn .nl budBer rllocared Io
pay lor ofiicialtips 3id visind.ne by
dre inreg.rr.d lum. causii! r rr_pe .l
dcmotivriion ollhl sutli i', clMrle ro

d. the *ork ptup,jly. r'herefore rc cnn

asuD,e thrl thc ran8ibles dim.nsn,n
rviihin Ih. KPPT hls n.r bccn Rcll
aDnlied duc 10 thc lack otfacilit] md

ConsidDriig thc lels ahov. rhc {rilDr
herc oai dnw!r interpreration rharlhc
implemcnllrion ol taDgihles in thc
public s$vicc at ihe Kl'l'l ol coron'
blo. .spccially otr issuing thc IMB
permil hd o! coiiirDed rhe rhcory

rhicl ol the dsprturcns .rc otr-
rilling ro alLos ihe sen i.c ol lMB
pcm il bc ovenllte n by {tu KPPT.

S.vcm ticrs as mcnrioncd !b.!e
drncs rhc wrlier her. b i$u'ns lhor
rhc .pplicarioD oa einprlhJ dimonsion
oi rh. iMB D n,it scdicc has Dor

f.nloicd {hc tlrco.! pmposcd h! P.r.-

Tlrc tirih d menrbn ol ljlblic snict
lpplicatiof is tun!iblor. Th( dinreDtion
.o0cerns {iih rho physical apnotunce
olrhc se'aice. equipmcrt/ tooh. human

tosorr.cs ard comhunicariotr 
'nrie.ials. ALlqner ofpublic sDrvicc ar rhe

KPPTare done bl using inii!$rudues
bclotrgins to the KPPT or Corontulo.
'lh. Cuhlic soni.c ol nsring rhe IMB
nccds D,ore inlnni,'c1ft. bsrur i(
1*c{ special ficld i d! by rl'e expcds



fotoscd b) t!tuuran.n on dimcn-
sioDs ol proliding Nblic senices  r_
orhd res€ftch or public scniccs aL thc

KPPT has,Go bcen done by Adi Surla
tiLlcd the qulilt of senice,L onc Door
lmcgralcd I'ublic scflice olncc (Kan
l(tr l'clay.nan ]$padu Sltu Pinni).
This rcscarch war intrdcd 1o idcnlifo
Iire sericc quality d..c by the d.pdl-
ment liom dF poinl ol vicw ol resPon-

sivcness, r$uRrcq empalhY. and

ldreibles. Thc rc$'h indicated thrt all
aspccts ol scniccs eiven by $c ojtice
bave not tulfilled thc expecrarion ol
.pplying cuslome^. ll wa !ls. con-
.luded thar the qu,ht ol Pemrn turd

non-pemrit scRices necd b be im
proved e{MiailY in tems olEsponsi
lcncss. Flilhiln!. asnnncd md cmpa
rhy in order io gMranlce the sen'jccs Io

tss\:2460'3143.Vol. 1,SeFember20!j
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coNcr,usloN

'lhe applicalion ol dincnsions oJ Nb-
1ic senices which iDcludc rcli.bilill,
.sponsilenessi assurancei cmpalby-
and lansibles ar thc unn olsltJP pemn
issuc ias been donc properly al$ough
rhere drc scvenl dstccc ollhe dinrcn_

sio.s that n.ed nolo ingovemenl on
the olher hdd Ine 4rlicalion olpublic
*nice rt the IMB unil h.s not becn
donc prcperll, causins th. hsue ol'
IMB pcrmit r. cncounler a nlmbd ol
pn'blcss and challenAcs Ii lhh
siiuarin tle KIPT ofcoronlalo is only
the u.ir of orsaniz:lion lhal receivcs
nles 1o bc enl lbNdd lo tlre intc_

gratcd rechnical depsnmcn/ institulion
This obrioudy docs nor dul of the

long burclucdcy chain Lhat P.ople
havc r. eo lhrough in sainiDg dc Pel
.rn.r in molber sdrd this ha lenelh_

cned ir cvo morc, makine il nove lu.
lhcr .{ay lion public e\Pcctalion

Thd rcaliaLion ol Slllt has incrcased

oler thc yea$ du. ro some ldcron

2

4.

Sufiicient huran resourccs drar

havc lhe abiliLt ro n r nunbd ol
$orks $i1hin thc slul urir

The unil ofSIUP cM stiu use sifrPlc

Coo'dination wjrh olhf depa.menls
h only ne.c$ary lbr ncnDil exlen
sion and lse* busin ess activnie s.

'lhc lision oi a;orcnralo ds 3 cirt is
'' l hc city ol EntoprcneurshiP"

'lhe lack ol lacility dnd ilrf6tu
ctitrc lo slpllon administalion
*orks and on ficld study to check
thd nrcpeflress olthc buildins

Tner€ arc 20 ske.s ol nech isn
and F)ccdures 10 so thouen bclnro
somebody ctur g.in the IMB

3 Sinplc mechlnism and prcccdds

6. Thc tnnsilr .a authorny bascd on
thc Mayor's Regdlation Number 2l
012008 h6 b€en c. ns isle.tly do n.

7. lhe mdyors nrle ol3 days on lield
dd 2 drF at the oll,cc ro comc
direcll] ro thc ncld and invcslieale
bdsi.css osr.* *ithout I)emit

8. Chcapd adninislratioD cosr c.npa-
Fd k' olhcr cities in tnc provincc.l

On lhc other ha the rclli2ntion of
IMP rcn t chall€nscd by a nuhbd of

r. suffcienl dd well skillcd human
rcsources hivc not been tdslctred
lion rhe DeFrinent of Cny Plan

anll l'dk to the KPPI. cluine dif-
licully ir maki.g coodinlLion turd

doinslhe fit ard proFr sludY on lhc



i in rodPrro Iinpmvc rn! Qualn) ol
J etrnirs.aicco|rlrectrYof

coordn lion {iih tchniol atrd

.eLdlcJ .rg iTatnrn and tsar has

Thc lodonesim La$ Nun,bcr'11 ol
2009 corcemin! rh. prciec(nin ol'
suiiii.ble a{riculrunl lood

buildings and rcnicc rsns thai lii in
$. laDdanls ol intcemred tniccs,
simplitying e.hrdisns oDd ptuoc_

drb lor all iyoe\ olpL.nriis rnd givc
lullduthoitl to rhe KPPIolGomnrLo
b do coordi'[rn]n \irh tlarcd deord
dcns a5 rvell rs 1. ssr up a technicxl
lcan lnr ali leRic.s h CoioDralo h
alsd nr$csted rhrl rhc local govcm
mcri ol GT.nhlo ro bo mo.e consis_

lcnl in.pClying lhc losal and malois
relularior. lheR sholld nol he m
ovcnnps in rpplYin! ore Polic! .nd
anorl'lr. ltr lrs-rclarioi io lhe..suLt oI
rh. rcscarch lhe locrl sovcflrm€nr ol
Goroftalo ha ruo opriois iD o.dc. 10

r.xltf, hiSh qualiq public senirc in
i$unig rlrc penirs. Thc lnst.ne i\ n)

opri'nize rhe lLnclion .M rolcs of rhc

KPPT blsed on ili purpose of fofra_
rion. The locrL govc.nmo needrlsoro
bc consisrenr in impl.ne ing ltu ma_

]ois rcguhtun numbcr 23 ol 2003
cond.ninS the tunncr ol itrlhoriiy t)
thc KPPl otCoron{.lo by tiriLirr(ing
thcd silh a numbrr ol oPerdrionxl
ncads namclyrhe placcfrcn! ofshlls in
ch.tc rith caprbilE !o do tt sludY

.tallrypcs olsericcs lhol n*d ficld
{udics. proride buildi gs atrd {0icc
Dons rlEi ri1 in th. standards oli c_

gr{cd sericc\ simplitYi'ig mcchr
nisdu and Drxcdtrts lbr oll ryn$ .l
psmils a givo lull ouihorii] b rhc

KPI'I olCloronralo lo do coo'rlinalion
silh .clarcd depanmcnG atrd o -!iv.
rurhoirJ_ ro do h'ndiors ol pohir
isc.nd to sr up lcrm that wi!ldo rhc

onrhc-tield *udl^urvct. lhe second

optioi G !, dum the funcri.n of
pcdrn scflice\ to lhc designa{cd dc_

pxnfci6. lhn 
'ncans 

dDi ihe KPPT
*ill bc dismis$d so lhe puhlic.an go

dircorlt Io rhe omcc *hcE rhey n.cd

it

6 lhs r.gdl.liotr .l $c M.yor ol
(ioronhl. Number I o1 2009 coD

ceming rhc cort lolfmo.ion shitt
oltechnical inigded i.c llcld 100
duciivs lind) ir lhe ciiy ol CoroD

t. Lorlr*ulatbn ol CoonraLo Ntn-
bd 6 ol 2002 reldcd to the ciry
platr (Rl/Rw) {hich resuhles thc
oonrplex of.mc. bdilding crnnn'c_
lion, .coDomic xrcr and Peoplc

3. lhc trnslcr ol aurhori! bascd on

the Mryols Rc8uiaricn Nombcr 2i
o12003 his rcl been proplay dotrc.
'lhe hnslc. ofauihorir) n nor ioL

lD{sd b} thc tatrster ol rcsouices
rceJed ro do a ntrmbr. ol hain du
ries lun.riois of ihe KIPT.

9. Thc slfilhnc$ ol cve'r \cctdr and

rcl.lcd deprnmen( c.usiig h.sira'
riod in hnslctrins rhc *h.1e resouF
ccs li irsuins rhr IMB ar rhe KPPT
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