SQS No. 4, 2021

Based on the 2018 Citizen Satisfaction Survey on frontline government services

Top Service Attributes
That Matter to Citizens

Take another look at the top 10 service attributes that are most important for citizens in 2018. This
can be used as a minimum set of Service Quality Standards for government-wide quality improvement.

See also the infographics on the 2020 top service attributes that citizens expect to see during the
“new normal” where transactions range from face-to-face, phone call, and online.
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