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ABSTRACT

Providing public services is a duty of the government to meet the interest of the nation and its people in order
to normalize public administration as well as to develop a country. There are two major types of public service
delivery - the National Public Service and the Sub-national Public Service.

National public service refers to any services stated by the Constitution as a service to the needs of the people
and society. They include defense services, education, health services, justice services, etc. National public
services need to be established by the constitution and by the law, since the creation of public services is to
spend money, which all comes from collecting taxes from the people. Thus, in the creation of public services,
the state budget must be satisfied by the people through the National Assembly, meaning that only the
legislative body has the right to create public services. As such, public services (other than those defined in
the Constitution) need to be created by law.

Sub-national public service refers to any of the services provided by the sub-national administrative law.
Practically for Cambodia, this type of service is defined in the Law on Administrative Management of the
Town, Province, Municipality, District, Khan and Commune/Sangkat Administrative Law such as facilities,
tools, infrastructure, public structures, local development, sanitation, health and welfare of the people
security, order and public order, etc.

This thesis focuses on the provision of public services in Sihanoukville Province Case Study - One Window
Service Unit started from 2018 to 2020. The main objectives of this study are to present the work of the Preah
Sihanouk Provincial Public Service, in particular the OWSO, and to study the latest data and reports published
from 2018 to 2020 of the OWSO and seeks to address challenges, passed resolutions and provide some
suggestions or recommendations to officials who are working in the OWSO and related stakeholders to
overcome those challenges.

Data analysis in this study was conducted on data and information collected from various sources during the
study. The types of data to be studied are quantitative and qualitative. The sector quantitative data are
numerical and the results of the analysis may be expressed as a percentage, by numerical, by category or by
range. The qualitative data is textual or commentary, and the results of the analysis may be expressed as
reflections, perception or ideas.

Existing data must be collected, compiled or disseminated from 2018 to 2020, while the primary data
collection only in 2020. When conducting interviews with respondents, the structured guestionnaire was used
as an interview with officials working at OWSOQO, provincial administrative officials and people who have
been served public service from OWSO.

The total number of officials serving in the OWSO in Preah Sihanouk province is six, including two men and
four women. The back line are in the total 14 people, which 13 are men and one is a woman. On average, the
officers are 37 years old, the oldest is 60 years old, and the youngest is 25 years old. Seventeen officials were
married and three were single. The main process is to get a customer service application, then to check the
availability of each service type, sign in, then pay customers to submit a referral service, and then present
each case The provincial governor makes the final decision to hand over the official result to the client. Good
points in the OWSO include well-staffed, well-coordinated internal staff, helping each other to cope with
each other's troubles, timely completion of documents, and good job responsibilities. Whereas hard working
relationships include a small number of officials, irresponsible, unreliable work, loss of documents, for
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example lost notes, dealing with requests when too much work, front line officers delayed the preparation of
officers and departments Lack of legal standards, guidelines for implementation of some services are not
clear, some are not yet functioning, thus making contact with industry or the environment. When it comes to
building a single OWSO, it is difficult for both front and back officials to have limited knowledge of
administrative services, less transparency, people slow to understand, there are few legal applications and
services. But nowadays, operations in the OWSO have evolved into many positives, as both front and back
officers are more aware of administrative services, more transparent services, and better skilled officers. With
some training, a fast track of information, people understand the application of the law and increase access to
services more easily by understanding the form of both the client and the official. Provides sufficient forms,
easy access to documents and inspection.

One Window Service has many benefits for the people and society as well as high quality of administration,
transparency and quick service for the people as many services are concentrated in one place, more varieties,
less time, fast, simple, spend little money, clear filing dates. Currently, OWSOs face difficulties such as not
having their own building, a narrow location, lack of staff and limited staff capacity leading to low levels of
technical skills, due to lack of staff training. There is a shortage of materials such as desktops, file transfer,
and some of the disruptions that people still lack in information about service delivery. To overcome the
difficulties above, the OWSO officials have a few method of solutions, such as submitting a proposal to the
Committee of Governors to assist in resolving, additional technical trainings to the OWSQO’s officials, to
increase the public's awareness by various media.

Keywords: Public Service, Duty, National Public Service, Sub-national Public Service, Quantitative data,
Qualitative data, Existing data, Primary data.
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