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Abstract

Organizational restructuring is the key contribution of decentralization 

reform. This research article was part of research which emphasizes on reality 

of decentralization reform to enhance public service delivery to citizens in 

Cambodia. Two objectives of this research were (1) To study the citizen  

satisfaction on organizational restructuring to enable public service to citizens. 
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(2) To recommend guideline about crucial organizational structure framework 

which is suitable  Cambodia. Quantitative methods approach was employed 

to find out the various theoretical of decentralization reform, organizational  

restructuring, public service and Cambodia’s context. Questionnaires survey 

of 400 samples of Siem Reap province’s citizens satisfactions and needs on 

public service delivery were carried out. This study introduces the DAMCAFC 

framework, emphasizing Decentralization, Adaptation, Mechanisms,  

Collaboration, Accountability, Finance, and Citizenship for effective organizational 

restructuring. This framework aims to modernize public service delivery,  

enhance citizen participation, and foster community development in Siem Reap, 

Cambodia. It aims for modernization, citizen advancement, and accountability, 

while fostering collaboration among stakeholders. The financial assessment 

and citizenship engagement for successful reform implementation is also  

emphasized. Assessment of the current structural management system reveals 

significant value in terms of increasing organizational capacity and empowering 

citizen participation, with a rating of value 1.00. Furthermore, the study examines 

citizens’ satisfaction levels in alignment with Cambodia’s vision for community 

development, with a significant value of 0.99 indicating the correlation between 

citizen participation and satisfaction in fostering community development.

Keywords: Citizen’s satisfactions, Decentralization reform, Organizational  

restructuring, Siem Reap, Cambodia 
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บทคััดย่่อ

การปรัับโครงสร้างองค์์กรเป็็นส่่วนสำคััญของการปฏิิรููปการกระจายอำนาจ  

การศึกึษานี้้�ทำในจังัหวัดัเสียีมเรียีบ ประเทศกัมัพููชา เป็น็ส่ว่นหนึ่่�งของการวิจิัยัเพื่่�อสำรวจ

ความพึึงพอใจของประชาชนที่่�เน้้นความสำคััญของการกระจายอำนาจด้้านการปฏิิรููป

การกระจายอำนาจในการปรัับโครงสร้างองค์์กรเพ่ื่�อยกระดัับการให้้ บริิการสาธารณะ

ในประเทศกััมพููชา โดยมีีวััตถุุประสงค์์ 2 ประการ คืือ (1) เพื่่�อศึึกษาความพึึงพอใจ 

ของประชาชนต่่อการปรัับโครงสร้างองค์์กรในปััจจุุบัันเพื่่�อส่่งเสริมการให้้บริิการ

สาธารณะ (2) เพื่่�อเป็็นแนวทางให้้มีีกรอบโครงสร้้างสำคััญขององค์์กรที่่�เหมาะสม 

กัับประเทศกััมพููชา โดยใช้้วิิธีีการเชิิงปริิมาณในการค้้นหาทฤษฎีีต่่าง ๆ ของการปฏิิรููป

การกระจายอำนาจ การปรัับโครงสร้างองค์์กร การบริิการสาธารณะ และบริิบท 

ของกััมพููชา ดำเนินิการสำรวจด้ว้ยแบบสอบถามเร่ื่�องความพึึงพอใจและความต้อ้งการ

ของประชาชนในจัังหวัดเสีียมเรีียบ จำนวน 400 ตััวอย่่าง ผลการศึึกษาสามารถสรุุป  

ใช้้คำย่่อว่่า “DAMCAFC” ที่่�เน้้นการกระจายอำนาจ การปรัับตััว กลไก การทำงาน 

ร่่วมกััน ความรัับผิิดชอบ การเงิิน และความเป็็นพลเมืืองสำหรัับโครงสร้างองค์์กร 

ที่่�มีีประสิิทธิิภาพ โดยมีีจุุดมุ่่�งหมายเพื่่�อความทัันสมััย ความก้้าวหน้้าของพลเมืือง  

และความรัับผิิดชอบ ขณะเดีียวกันก็็ส่่งเสริิมความร่่วมมืือระหว่างผู้้�มีีส่่วนได้้ส่่วนเสีีย 

การประเมิินทางการเงิินและการมีีส่่วนร่่วมของพลเมืืองเพื่่�อให้้การดำเนิินการปฏิิรููป

ประสบความสำเร็็จก็ถ็ููกเน้้นย้้ำเช่น่กันั การประเมิินระบบโครงสร้างการจัดัการในปัจัจุบุันั

ทำให้้เห็็นคุุณค่่าที่่�สำคััญในด้้านการเพิ่่�มขีีดความสามารถขององค์์กรและการเสริิม

ศัักยภาพการมีีส่่วนร่่วมของประชาชน ด้้วยค่่า 1.00 นอกจากนี้้� การศึึกษายัังตรวจสอบ

ระดัับความพึึงพอใจของประชาชนซึ่่�งสอดคล้องกัับวิิสััยทััศน์ของประเทศกัมพููชา  

อย่า่งมีีนัยัสำคัญัที่่�ค่า่ 0.99 ซึ่่�งบ่ง่ชี้้�ถึึงความสััมพัันธ์ร์ะหว่างการมีสี่ว่นร่ว่มของประชาชน

กัับความพึึงพอใจด้้านการพััฒนาชุุมชน 

คำสำคััญ: ความพึึงพอใจของพลเมืือง, การปฏิริููปการกระจายอำนาจ, การปรับัโครงสร้า้ง

องค์์กร, เสีียมเรีียบ และกััมพููชา
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Introduction

The dynamics of organizational restructuring and decentralization reform 

have taken center stage in changing the global landscape of local governance 

structures in the fields of governance and public administration in democracy 

system. These procedures have been particularly helpful in fulfilling the  

constantly shifting needs and expectations of citizens. On change management 

in public organizations highlights complexity, with governments globally  

promoting reforms to enhance flexibility and adaptability to socioeconomic 

challenges (Kuipers et al., 2014). An approach for designing and implementing 

policies known as problem-oriented governance places a strong emphasis on 

the necessity for organizations to modify their structure and operations in order 

to better respond to public problems (Mayne et al., 2020). This study sets out 

to investigate the complex relationship between organizational restructuring 

driven by decentralization reform and its significant effects on citizen aspires 

to and satisfaction in the Cambodian province of Siem Reap. In the meantime, 

Cambodia has recently hold national election successfully to establish a new 

government with new strategy namely the Pentagonal strategy, established on 

August 24, 2023, focuses on five mottos: growth, employment, equity, efficiency, 

and sustainability. The strategic goals include ensuring economic growth, 

creating employment, reducing poverty, improving governance, and ensuring 

sustainable socioeconomic development to achieve Cambodia’s 2050 high- 

income goal (Royal Government of Cambodia, 2023) This study has two  

objectives served as the guide for examining the organizational structure: (1) 

To study the citizen satisfaction on organizational restructuring currently to 

enable public service to citizens. (2) To give guideline about crucial  

organizational structure framework which may suit Cambodia. Although there 

were literature covers the effects of centralization and decentralization on  
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organizational efficiency available in great details, there is still a sizable  

knowledge gap on how the caliber of human resources affects this dynamic. 

An organization’s effectiveness is crucial to its ability to accomplish its goals. 

Lower-level administrators are given the independence to make their own  

decisions within the framework of a decentralized organizational structure (Away 

et al., 2021). This study therefore examines how centralization affects the 

adoption of four organizational changes: reorganization, service contracting, 

technology adoption, and performance information utilization in multi-unit  

organizations, contrasting with decentralized structures. Case in Siem Reap 

province is a Cambodian unique city, is committed to decentralization, fostering 

good governance, local economy, and tourism. The Angkor Temple, a UNESCO 

World Heritage Site, is a significant provincial icon and a key tourist destination 

(Tea Seiha, 2022).

Decentralization is still a common global occurrence (Hooghe et al., 

2016). Cambodia aims to transform a bureaucratic to a decentralized management 

style, by integrating key elements into policies and legislation. However,  

progress has been slow, with most progress seen at the provincial level,  

resulting in a more robust organizational structure within a subnational  

government (SNG) with official financial authority. (Bhatti & McDonald, 2020).

The framework of  examines Cambodia’s democratic development, 

decentralization, and organizational restructuring in Siem Reap province, fo-

cusing on citizens’ satisfaction and needs, and the new highest management 

leader’s core objectives. (OCM, 2023).

This study investigates the impact of decentralization reform and organ-

izational restructuring in Cambodia, focusing on citizens’ satisfaction levels. 

Questionnaires were used to collect data from selected communes to examine 

policy implementation at the sub-national level. The study aims to bridge the 
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gap between policymakers’ intentions and citizens’ satisfaction, emphasizing 

the importance of effective decentralization efforts for local development and 

socio-economic outcomes. The research hope to provide insights for organi-

zations seeking adaptation and long-term strategic objectives.  

Decentralization Reform

Decentralization, an organizational structure granting more power to 

lower-level managers and employees, requires careful planning, communication, 

teamwork, and swift decision-making to ensure effective problem-solving and 

competitive strategies (Darvishmotevali, 2019) To explores the deconcentration 

and devolution processes in culture, analyzing national reforms and regional 

occurrences. It reveals that decentralization in developed countries is influenced 

by these processes, and their effectiveness is linked to central state  

management and policy formulation (Santagati et al., 2020). Administrative 

decentralization also involves concentrating governmental functions at the 

lowest levels of a geographically dispersed bureaucracy, altering law  

enforcement operations and increasing communication expenditures (Cui, 

2015). In the democratic decentralization normally benefits will show when 

externalities are presents and parties are integrated, with primary participation 

rules impacting anticipated benefits in countries with non-integrated parties. 

This is supported by the strong decentralization theorem (Ponce-RodrÃ guez 

et al., 2020). The restructuring organizational innovation can support  

decentralization reform by implementing civic education, citizen participation, 

and monitoring practices. Central government can introduce transparency, 

citizen report cards, and participatory planning (Smoke, 2015). The review looks 

at the three primary concerns that limit the post-decentralization extension of 

essential services: policy homogeneity, incentive problems, and insufficient 
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monitoring caused by a lack of territorial and functional organizations (Efriandi 

et al., 2019). Depending on the environmental vertical management reform, 

implementation and impact on local policy execution, but reveals a new  

phenomenon called selective implementation (Xu, 2022).

A crucial organizational structure called decentralization offers officer 

as well as managers at lower levels the ability to make decisions. In developed 

countries, central state management and policy have an impact on it.  

Administrative decentralization narrows the focus of government functions, 

changing the way law enforcement operates and raising the expenditure of 

communication. Strategic planning, teamwork, and flexibility are necessary for 

successful execution in order to provide competitive advantages and efficient 

governance. 

Organizational Restructuring Initiative

Current organizational structures prioritize effectiveness over efficiency, 

focusing on strategic design considerations. Centralization or decentralization 

is chosen based on agency aims and duties, improving cost-efficiency and 

responsiveness (Rosenbloom et al., 2022). In contrast, restructuring after a 

crisis can lead to an organization losing credibility due to increased accountability, 

performance gaps, and government intervention, with the relationship  

moderated by proximity to urban centers (Mano & Rosenberg, 2014). The  

examines the impact of change assessment on officer’ work-related well-being 

post-restructuring, emphasizing the importance of employee participation in 

positive change assessment planning (PAHKIN et al., 2014)

Organizational decision-making as a ladder, with a highly centralized 

approach at one end where the chief executive is primarily responsible for all 

significant choices and a highly decentralized approach at the other end where 
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lower-level employees are actively involved in defining strategic choices  

(Altamimi et al., 2022). And the leaders’ decision-making is significantly  

influenced by the organizational environment and restructuring, with frequent 

change, increased scope, less autonomy, and decisional inertia being  

significant factors (Spiers et al., 2016). 

The Cambodian government has launched the national program for 

sub-national democratic development phase 2 (NP2), aiming to modernize and 

enhance local governance structures for national development, ensuring citizen 

responsibility and accountability, and ensuring efficient service delivery  

(Hun Sen, 2020). After initiative in 2001, Cambodia restructured its centralized 

administration system, leading to democratic development in 2002 by commune 

election. The RGC implemented the strategic framework on decentralization & 

deconcentration in 2005 to improve local government management. The na-

tional program of administrative reform and public financial management reform 

program were established to promote democratic development (Royal Krom, 

2001). In 2008, the Cambodia was established the National Committee for 

Democratic Development at subnational level (NCDD) to coordinate and lead 

the implementation of these laws (Norodom Sihamoni, 2008). In the following 

time the Pentagonal strategy of new government was established with the 

principal three parts of the Pentagonal strategy phase 1 are: (1) institutional 

reform and strengthening, (2) a general environment favorable to the  

implementation of the overall plan, and (3) strategic pentagons to promote 

social and economic advancement (Royal Government of Cambodia, 2023)

In organizational systems, emphasis is placed on effectiveness over 

efficiency, with the decision to centralize or decentralize being based on  

specific objectives. In times of crisis, restructuring often leads to increased 

government intervention and accountability. To drive social and economic 
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advancement, the Cambodian government adopts a Pentagonal approach that 

integrates institutional change with strategic pentagons. The government’s 

strategy is influenced by research in public administration, particularly in  

economic management, which contributes to enhanced responsiveness and 

cost-effectiveness by finding a balance between efficacy and efficiency.

Citizenship

Citizenship is the legal status of being a member of a nation, involving 

rights and responsibilities. Active participation in civic affairs is crucial in a 

democratic society. The recently, 2023, Cambodia after national election on 

July, 23  (The national election committtee, 2022), citizenship is characterized 

by shared obligations and rights, involving participation in the political life of a 

community. However, forms of democratic citizenship in weaker institutionalized 

states have received less attention (Berenschot et al., 2017). To understand 

the citizenship attitudes will helps seeing the potential for democratic  

transformation and beyond. Citizenship moods organize, transform, and boost 

the relationship between the state and its citizens (Ssentongo & Alava, 2023). 

Being a citizen covers variety of actions like voting, participating in the 

community, and pushing for social and political change. It is essential for  

democratic societies since it affects how government functions and how the 

nation-state interacts with its people. To comprehend citizenship attitudes and 

behaviors in order to transform democracy and address systemic weaknesses 

is necessary direct efforts toward sustainable global citizenship, a holistic 

strategy including governance, status, socio-ecological systems, social  

conscience, and involvement are recommended to emphasize the dynamic 

interaction between citizens, organizations, and society; the significance of 

social innovation; and the distinction between government and governance.
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Methodology

This study focuses on the theories, frameworks, organizational  

restructuring, citizenship, and documents of the Cambodian government  

(Sugiyono, 2014), to examine the findings by a questionnaire on citizen  

satisfaction and needs in Siem Reap, Cambodia on service delivery. The  

research examines actual outcomes using surveys, theories, and observation, 

utilizing numerical data to quantify relationships, patterns, and phenomena 

(Bryman, 2012). 

The quantitative phase was designed by involving civil servant officer 

attitude, service delivery system at commune/Sangkat, facilitation, peace, 

justice, transparency, mechanism, inclusion, and perception and needs of the 

citizens. The procedures for the questionnaire which sampling from population 

are 341.679 citizens and get sample size are 400 samples of citizens who are 

living in Siem Reap province, for 2 districts and 1 municipality in total 29  

commune for 3 domains at the villages close to the commune administration 

by giving QR codes and hard paper at their homes. The collected data were 

analyzed by the statistical technique of path analysis. 

The questionnaires were approved by the Ethics Committee in Human 

Research of Khon Kaen University to ensure privacy and confidentiality of  

volunteers.

In total 9 variables i.e. civil servant attitude, service delivery system at 

communes/Sangkats, facilitation, peace of mind, justice, transparency,  

mechanism, inclusive, and perception and needs were collected  
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Results

The citizens satisfactions and needs are referred to citizens participation 

in the activities of public sectors for making decision on community development 

plans. The measurement on citizens participation and citizens satisfaction  

affection on community development in the personal data of respondents are 

gender, age, and education are showed by table 1 below:

Table 1: Socio demography of samples

Socio demography Frequency Percentage

Gender

Male 148 37.0

Female 252 63.0

Total 400 100.0

Age

18-30 120 30.0

31-50 229 57.3

51-60 51 12.8

Total 400 100.0

Education

Primary school 54 13.5

Secondary school 132 33.0

Vocational school 52 13.0

Bachelor degree 139 34.8

Higher than bachelor degree 23 5.8

Total 400 100.0
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 	 Overview of socio demography shown that gender distribution on  

female to responds the question in 63% more than male is 37% in frequency 

male is 148 respondents and female is 252 respondents, in total 400 respondents. 

The period of age distribution of respondents the most is during of age 31  

to 50 have 229 respondents equal to 57.3% and the less is during of age 51-60 

have 51 respondents equal to 12.8%. The education level of respondents who 

are in bachelor degree is highest1(39 respondents equal to 34.8%) and the 

lowest (23 respondents equal to 5.8%) are higher than bachelor degree.  

In summary, the citizens who responded the questionnaires are female from 

31 to 51 years old (252 respondents equal to 63%) and get education at  

bachelor degree followed by secondary school level, (132 respondents equal 

to 33%). As continue to see the main criteria of citizen satisfaction was  

analyzed for find out the correlation of latent variable and each observed  

variable as well.   

	 After examining on conceptual model of citizens satisfaction, citizens 

participation, and community development to structural equation modeling 

(SEM) as illustrate in table 2:
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Table 2 Result of testing conceptual model of citizen participation to citizen 

satisfaction for community development using structural equation modeling 

(SEM)

VARIABLEs

Citizen Satisfaction Community development

Total 

Effect 

(TE) 

Direct 

Effect 

(DE)

Indirect 

Effect (IE) 

Total 

Effect 

(TE)

Direct 

Effect

 (DE)

Indirect 

Effect

 (IE)

Citizen 

Participation

1.00 

(p<0.05)

1.00 

(p<0.05)

- 0.99 

(p<0.05)

- 0.99 

(p<0.05)

Citizen 

Satisfaction

- - - 0.99 

(p<0.05)

0.99 

(p<0.05)

-

	

According to table 2, shown that total effect (TE) of citizen participation 

in value 1.00 (p<0.05), direct effect (DE) in value 1.00 (p<0.05) also is resulted 

in effecting directly to citizen satisfaction. And citizen participation, total effect 

in value 0.99 (p<0.05), Indirect effect (IE) 0.99 (p<0.05) is mean citizen  

participation is not direct effect to communication, in contrast the citizen  

satisfaction is directly affect to community development in value 0.99 (p<0.05) 

in significantly.  
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To create the figure 1 shown the model below: 

	

Figure 1: Model on citizen satisfaction of citizen participation  

to community development

Depend on observed variables has matching with model such as  

cit izens participation involving with peace of mind, justice, and  

perception-needs is following values .73, .83, .83 is significant to make a value 

in 1.00 to effect citizen satisfaction with civil servant attitude, facilitation, and 

mechanism in values as following .70, .75, .93 is significant of citizens  

satisfaction in value 0.99 to effected community development with service 

delivery, transparency, and inclusive in values as following .85, .92, .82 is  

significant. In overall, the values of citizen participation, citizen satisfaction, and 

community development highly values to demonstrated citizen satisfaction are 

significant important keys to community development by citizen participation.
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 Overview of socio demography shown that gender distribution on female to responds the 
question in 63% more than male is 37% in frequency male is 148 respondents and female is 252 
respondents, in total 400 respondents. The period of age distribution of respondents the most is 
during of age 31 to 50 have 229 respondents equal to 57.3% and the less is during of age 51-60 
have 51 respondents equal to 12.8%. The education level of respondents who are in bachelor 
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degree followed by secondary school level, (132 respondents equal to 33%). As continue to see 
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 After examining on conceptual model of citizens satisfaction, citizens participation, and 
community development to structural equation modeling (SEM) as illustrate in table 2: 
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Total 
Effect 
(TE)  

Direct 
Effect 
(DE) 

Indirect 
Effect 
(IE)  
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Effect  
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Direct 
Effect 
 (DE) 

Indirect 
Effect 
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Citizen 
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1.00 
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- - - 0.99 
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0.99 
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According to table 2, shown that total effect (TE) of citizen participation in value 1.00 (p<0.05), 
direct effect (DE) in value 1.00 (p<0.05) also is resulted in effecting directly to citizen satisfaction. 
And citizen participation, total effect in value 0.99 (p<0.05), Indirect effect (IE) 0.99 (p<0.05) is 
mean citizen participation is not direct effect to communication, in contrast the citizen satisfaction 
is directly affect to community development in value 0.99 (p<0.05) in significantly.   
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The finding on correlation between observed variables in the model was 

illustrated that coefficient values of correlation of the observed variables of the 

citizens satisfaction and citizens participation had significant correlation at .01 

level. 

The correlation coefficient between observed variables for measuring 

the citizens participation and citizens satisfaction affect to community  

development showed that the lowest value for three value was equal to .56 is 

(facilitation-peace), follow by .58 (facilitation-civil servant officer attitude), and 

.59 (civil servant officer attitude-justice). By the values of variables look out to 

variable as civil servant officer involved with attitude: politely; friendly; simply; 

reliable; and helpfully, service: fast; attentively; attentively; and timely, direction: 

introduce; response answer; and guide sign, solving problem: suitable; clear; 

and reasonable. The facilitation involved with convenience on: parking lot; room 

for operation work; seat; and water. The peace involved with people being more 

responsible and families being more responsible. The justice involved with 

giving citizens more control and participatory; giving citizens more opportunities; 

and rule right and decision-making of citizens. 

In matching the lowest values variable as facilitation and peace of mind 

are interconnected, with facilitative elements like parking and workspace  

fostering peace of mind. Peace of mind is enhanced by increased responsibility, 

leading to more effective utilization of resources. Prioritizing initiatives that 

promote both aspects can lead to more peaceful environment, reduced stress, 

culture of responsibility, promoting harmony and positive contributions to  

communities. As facilitation and civil servant officer as facilitation factors like 

parking and workspace create an environment for civil servant officers to 

demonstrate their positive attributes. Positive attitudes, efficient service, clear 

direction, and problem-solving skills enhance the facilitation process.  
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Recognizing these interconnected factors can lead to strategies for improving 

service delivery and the overall experience for individuals interacting with  

governmental agencies. Investments in infrastructure and training programs 

can enhance these environments. Civil servant Officer and justice indicated 

civil servant officers with positive attributes like politeness, friendliness,  

reliability, helpfulness, efficiency, attentiveness, clarity, and reasonableness 

contribute to a justice-oriented environment. These officers ensure citizens are 

treated with respect, their needs are addressed promptly, and their rights are 

upheld in decision-making processes. Recognizing these attributes can lead 

to strategies for improving service delivery, citizen participation, and promoting 

fairness and transparency in governance.

The satisfaction on high value for three level as the highest value was 

.85 (transparency-mechanism), follow by .84 (inclusive-perception and needs), 

and .79 (inclusive-mechanism). The transparency involved with accountable 

and inclusive in commune, increasing on discussion of investment in the  

commune, increasing service. And the mechanism involved with quality of  

information, accessibility, taking care of service users, good governance and 

identified principle, and feedback and complaint. structures including good 

information, accessibility, caring for service users, good governance principles, 

feedback and complaint systems, and investment debates and service  

development assist governance’s transparency, responsibility, and inclusion. 

Collectively, they support the commune’s responsive and efficient government 

and service delivery. The inclusive involved with re-establishing indigenous 

authority, attend local council meetings, use a local resource indigenous fairly. 

The perception and needs involved with receive a service in equity, 

listening need of citizens in commune, prioritize of demands to support living, 

action in best interests, and open to communicating. The inclusive approach 
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calls for the restoration of indigenous authority, participation in local council 

proceedings, equitable use of available resources, and attention to the needs 

and perceptions of commune residents. This entails treating residents fairly, 

paying attention to their needs, setting priorities for requests, operating in the 

community’s best interests, and maintaining lines of communication. All  

members of the community, especially indigenous people, benefit from these 

initiatives by feeling more represented, included, and involved, which eventually 

results in more responsive and inclusive governance. The inclusive involved 

with re-establishing indigenous authority, attend local council meetings, use a 

local resource indigenous fairly. And the mechanism involved with quality of 

information, accessibility, taking care of service users, good governance and 

identified principle, and feedback and complaint. Restoring indigenous authority, 

participating in local council meetings, and equitably utilizing local resources 

all require an inclusive approach that includes strong systems of high-quality 

information, accessibility, caring for service users, good governance and  

established principles, as well as feedback and complaint procedures. These 

systems are necessary to guarantee that rights are upheld, needs are fairly 

met, and indigenous populations participate actively in governance processes.

The satisfaction with governance is influenced by transparency,  

inclusive, and mechanisms. These elements foster trust and engagement among 

community members. Initiatives like investment discussions and service  

improvements contribute to responsive governance. Inclusive approaches 

prioritize the needs of all members, including indigenous communities. Robust 

mechanisms ensure high-quality information, accessibility to services, and 

effective feedback systems. These collective efforts lead to more responsive, 

efficient, and inclusive governance.
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The result of structural equation modeling (SEM) show the model fit of 

citizen satisfaction by citizen participation effect to community development in 

Siem Reap Cambodia showed the goodness of fit indices as following:  

Chi-Square in model fit criteria (MFC) is p> .05 in result to p>7.83, chi-square 

equal            to 7.194, degree of freedom       equal to 11 is mean passed. 

Relative chi-square               (<2 of (MFC) equal to .654, Root mean square 

error of approximation (RMSEA) <.05 of (MFC) equal to .000 is mean passed.  

Comparative fit index (CFI) of (MFC) is >.95 then equal to 1.00 is mean passed. 

Standardized root mean squared residual (SRMR) of (MFC) is < .05 then equal 

to .002 is mean passed. Norm fit index (NFI) of (MFC) is >.95 then equal to .998 

is mean passed. Goodness of fit indices (GFI) >.95 then equal to .996 is mean 

passed and Tucker Lewis Index (TLI) equal to 1.004. The relative Chi-square 

was less then 2; RMSEA and SRMR were less than .05; CFI and NFI were more 

than .95. These criterions indicated that the model had a good model fit to 

empirical data of citizen satisfaction (Schmacker & Lomax, 2016)2016.

In summary, the citizen satisfaction of citizen participation to  

community development on decentralization reform for organizational  

restructuring in Siem Reap, Cambodia, model which consisted of citizen  

satisfaction behaviors, squared multiple correlation of citizen satisfaction 1.00 

and community development .98, moreover, inclusive, transparency, service 

delivery, civil-servant, facilitation, mechanism, peace, justice, and perception 

needs are values as following: .67, .83, .68, .49, .56, .86, .54, .69, .69.  

Investigated that the civil- servant attitude is lowest value to interpreted that 

need to improve for enhancing public service delivery. 
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Discussion

Decentralization reform is highly involved with citizen participation to 

be enhance at community development with justice and peace of mind of  

citizen and public service delivery organization. To achieve a high level of 

citizen satisfaction, governments should give priority to sustainable development 

through democratic engagement and consideration of residents’ perceived 

experiences (Bhuiyan & Islam, 2023)specifically in the context of Pabna  

municipality in Bangladesh. A qualitative and quantitative research approach 

was employed, utilizing survey data from 120 structured questionnaires and 20 

interviews. The study results show that a significant proportion of municipality 

residents (56%. Citizen participation is an activation for decentralization reform 

to adaptation, collaboration, and accountability in local government the positive 

and substantial connections are found between all independent and dependent 

variables, suggesting that effective governance has a positive and significant 

impact on satisfaction values. Therefore, it is critical that political leaders work 

toward good governance in order to foster a robust and functional democracy 

and increase confidence and trust among citizens (Muhamad et al., 2023).

Citizen satisfaction is significant with civil servant, facilitation, and  

mechanism to effect on decentralization reform and citizenship so demonstrated 

to citizen satisfaction is highly involve with policy of government, in gap at 

value lowest on  civil servant need to improve in to practice on service delivery 

for citizen, all of that is crucial for the creation of public policies that will enhance 

satisfaction, well-being, and sense of belonging of people in the area (Ochoa 

et al., 2024).   

Community development includes; service delivery system, transparency, 

and inclusion to adaptation on policy, collaboration, accountability, and finance 

to build local economic development from citizen participation and necessary 
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of citizen satisfaction. Have a research design reveals that six factors  

competence, professional credentials, occupation, sense of accountability and 

task coordination, ethical traits, working style, sense of organization and  

discipline, citizen service attitude, progress, and task performance outcomes 

affect citizens’ satisfaction with the quality of the services they receive.  

For public policy management to increase citizen satisfaction with the quality 

of services (Tuan et al., 2023). 

The satisfaction of citizens with municipal administration’s rural public 

services is influenced by perceived quality, and areas for improvement are 

identified, enabling local administrators to maintain citizen loyalty and address 

information gaps (Romero-Subia et al., 2022)and improvements in the provision 

of public services affect citizen satisfaction and loyalty. This research is to 

evaluate citizens’ loyalty to municipal officials on the quality of public services 

provided by the municipality. The measurement is made through a  

household-level survey, with a sample of 428 valid questionnaires, in a rural 

parish of Tengel in Guayaquil, following the American Customer Satisfaction 

Index (ACSI. As Cambodia is a member of the United Nations (UN), it is  

necessary to support an extensive and long needed overhaul of the global  

financial system. The UN Sustainable Development Solutions Network (SDSN) 

has identified six priorities for this reform for the halfway point of the SDGs in 

2023, but the first of these is a reform of the current institutional frameworks and 

the development of new and innovative mechanisms to improve the quality and 

speed of deployment of international cooperation and the monitoring of progress 

in an open and timely manner (Jeffrey D. et al., 2023).

Strong citizen satisfaction and participation are crucial for community 

development, justice, and peace of mind in Cambodia’s decentralization reform. 

Governments must prioritize sustainable development, responsive governance, 
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and democratic involvement. Effective government fosters positive relationships 

with citizens, and good governance relies on political leaders and civil servant 

performance. Community development, competence, accountability, and  

ethical qualities are essential for policy adaptation and accountability.	 

	 The discusses the concept of decentralization in organizational  

structures, its impact on central state management, and its implications for 

efficient governance. It highlights the importance of strategic planning,  

collaboration, and adaptability in implementing decentralization. The Cambodian 

government’s Pentagonal strategy aims to improve local governance systems 

and citizen accountability.	The guideline gave crucial organizational structure 

framework to suit Cambodia situations depending on mechanism of strategy 

plan of government, collaboration with stakeholder/citizens, adaptability in  

reality action on decentralization, accountability, and transparency for citizens. 

A set of guidelines or principle that are considered essential for  

establishing an organizational structure, as abbreviate “DAMCAFC” which can 

be explained:

a) Decentralization reform: Is an organizational structure that grants 

decision-making power to lower-level, administrative decentralization involves 

concentrating governmental functions at lower levels, which can impact law 

enforcement operations and communication expenditures. Successful  

implementation of decentralization requires strategic planning, collaboration, 

and adaptability. It requires careful planning, communication, teamwork, and 

swift decision-making for effective problem-solving and competitive strategies. 

It also could be influenced by central state management and policy formulation,

b) Adaptation: The framework must be adaptable and flexible, being 

practical and responsive to change circumstances in the real-world implementation 

of decentralization efforts.
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c) Mechanism of policy framework: The Pentagonal strategy of Cambodia, 

2023 focused on modernization of organizational structure for advancement to 

citizens. Hence, the effectiveness of this framework depends on how it aligns 

with real phenomena to promote socio-economic, ensure citizen responsibility, 

and promote accountability, include technology to delivery of public. service.    

d) Collaboration: Democratic decentralization and political party  

integration are interconnected, and creating alliances and partnerships among 

many stakeholders, including governmental agencies, civic society, and local 

communities, might make it easier to fulfill reform goals. Organizational structures 

place a higher priority on effectiveness than efficiency, and they decide  

whether to centralize or decentralize based on the objectives and tasks of each 

agency. After a crisis, restructuring may result in greater accountability,  

performance gaps, and government intervention.

e) Accountability: The accountability systems of the public management 

system must be enhanced in order to encourage transparency and responsible 

governance. Citizens’ access to transparency accountability and transparency 

in the framework’s operations should be given priority, especially in regard to 

citizens. This means that information on how choices are made and how  

resources are allocated should be available to the public.

f) Finance: To successfully assist the implementation of reform measures, 

it is essential to assess financial structures and resource allocation.

g) Citizenship: Improving democracy and correcting systemic flaws 

requires an understanding of citizenship attitudes and behaviors, voting, being 

involved in the community, and speaking up for political and social change. 

For democratic societies to function properly and communicate with their  

citizens, citizenship is crucial. Cambodia’s decentralization program aims to 

concentrate governmental operations at lower-level entities, requiring  
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collaboration, strategic planning, and flexibility. The 2023 Pentagonal strategy 
focuses on socioeconomic development, citizen accountability, and responsibility, 
prioritizing effectiveness over efficiency.

Applying DAMCAFC would need better understanding at the national 
level thorough the understanding of the objectives of decentralization and the 
benefits of the citizen. 

The findings suggest that enhancing citizen participation through  
decentralized governance can significantly improve citizen satisfaction.  
Policymakers should focus on mechanisms that promote transparency,  
inclusivity, and accountability.

Conclusion
The significance of decentralization reform in Cambodia depends on 

citizen satisfaction and participation, which in turn is crucial for community 
development. The Royal Cambodian Government should clearly inform and 
prioritize sustainable development, democratic engagement, and accountability 
to the local level. Political leaders promote good governance, while civil servant 
performance and policy implementation significantly impact citizen satisfaction. 
Community development, including transparency and inclusivity, should be 
essential for policy adaptation and accountability. Factors like competence, 
professional credentials, accountability, and ethical traits influence citizen 
satisfaction with service quality. Cambodia should follow global financial system 
overhaul, aligning with UN Sustainable Development Solutions Network  
priorities, and strengthen organizational restructuring by listening to citizen 
satisfaction and needs. This study highlights the critical role of decentralization 
in improving public service delivery in Siem Reap province. Future research 
should explore the long-term impacts of these reforms and the potential for 

scalability to other regions.
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Recommendations

Based on the results and conclusion these recommendations for  

organizational restructuring by decentralization reform with citizen satisfaction 

are as below: 

1.	 Prioritize citizen satisfaction and participation in decentralization 

reform in Cambodia to foster community development, justice, and peace of 

mind.

2. 	Emphasize sustainable development, increase democratic engagement, 

and accountability at the local level to ensure effective governance.

3. 	Political leaders should promote good governance, while encouraging 

civil servant performance and policy implementation to enhance citizen  

satisfaction.

4. 	Focus on community development, including transparency and  

inclusivity, for effective policy implementation and accountability.

5. 	Consider factors such as competence, professional credentials, 

accountability, and ethical traits to improve citizen satisfaction with service 

quality.

6. 	Support a global financial system overhaul aligned with UN  

Sustainable Development Solutions Network priorities.

7. 	Strengthen organizational restructuring by actively listening to citizen 

satisfaction and needs.
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