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Introduction 

Improvement of quality and efficiency of public service delivery to citizens is the main purpose 

of the Royal Government of Cambodia (RGC). To ensure the realization of this purpose, within the 

framework of decentralization and deconcentration (D&D) reform the Royal Government has 

focused on the transfer of authority, resources, functions and responsibilities from ministries and 

institutions at the national level to the Sub-National Administration (SNA) to move decision-

making in provision of the basic necessary service closer to the citizens. 

In this regard, in the past, the transfer of functions, resources and responsibilities from ministries 

and institutions to SNAs to provide administrative services through OWSOs at the municipal, 

district and khan levels (DMK) has been organized and put into operation step by step since 2005 

and also has been studied, evaluated, improved and expanded continuously. The organization and 

operation of the OWSO is to gather the provision of administrative services more easily and 

quickly to the people in a single place through simple, effective, transparent, accountable and 

reliable procedures for the public. 

Based on the positive results of the OWSO service delivery and the good progress of D&D reform, 

the RGC has decided to establish and launch OWSO in all DMKs throughout the country through 

Sub-Decree No. 182, No. 183 and No. 184, dated December 2, 2019 on the functions and structure of 

DMKs. These sub-decrees require the integration of technical line offices of the ministries, institutions 

at DMK levels into the new structure of the DMKs. Therefore, it is a need to review and revise the 

principles and procedures of OWSO service delivery at DMKs throughout the country. 

In order to ensure the organization and operation of administrative service delivery through the 

OWSO at DMKs in accordance with the new functions and structure of DMKs, the Ministry of 

Interior (MoI) has issued Prakas No.751, dated 04 March 2021 on the principles and procedures for 

administrative service delivery through the OWSO of DMKs. Based on this Prokas, the MoI has 

also issued a manual on the principles and procedures for administrative service delivery of the 

OWSO at DMKs in order to provide more detailed guidance to the implementers. This manual is 

divided into 4 sections as follows: 

1 . Key principles of administrative service delivery 

2 . Arrangement of place, facilities and equipment for administrative service delivery 

3 . Roles, Duties and Organization of the OWSO and 

4 . Procedures for administrative service delivery through OWSOs. 
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1. Key Principles of Administrative Service Delivery 

The delivery of administrative services through the OWSO of the DMKs shall be based 

on the following key principles: 

• All administrative services within the jurisdiction of the DMKs shall be delivered 

through only "OWSO" 

• The delivery of administrative services through the OWSO of the DMK refers to the 

issuance of permits or licenses or certifications from the DMKs on any type of services 

within the jurisdiction of DMKs upon request 

• The delivery of administrative services through the OWSO of the DMKs shall be under 

the management, responsibilities and decision-making of the Governors of DMKS, 

except in special cases. 

• The Governor of DMKs shall delegate some decision-making authorities to the Deputy 

Governor and other officials in accordance with the laws and regulations in force. 

• The DMKs shall prepared/arrange suitable place for administrative service delivery 

through OWSO within the compound of DMKs or other places where the public can 

easily communicate and have a good environment for the public to seek and receive 

the services. 

• DMKs shall equip the necessary equipment and facilities to support the process of 

administrative service delivery through OWSO to ensure the delivery of administrative 

with good quality, efficiency, transparency and accountability. 

• The DMKs may arrange OWSO branches in other places as it is necessary. 

• The DMK shall deliver administrative services through OWSO in accordance with the 

type of service, service fee, duration and validity of the service defined in the 

regulation in force. 

• The delivery of administrative services and the collection of service fees under the 

jurisdiction of the DMK that take place outside the OWSO shall be considered illegal. 

• DMKs must manage and deliver administrative services within their jurisdiction 

through the OWSO in accordance with the five key rules: simplicity, morality, 

accountability, reliability and transparency (SMART): 

1. Simplicity refers to the preparation of procedures and forms for delivery of 

administrative services that are short, clear and easy to understand. 

2. Morality refers to the performance of staff in delivery of administrative services 

at the OWSO, must comply with the following professional ethics: 

− Be loyal to the institution, to the people and to their profession 

− Must respect working rules, working hours and internal regulations 

− Must behave as an effective service provider by considering the needs of the 

people as a priority and an obligation of service providers to respond with a 

friendly attitude, politeness, dignity and seriousness in work. 

− Must have unity and good communication among staff, work in a team spirit 

and pay high attention to work 

− Provide non-discriminatory and non-partisan services and focus on vulnerable 

people such as the disabled, the elderly, pregnant women, children and 

indigenous peoples 

− Do not take administrative time to do other own business 

− Do not use the influence and power in its function to take advantage of anything 

or to intimidate, threaten or violate the rights of citizens 
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− Do not intentionally receive or receive gifts or any kind in exchange for your 

accomplishments 

− Do not use rude language or shout in the office that disturbs others or people 

who come to ask for services. 

− Do not drink alcohol and do not engage in any form of gambling during work 

hours. 

− Do not smoke in the workplace. 

3. Accountability refers to DMKs must be directly accountable to the people and to 

the Royal Government and ministries and institutions in fulfilling their duties and 

responsibilities on delivery all administrative services within their jurisdiction in 

accordance with the laws and regulations in force. In order to be accountable to the 

people, the DMKs must ensure the management and delivery of administrative 

services to meet the needs of the people in their jurisdiction in accordance with the 

defined principles and procedures in consultation and receiving feedback from 

citizens. Accountability to the Royal Government and Ministries, DMKs must be 

responsible for complying with the principles, procedures and standards as set out 

in the laws and regulations in force. 

4. Reliability/Trust refers to the management and delivery of administrative services 

of DMKs in a transparent manner in accordance with established procedures and 

standards. The DMKs shall arrange the service delivery place appropriately and in 

an orderly manner to welcome the applicants by providing of clear and sufficient 

information related to the necessary conditions for applying for the service, provide 

the results of service delivery in a timely manner and welcome to receive feedback 

from citizen. 

5. Transparency refers to the management of administrative service delivery to the 

people and the collection of revenue from service fees in accordance with the 

principles, procedures in force. All information relating to working procedure, 

timing, principles, procedures, forms and conditions, types of services, fee, 

services, duration and validity of administrative services are widely disseminated 

at the service delivery place and at other public places by means such as staff 

providing information, leaflets, brochures, websites, social media, social media. 
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2. Arrangement of Place, Facilities and Equipment for Service Delivery 

2.1 Arrangement Place 

The DMKS shall arrange suitable place for delivery of services through OWSOs within 

compound of DMKs or in other places where the public can easily reach (easy to recognize, easy 

to see, easy to access) and have a good environment for the public comes to seek and receive the 

service. 

In selecting the location and arrangement of this service delivery place, the DMKs must 

pay attention to the following important points: 

• Choose a location where people can see clearly and easily reach there 

• Easy access 

• There is space for parking 

• There are water, electricity and internet system 

• There are separate bathrooms for staff and residents and separate toilets for men and 

bathrooms for women with good hygiene and environment. 

• Provide physical infrastructure for the disabled, such as slope-entrances, bathrooms for 

the disabled. 

• Set up the OWSO Information board 

• Use the OWSO logo on the OWSO building (Appendix 1) 

• Posting place names and position labels inside and outside the OWSO building 

(Appendix 2) 

• Place the service price list of the DMK within the OWSO building 

The interior of the OWSO building shall be divided into: 

• Location for the front-office 

• Location for the back office 

• Special desk of Ombudsmen  

• Waiting room 

•  A place/table to fill out service applications 

The front-office is a place for citizens to communicate directly to get information about 

the service delivery, to receive applications, to apply for services, to pay fees and to receive the 

final results of the service from DMKs. The front-office of the OWSO can accommodate the 

following locations and stands: 

• Information and application form 

• Application submission 

• Cash Desk 

• Legalization stand. 

The arrangement of places and stands for the front-office depends on the assignment of 

staff, average number of services requested by citizen as well as the actual situation of each DMKs 

as defined in section 3.2.3 of this manual. 

These venues and booths/stands are designed to ensure that applicant, service providers 

and team members are able to see each other and communicate easily. 

The back-office is a place to check and give technical advice on application. DMKs may 

arrange work places for back-office staff at the relevant offices or in the OWSO. In arranging the 

work place for the back-office staff, the DMKs must ensure that there is no direct communication 

between the back-office staff and the people who come to request services. 
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In case the DMK where huge number of services are requested by citizen, the DMKs may 

arrange for OWSO branch in another location to facilitate the applicants. In organizing the OWSO 

branches, DMKs can arrange only the front-office or both the front-office and the back-office to 

deliver administrative services to the people. The DMK shall select the location and arrange the 

work place appropriately as instructed above. The OWSO branch shall be under the management 

of the head of OWSO of the DMKs. The head of the OWSO shall appoint one deputy head of the 

OWSO to assist in managing the work in this branch. The organization of the OWSO branch shall 

be determined by the decision the governor of the DMKs after obtaining the approval of the 

council of the DMKs. 

2 .2. Equipping 

The DMKs shall be equip sufficient equipment, tools and means to support the work of 

the OWSO based on the actual needs and workload of the OWSO of each DMKs 

The DMKs shall set up a computer network for all staff who work in the OWSO. 
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3. Roles, Duties and Organization of the OWSO 

3 .1. Roles and responsibilities of the OWSO 

The OWSO shall act as the secretariat for DMKs in the area of administrative service 

delivery. 

The OWSO has the following roles and responsibilities: 

• Manage daily affairs related to the delivery of administrative services within the 

jurisdiction of the DMKs 

• Provide information and publicity related to the provision of administrative services 

• Receive applications for administrative services and provide the final result of 

providing administrative services to applicants 

• Collect administrative fees according to set policies and procedures 

• Maintain and manage documents and data management systems related to 

administrative service delivery 

• Perform other tasks as assigned by the mayor, district and Khan. 

The delivery of administrative services through the OWSO of the DMKS shall be 

organized into two parts, the front-office and the back-office. 

3.1.1 Front-office: 

The front-office is a place for citizens to communicate directly to get information about 

the service delivery, to receive applications, to apply for services, to pay service fees and to receive 

the final results of the requested administrative services. The front-office has the following roles 

and duties: 

• Provide information on the type of service, service price, duration and validity of 

service, service delivery principles and other information related to the services 

delivery under the jurisdiction of DMKs. 

• Provide information to the people related to the delivery of administrative services that 

are not under the jurisdiction of DMKs 

• Provide application and attachments to service applicants 

• Guide or help in completing the application and related documents for the illiterate or 

disabled applicants who are unable to complete the application and the attachments 

themselves 

• Receive and review applications and its attachments, as well as provide feedback to 

applicants about the accuracy or shortcomings of the application and its attachments 

as required 

• Receive and inspect photocopies to verify the accuracy of the original copy as specified 

• Issuance of application receipt which records the date of receipt of application and 

determines the date of receipt of the final result. 

• Receive service fees from applicant and issue payment receipts according to the service 

fee 

• Submit the application and its attachment file to the head of OWSO for submission to 

the back-office staff. 

• Provide results to service applicants 

• Maintain and secure cash collected from service fees in accordance with the rules, 

procedures and procedures. 

• Prepare regular reports on the number of services and revenues according to the set 

principles. 
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3.1.2. Back-office 

The back-office is responsible for reviewing and providing technical advice and 

recommendation on the application in various fields within the jurisdiction of DMKs. The back-

office has the following roles and duties: 

• Review and provide technical advice on the application in various sectors to submit to 

decision makers 

• Visit and to location/place of business, craft of the applicant in accordance with the set 

rules 

• Produce draft licenses, permit, certificates or response letters to applicants 

• Monitor and evaluate the implementation of permits or licenses and advise to the 

governors of DMKs to take measures for non-compliance with permits or licenses or 

and technical standards. 

• Compile business data, handicrafts, services and other related data to compile as the 

list of administrative services and update it every year 

• Propose to the Governor of DMKs to take action against the business owners of 

handicrafts and services without a license or permit. 

• Maintain and maintain application files and related data files as defined 

• Prepare reports in accordance with the rules set by DMKs.  

3.2. Staffing for service delivery through OWSO 

The OWSO of the DMKs shall be led by one chief and with a maximum of two Deputy 

chief as assistants. The appointment, change and termination of the positions of Chief and Deputy 

Chief of the OWSO shall be made by Deika of the DMKs in accordance with the procedures of 

SNA staff management. 

3.2.1. Roles and responsibilities of the Chief of the OWSO 

 

The Chief of OWSO plays the roles as secretariate of DMKs governors in managing the g 

administrative service delivery within the jurisdiction of the DMKs and has the following duties: 

• Supervise, manage and responsible for all the day-to-day activities of the OWSO to 

ensure the smooth operation and compliance with the defined roles and responsibilities 

• Ensure that all staff working in the OWSO adhere to the code of conduct, time and 

procedures. 

• Regular provide guidance and training for staff and division of duties to staff in 

accordance with the working system of the OWSO. 

• Coordinate and liaise with relevant offices to provide administrative services under the 

jurisdiction of DMKs 

• Coordinate to solve problems related to administrative services of the OWSO 

• Promote co-operation in collecting and updating data on business, handicrafts, and 

services in each sector within the jurisdiction of the DMKs. 

• Direct, manage and organize the dissemination of information related to the provision 

of administrative services of the OWSO through a variety of media means and tools. 

•  Suggest to the Governor of DMKs to communicate and make proposals to the relevant 

ministries and institutions to review and adjust the procedures for administrative 

service delivery and transfer additional administrative services to the DMKs. 

• Prepare OWSO annual work plan and budget 

• Prepare staff planning and staff TOR of the OWSO 

• Prepare regular reports according to set principles 
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• Perform other duties as assigned by the mayor, district and Khan. 

3.2.2. Roles and responsibilities of the Deputy Chief of the OWSO 

The Deputy Chief of the OWSO is responsible for assisting the Chief of the OWSO in the 

process of delivery of administrative services within the jurisdiction of the DMKs and has the 

following duties: 

• Assist the Chief in managing and coordinating the day-to-day operations of the OWSO 

• Suggest and report to the chief on the work assigned to be responsible 

• In lieu of the Chief in case the Chief is absent  

• Facilitate the resolution of issues related to delivery of services through the OWSO 

• Participate in the preparation of the OWSO's annual work plan and budget 

• Participate in staffing and job description of staff in the OWSO 

• Assist the Chief in preparing the report in accordance with the set principles 

• Perform other duties as assigned by the Chief of the OWSO. 

3.2.3. Arrangement of Front-Office staff 

The front-office is under the management and responsibility of the chief of OWSO. 

DMKs can organize front-office staff maximum in 4 groups, including: 

1. Staff in charge of information 

2. Staff in charge of receiving application 

3. Staff in charge of legalization 

4. Staff in charge of casher. 

In organizing and determining the number of front-line staff, each DMK must consider a 

number of criteria, such as: 1) The number population, including permanent and temporary 

residents in the territory of each DMK; 2) economic and commercial potential, including the 

number of business bases, handicrafts or services, and the need for administrative services; and 3) 

the human resources of each DMKs. 

Depending on the situation of the need for administrative services and the actual situation 

of each DMKs, the organization of the front-office staff must not be less than 2 groups, in which 

the staff in charge of casher should be organized separately from the staff groups. For MK, a 

maximum of four groups must be organized. The district must organize a maximum of three 

groups. 

Each group can have more than one staff, depending on the size of the workloads and the 

need of services to be delivered by the OWSO of each DMK. The DMK may use contract staff to 

be in charge of information, receiving application, and legalization work, except for casher. 

If necessary, the DMKs can arrange a mobile service delivery team to provide services in 

the town or in the villages, communes, and sangkats located far from the OWSO. DMK shall 

organize the mobile service delivery team to delivery of service in collaboration with the 

commune / sangkat administration or other stakeholders to determine the schedule of mobile 

service delivery team and disseminate information to the people about the place and time available 

for mobile service delivery. The organization of the mobile service delivery team must have a 

clear and responsible person, composed of staff in charge of the casher, staff who can provide 

information related to the services to be provided by the mobile team and / or representatives of 

the ombudsman. 

The appointment of front-office staff shall be made by the decision of the DMK. 
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The appointment, management and use of these staff must absolutely avoid conflicts of 

interest. 

  The group in charge of information has the following roles and responsibilities: 

• Welcoming people who come to the OWSO 

• Provide general information related to the administrative services within the 

jurisdiction of the DMKs and other administrative services that are not within the 

jurisdiction of the DMK. 

• Introduce people to places or service counters in order to process the application for 

services 

• Provide application and its attachments document to applicants 

• Explain, guide and complete the application and its attachment form for the illiterate 

or disabled applicants who are unable to fill in the information on their own. 

• Disseminate information to citizens related to the provision of administrative services 

of the OWSO through leaflets, brochures, telephone, e-mail, websites, media, social 

media and other means 

• Perform other duties as assigned by the chief of OWSO 

The group in charge of receiving application has the following duties and 

responsibilities: 

• Receive and review applications and attachments from, as well as provide information 

on the accuracy or shortcomings of applications in accordance with the specified 

conditions. 

• Enter the service request data into the data management system in accordance with the 

guidelines 

• Issuance of receipt of application 

• Provide final results of services to the applicants 

• Provide information on the situation of proceeding the application in case of any 

inquiries from the applicant 

• Prepare a report on the results of service delivery to the chief of the OWSO according 

to the set principles 

• Perform other duties as assigned by the chief of OWSO. 

 

The group in charge of legalization has the following roles and responsibilities: 

• Receive a request for services to certify copies of original documents and a request to 

issue a copy of civil status documents 

• Submit a request for certification of the original photocopied documents that have been 

examined to the decision-maker 

• Send a copy of the request for a copy of the civil status document to the staff who in 

charge of civil registration of the DMKs 

• Keep and maintain certified documents 

• Report to the Chief of OWSO as required 

• Perform other duties as assigned by the chief of OWSO 

The cashier group has the following roles and responsibilities: 

• Receive a service fee from the applicant by issuing a payment receipt according to the 

defined service fee  
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• Submit the application and its attachment file to the chief OWSO to arrange the 

forwarding to the back-office staff according to each specialty 

• Maintain payment receipts in accordance with established policies and procedures 

• Maintain and secure the cash received from the service fees in accordance with 

established policies and procedures 

• Pay or transfer revenues collected from service fees to DMKs account in accordance 

with established policies and procedures 

• Prepare regular reports on the number of services and service revenues according to 

the set principles 

• Perform other duties as assigned by the OWSO Director. 

3.2.4. Back-office staffing 

The back line shall be under the management and responsibility of the chief of the relevant offices 

on units of DMK. 

Based on the roles and responsibilities of the offices and units of the DMKs and based on the 

functions that fall under the jurisdiction DMKs, the offices that shall be responsible for back-

office are: 

District Administration: there are 6 relevant office to be responsible for back-office included: 

1. Office of Administration and Finance: Responsible for reviewing and providing 

technical advice on requests for services to issue copies of civil status documents. 

2. Office of Education, Youth and Sports: Responsible for reviewing and providing 

technical advice on requests for administrative services in the field of education, youth and sports. 

3. Office of Land Management, Urban Planning, Construction and Land: Responsible 

for reviewing and providing technical advice on requests for administrative services in the field 

of land and construction. 

4. Office of Agriculture, Natural Resources and Environment: Responsible for 

reviewing and providing technical advice on requests for administrative services in agriculture, 

forestry and fisheries and the environment. 

5. Office of Economy and Community Development: Responsible for reviewing and 

providing technical advice on applications for administrative services in the fields of mining, 

energy, industry, handicrafts, trade, tourism, public works and transportation, and landfilling 

services. 

6. Office of Social Affairs and Welfare: Responsible for reviewing and providing 

technical advice on requests for administrative services in the fields of culture and fine arts, health, 

cults and religions, and employment. 

Municipal Administration: there are 6 relevant office to be responsible for back-office included: 

1. Office of Administration and Finance: Responsible for reviewing and providing 

technical advice on requests for services to issue copies of civil status documents. 

2. Office of Education, Youth and Sports: Responsible for reviewing and providing 

technical advice on requests for administrative services in the field of education, youth and sports. 

3. Office of Land Management, Urban Planning, Construction and Land: Responsible 

for reviewing and providing technical advice on requests for administrative services in the field 

of land and construction. 
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4. Office of Public Works, Transport, Sanitation, Environment and Public Order: 

Responsible for reviewing and providing technical advice on requests for administrative services 

in the field of environment and public works and transportation. 

5. Office of Economy and Community Development: Responsible for reviewing and 

providing technical advice on applications for administrative services in the fields of mining, 

energy, industry, handicrafts, trade, tourism, and landfilling services. 

6. Office of Social Affairs and Welfare: Responsible for reviewing and providing 

technical advice on requests for administrative services in the fields of culture and fine arts, health, 

cults and religions, and employment. 

Khan Administration: there are 6 relevant office to be responsible for back-office included: 

1. Office of Administration and Personnel: Responsible for reviewing and providing 

technical advice on requests for services to issue copies of civil status documents. 

2. Office of Education, Youth and Sports: Responsible for reviewing and providing 

technical advice on requests for administrative services in the field of education, youth and sports. 

3. Office of Land Management, Urban Planning, Construction and Land: Responsible 

for reviewing and providing technical advice on requests for administrative services in the field 

of land and construction. 

4. Office of Public Works, Transport, Sanitation, Environment and Public Order: 

Responsible for reviewing and providing technical advice on requests for administrative services 

in the field of environment and public works and transportation. 

5. Office of Economy and Community Development: Responsible for reviewing and 

providing technical advice on applications for administrative services in the fields of mining, 

energy, industry, handicrafts, trade, tourism, and landfilling services. 

6. Office of Social Affairs and Welfare: Responsible for reviewing and providing 

technical advice on requests for administrative services in the fields of culture and fine arts, health, 

cults and religions, and employment. 

 

Each DMK may assign the duties and responsibilities of the back-office to other offices 

and units in reviewing and providing technical advice on the provision of administrative services 

in other areas or functions that have been additionally transferred to the DMKs in accordance with 

the roles, duties and responsibilities of those offices or units. 

In order to ensure the technical review and advice on the request for administrative services 

under the responsibility of the relevant offices as soon as possible, the chief of the office can assign 

staff with specific competencies and skills to be in charge of technical review and advice on 

Request for administrative services in one or more specific sectors on their behalf. 

The assignment of staff in charge of reviewing and providing technical advice on requests 

for services in one or more of these sectors shall be determined by the decision of the DMKs at 

the request of the chief of each office. 

Although the staff is assigned to oversee and provide technical advice on requests for 

administrative services in one or more specific sectors, the chief of the relevant office is still 

responsible for the performance of those assigned staff in accordance with the procedures and at 

the time defined in force. 

Staff assigned to be in charge of reviewing and providing technical advice on requests for 

administrative services in a specific sector or multiple sectors shall regularly report on the results 

and challenges related to performance of their duties to the chief of their own relevant office. 
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The chief of OWSO has the right to report to the relevant office chief on any delays or 

irregularities in the performance of the assigned staff in order to take measures on time 

DMK may appoint staff in charge of the back-office in various sectors to work regularly 

at the OWSO or to work in their own offices, depending on the actual situation of the need for 

services in those sectors 

For DMKs that are using the staff seconded from the relevant ministries and institutions 

to provide administrative services through the OWSO, shall facilitate the transfer of those staff to 

be transferred to DMKs. If those staff do not agree to be transferred, the municipal, the DMK shall 

assign their staff to replace from them within a specific set time. 
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4. Working Procedure for Administrative Delivery through OWSO 

The delivery of administrative services through the OWSO of DMKs shall follow the following 

steps: 

1. Providing information and application forms 

2. Receipt of service application 

3. Payment of administrative fees 

4. Technical reviews and advices 

5. Review and decision making 

6. Hand over the final results 

The specific time-frame of the service delivery process for each step shall be determined by the 

decision of the DMKs based on each type of service and the actual situation of the DMKs and in 

consultation with the relevant chiefs of relevant offices. In issuing the decision on this time-frame, 

the DMKs may use the sample table in Appendix 3 of this manual. 

4.1. Providing information and application forms 

When people come to contact for information about administrative services, the staff in charge of 

information should be friendly welcoming and meet with the people directly at the information stand 

of the OWSO. The staff in charge of information must be friendly, gentle and use appropriate 

language. 

The staff in charge of information shall provide information at the request of the citizen, which may 

be related to the request for administrative services within the jurisdiction of the DMKs and other 

requests for administrative services not within the jurisdiction of the DMKs. The information to be 

provided to the public must be accurate, clear, concise and easy to understand. 

For citizens who wish to apply for administrative services within the jurisdiction of the DMKs, the 

information officer shall provide the service application form free of charge to the applicant, unless 

required by a separate regulation. The information officer shall explain the application details to the 

applicant. 

In the event that the applicant is illiterate or has a disability and is unable to complete the application  

on his / her own, the Information Officer shall assist in completing the application form. Assisting 

on this application does not require the applicant to pay a fee. 

After completing the service application form, the information officer shall instruct the applicant to 

go to the reception desk to submit the application. 

In particular, the provision of legal services (certification of photocopies) and civil status services 

(issuance of copies of civil status documents) does not require the applicant to complete the 

application form. To apply for these two types of services, the information officer must follow the 

following procedures: 

• Request for Legal Services (certification of photocopies of origin): The applicant must 

be instructed to provide a copy of the document he / she intends to authenticate in excess 

of the required number of copies, and must attach the original documents to the staff in 

charge of legalization task. 

• Request for Civil Registration Service (issuance of copies of civil registration document) 

: The applicant must be instructed to obtain a copy of the original document, intending 

to request a copy to be handed over to the staff in charge of legalization task. 
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In addition to providing information through face-to-face meetings with the people at the 

OWSO, DMKs can also arrange for the disseminate information related to the delivery of their 

administrative services by other means, such as through leaflets, brochures, websites, mobile 

phones, emails, media and social media. 

DMKs must ensure that there are sufficient application forms for administrative services at 

the OWSO for the applicant at the information desk or at the OWSO branch. In addition, the DMKs 

can also arrange for the submission of applications for administrative services within its jurisdiction 

at other locations, such as at the commune / sangkat and the official website of the DMKs 

4.2. Receipt of service application 

The receipt of application for administrative service within the jurisdiction of the DMKs shall be 

made at the application submission stand/desk in the front-office of the OWSO or OWSO branch. 

Each DMK can arrange for the submission of applications for administrative services within its 

jurisdiction through the information technology system or through OWSO mechanism at 

Commune/Sangkat in its jurisdiction. The procedure for submission of applications for 

administrative services through information technology systems or through OWSO mechanism at 

Commune/Sangkat shall be determined by the instructions of the governor of DMK. 

Upon receipt of the application from the applicant, the staff in charge of receiving application 

must review the application immediately, by taking into account the following: 

1. Check the completeness, accuracy of completing the service application. In the event 

that the information on the application is incomplete or inaccurate, the staff in charge 

shall inform or provide the applicant with information to fill in the gaps or correct the 

information that is not filled in correctly. For corrections of minor information can be 

made immediately at the submission desk/stand. 

2. Check the adequacy and accuracy of the attachment set in accordance with the 

conditions set out in each sector service application. In case the attachment file is not 

correct or sufficient according to the set conditions, the staff in charge shall inform the 

applicant to complete the attachment correctly and sufficiently. The staff in charge must 

inform all the missing documents at the same time to avoid providing this information 

too many times, which will lead to difficulties and time consuming for the applicant. 

The staff in charge shall not require additional attachments from beyond the conditions 

specified in the application and the standard in force. 

When it is verified that the application and attachment document are complete and correct in 

accordance with the requirements, and the staff in charge must complete the following 

administrative procedures: 

• Stamping and Dating Service Application (Appendix 4) 

• Log in to the logbook or use the OWSO data entry system 

• Prepare notes showing incoming letters (Appendix 5) 

• Issuance of application receipt (Appendix 6) 

• Submit the application for the services to the cashier for payment. 

For applications for administrative services that have been implemented through the information 

technology system, the submission of applications and attachments must follow the procedures 

and procedures in force. 
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In case the staff in charge this task is not clear in reviewing the service application and the 

attachment document, the staff can request to the chief OWSO for back-office staff to help and 

give suggestions. 

Separately, for the provision of legalization and civil registration services, the staff in charge of 

legalization shall issue a receipt to the applicant and instruct the applicant to pay the service fee 

at the casher in case the service requires payment of service fee. 

In cases where the provision of these services does not require the payment of service fee, the staff 

in charge of legalization shall apply the following: 

• For Legal Services: Review, verify and submit it to decision-makers 

• For civil registration service: The original document must be sent to the staff in 

charge of civil registration task to handle in accordance with the procedures for 

providing civil registration services. 

4.3. Payment of administrative service fees 

Payment of administrative service fees can be made by cash or check directly at the OWSO 

counter, or by bank transfer or by designed money transfer agent. 

For direct payment or check at the cashier's counter, the cashier must refer to the application 

receipt, verifying with the price list to issue a payment receipt to the applicant. The cashier shall 

use the payment receipt prescribed by the Ministry of Economy and Finance, unless otherwise 

prescribed by a standard document. 

For the payment of administrative fees through the designated banking system or money transfer 

agent, the applicant must submit the payment receipt issued by the designated bank or money 

transfer agent to the cashier. The staff in charge must bring this original payment receipt together 

with the application for administrative services and a copy to be kept at the cash register for the 

preparation of financial statements. 

It is illegal to charge an additional fee from the applicant in excess of the fee specified in the 

administrative service tariff for various reasons. 

The care and maintenance of payment receipts and the management of revenue from the service 

fees shall follow the principles and procedures of financial management in force. 

After receiving the service fee and issuing payment receipt to the applicant, the cashier shall send 

the application to the chief of OWSO for further review and processing. 

Upon receipt of the application, the chief OWSO shall immediately review the application and 

distribute them to the staff in charge of the back-office for technical review and advice. 

The period of examination and transfer of documents from the front-office to the back-office shall 

not exceed 4 (four) hours, except for the type of administrative services provided by the IT system. 

In the case of certain administrative services to be provided to citizens immediately or 

administrative services with a service period of not more than one day, those applications shall be 

sent immediately to the back-office without leaving up to 4 (four) hours. 
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In sending documents from the front-office to the back-office, the receipt time, date of receipt and 

signature of the recipient must be clearly identified by completing the information on the 

submission form attached to the administrative service application. 

For the delivery of legalization and civil registration services that require payment of service fees 

after the applicant has already paid, the cashier must follow the procedure below: 

• Legalization services: Send documents to the staff in charge of legalization task for 

review and submission to decision makers. 

• Registration Services: Documents must be sent to the registrar in charge of the DMK 

to handle the procedures for providing civil registration services. 

4.4. Technical review and advice 

After receiving the application through the OWSO chief, the staff in charge of the back-office in 

each sector shall review and comment on the applications in accordance with the set time frame.  

In reviewing and advising, the staff in charge of the back-office shall follow the procedures set by 

the guidelines or technical guidelines in force. 

For some types of administrative services that require staff to actually inspect the location of the 

applicant before providing technical advice, the governors of DMK must organize a working 

group to inspect and prepare reports in accordance with procedures defined in technical guidelines. 

After inspecting and preparing the report, the staff in charge of the back-office shall prepare a 

"report/note" by providing technical advice on the request for service (Appendix 7) and shall 

produce a draft permit or license in case technical advice agrees with the request for services or 

prepares a draft response letter in case technical advice does not agree with the request for services. 

In the event that the inspection and technical advice on any service request is delayed due to 

specific challenges or obstacles that require the use of time for further detailed study, the staff in 

charge of the back-office shall prepare a draft letter notification of delays by stating the clear 

reasons for submission to the chief OWSO for further action in accordance with the procedures in 

force. 

In particular, for the review and technical advice on the type of administrative services to be 

provided through the information technology system, the prescribed procedures must be followed. 

4.5. Review and final decision making 

After receiving the technical advice from the back-office, the chief of the OWSO shall review and 

submit the application for administrative services and the draft permit or license or certificate or 

respond letter to the governor of DMK through the Administration Director of DMK. 

In the event that the Governor of the Municipality, District or Khan has delegated the Deputy 

Director of Administration, the Chief of the OWSO shall send the application for the relevant 

services to the Deputy Director of Administration who has been authorized to make the decision 

directly. 

All issuance of permit or license or permit or certificate or response letter shall use the issuance 

number and seal of the DMK. After stamping, the documents and permit or license or certificate 

or response letter shall be sent to the chief of the OWSO for further processing. 
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For the review and decision on the type of administrative services to be provided through the 

information technology system, the procedures set out in force shall apply. 

4.6. Handing over the final results 

After receiving the application file and the authorized permit or the license or the certificate or the 

completed response letter, the Chief of the OWSO must send the permit or the license or the 

certificate or the reply letter to the staff in charge of application submission of the front-office of 

the OWSO to hand over to the applicant and send the application file to the staff of the back-office 

in charge of each field for keeping and maintaining. 

For requests for administrative services that have been decided before the deadline, the chief of 

the OWSO shall notify the applicant to receive the results as soon as possible. 

In case there is a delay in providing the decision to the applicant as scheduled or the decision can 

not be given to the applicant in time, the chief of the OWSO shall prepare a letter of notification 

to provide Information returned to the applicant stating the reason for the delay or the reason why 

the DMK cannot provide the decision to the applicant within the specified time. This letter of 

notification must be signed by the governor of DMKs 


