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This study focuses on administrative staff as the access point between
citizens and the government, and analyzes the problems and challenges found in their practices.
First, the interview survey revealed that the access point for overcoming various difficulties that
arise when citizens and the administration directly face each other is not only administrative staff

but also coordinators of intermediary support organizations, and that the layered arrangement of
the access point enhances the level of trust in the administrative system. Next, we conducted a
qguestionnaire survey of local governments nationwide. The results showed that the number of staff
capable of promoting collaboration with citizens was not sufficient in three-quarters of the
municipalities, and that institutional measures within the administration were required.
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