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Abstract

This study examines how the position of the public service user has changed in Moroccan administrative
legislation since the 2011 Constitution. It asks whether the legislator has shifted from a protection model centred
on judicial review of decisions already taken to one that regulates how decisions are prepared in the first place. The
analysis relies on a close reading of the texts that frame this shift, chiefly Law No. 55.19 on the simplification of
administrative procedures, Law No. 31.13 on the right of access to information, Law No. 54.19 establishing the
Public Services Charter and Law No. 14.16 on the Ombudsman institution, and tests their provisions against what

official reports reveal about their implementation. The study finds that Morocco has built a two-tier protective
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framework: a preventive tier that governs documents, time limits and transparency before a decision is issued, and
a remedial tier shared between internal complaints, mediation and the courts. This framework nonetheless falls
shortin practice, because many of the duties imposed on the administration carry no sanction, several depend on
implementing regulations that remain incomplete, and the Ombudsman's recommendations lack binding force.

The article recommends turning these duties into rights that users can enforce before the administrative courts.

Keywords: public service user; administrative simplification; Public Services Charter; Ombudsman;

administrative judiciary.
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