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Abstract

In today’s challenging world, the provision of public services requires a fundamental re-evaluation
grounded in the principles of sustainability and participatory governance. Urban sustainable development
necessitates a model that goes beyond traditional approaches, addressing the environmental, social, and
institutional dimensions of public services. This study, employing a qualitative and interpretivist approach,
aimed to design a model for new public services with an emphasis on the requirements of sustainable
development in the urban context of Iran. The research adopted a qualitative methodology. In the model
design phase, the statistical population included faculty members from the fields of public administration,
urban management, urban planning, and city development at higher education institutions, as well as
mayors, city council members, and senior municipal managers across the country. In the validation phase,
the population consisted of experts and practitioners familiar with the subject matter in Mazandaran
Province. In the qualitative section, 19 experts were selected using the snowball sampling method. In the
validation phase, 17 experts were selected using purposive sampling. The data collection tools included
semi-structured interviews in the qualitative section and an expert validation checklist in the validation
section. For data analysis, thematic analysis was applied in the qualitative phase using initial coding, theme
development, and theme refinement through Atlas.ti software. In the validation phase, the Delphi method
was conducted in three rounds using SPSS software. To ensure validity and reliability in the qualitative
section, procedures such as acceptability (expert review) and confirmability (expert audit) were employed.
In the validation phase, the content of the expert validation checklist was confirmed by several academic
and organizational experts for clarity and comprehensibility. Its reliability was calculated and confirmed
through the test-retest method with a coefficient of 0.88. According to the results of the qualitative section,
the final model comprised six main themes: (1) sustainable and participatory governance, (2) social justice
and inclusive service delivery, (3) sustainable resource and environmental management, (4) technology
and innovation in public services, (5) economic sustainability and financial empowerment, and (6) civic
education and cultural promotion. These themes included 24 sub-themes and 96 indicators. The results of
the validation phase confirmed the main and sub-themes identified in the qualitative section.

Keywords: public services, new public services, urban sustainable development.

Submit Date: 30 April 2024
Revise Date: 29 July 2024
Accept Date: 13 August 2024
Publish Date: 22 August 2024

© 2024 the authors. This is an open
access article under the terms of the
Attribution-

Creative Commons

NonCommercial 4.0 International

(CC BY-NC 4.0) License.



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0

Sl Jg% 3 53p drugi

VRV

Al w1y eses Sladst bl s 6l (b e il sl 5 elaxl (galanl gl skl 5s sl Sl ) glaans s
s ez omly & VU5l ol b 5 S jate J 58 SIS 555 Sl mabdan e o8 (00 S e e 3 S el oS
O vy GLOLS el 8L pl 4 (ST 53 . 6 e glalad j3 SN o o 5 ] g5 da Sy Sty
Ol s S lie 1 0T AST & Wilas § JXi (New Public Services) « .y 5 s s Slodsth o354 5 (08 F95 S e
& U ol (Barney & Arikan, 2021; Grant, 1096) ol 5l 4w 5 «($o305 ¢ o Sl wublis ( slazrl Sllae
el el (el 5 golasl ( Jasecan s gla ilr 05 Olpsa b gd Slr @il Cislas Cuenl bagd zew o
Lzes o yes Sladst Sl gl diadpa 5 gmeecS lie luilanl

Lolesle (g3,m0, Sl 55 <5 (Absorptive Capacity) o gl b« ki 5 (Resource-Based View) s « L
e i gLl 4 30 S sl s pleze 5l 3 Shes w5 e Slos a0lejlu oS s AST 4SS cpl (o A
> .(Helfat & Raubitschek, 2020; Zahra & George, 2002) 1.ib 5 =1 b 5 e 51 51 e (505 e 4
(83 aly Jhan Dgmen (@3l Glac bl b Sl iso i il Gl peges plaolele wlien Lagls el dinl,y ol
L Slosle sbyp slaas b s e o Ll (Teece, 2014) 5 & S0k Ll Sls, 5 5 solg ¢ pdicillanil 5 Slosle ¢ ,Ssb
il e bge 5 1 Sledst 3L 5 sl e s Sl sl e ol 3 1 Y g b (5L OISl

Sy50 D55 5 e S pde 53w pld g gla, e 3l S Olsea (Strategic Intelligence) «ss jal, o san wxsiS ans s
G AS3k s dadiag s lais 3 lalid case Lo (SleMbl dsplls wﬂc‘»ﬂ‘ =S 5 S pagie opl il 4 S 13 Olie 4 5
Liebowitz ) aus 3l Lame Sloatio b Sialen 5 Koyl (333 plapnenas 45 as oo Ol 55 ladlaslur 4 ol (55 281,
e 53 Ll e Wasyls ed 5o ehsa o ,maly Jiss (e s o (et al., 2023; Mohammed & Saadaoui, 2024
Hakim & Sohrabi ) .8 | wlul a8 s &S 5l Cusis 5 0lbs 8 3 p oo Slads | b Jasecan ;) WO
.(Yourchi, 2021; Tishegaran et al., 2021

L (adpn (gla jgdn a4y (i Sla e 31 IS ol o gee oot a3 p s slacssls U (S Sl 5 Ks (S
eSSl sl 5 (st Soa Ul e S0 53 g p i Sl g el 40Dt SUSHSSS e 3
(sl Clae Jsol b Ll Sleds 00 s S5 & jle o (Bechtsis et al., 2024; Werro et al., 2024) ..l - 5
S el ol 538 bl Il amws gl oo 1 0 Olgn B aib ol jes Jlisws slcalKs 2als 5 coledbl coles
Hamuda ) o Sae 6316 laslila 53 Jp 5 50505 3laausle e Calda Oy a1 6555 oo e 1 55 (53085 (S 02
(& Elshref, 2024; Saleh & Al-Hakimi, 2024

503 4T bl Sl 5 i, 4 a3 JSK2 s (Institutional Logics) (sslg slaghisn Coaenl 5 cpizman Slosle Silosl
5 ol (@olal ( (Koa b glahie 3l (glas gazes jiun 55 Wagyls g dex 3l s 5es slaslg (Thornton et al., 2012) ol

Geoe S Ll Slyobas L;ujijlﬁ,@q;,?ﬁ@\ﬁu_ 25l o 3 5dees L Culua \)Ladhgudusasm&ije-l

VoY



Personal Development and Organizational Transformation

el e bl [ aglate ol 155 65 el 65 5,8 s Lama oSl 35,1l 5 o elanal del b (ol slajltl
A Ll axlpe g Gla il LIl a5 5 J s (iluenly e 53 (S Ll o 5

J e (g5leesaad) (Competitive Intelligence) « ol i 51 6,80 g oo ses Slodst 55 J o Dbl Kos 5l
Wl SRl s el olamnl laslis 5 by lacyssiome aulin 35005 L agarlsn 53 S o SoS Lagsls g 4 oS ol 313
5 A St Gl Sy 4 45 b (s (Vriens & Solberg Sgilen, 2022) was 1)) sl b Salen 5 €ly50 5
aasdgn S5 55 (S,ed Olpde 4 Ll e 50 (SENsEMAKING) (sl Lo 5 s 51 680 g Il ara s 055 (Shaker
.(Weick, 1995) &S S Olaii 63 NESY k;.ﬂl)(,.;a 3 S mie gla s sl

0l plasil (6 e wrw s 5 Ol LS (n g opes Dleds o )ls (gadate Dlalllas o S14S das oo 0L Slasl 50 Il 0l L
sodd b aslaxs s éu)j;SJAEM Ssmse Sadde iy (s 1 g sege (63,08 5 g kS = s bl ol
Lls bl b gatd oYL S a8 S I GlaelSS cpsn s (ilwesly BB Ol 05z plas S 3 ek g o) s
I O e e I P PG R - JUE PR P T P PR O [P DS U5 WS P RO P PR
U Slp gty 5 ol quolr oS Sl o2 S 1S 5 s osee Slodst 3 e izl s 0 Bl sy
.(Paiuc et al., 2024; Teece et al., 2023) &5 -, 55 5,40 Sleds

IRl Bolo el 52 Gt Ik axe 5 35005 b s opes Dot S A1k aa b ol e D ol 4 el
Ll 0l il (6 6 55 o e o) O L o8 5 &S el B, 4 SSIL

b )

slolael o js Ades 5o g QMMUL”Q«Q\J?M» :ﬁbjl‘;ﬁ;dwlﬁ&aﬁ (Cslod gy A4S G g,
slasl 3l bsaslas U s 4 S o g Olawasans 5 08 o (&S W e 5 eslaal s gﬁ.:;.ilb.((&ﬁ)_)f 6ﬁ§m¢3» o0
e 53 Sy e slaed; e s slacl) Kl 08 5t ) ld A4S i 55 0SS oS Lk L Sls, 6 lee
S Olpde 5l gd odhal gl 5 slasl Olls e8) Slosle O ot Y (Il 55500 10 3 (e Sl 2 5 ol e (S
AEL e (S S s 5 (g pses Slodst) Come OLLE S 5 Ol ialo ¥ 5 (5285 slagg)ls e

S ke ) b ol e OO 2305 Y e s ol ) b lad e Ol iy ) sl 31 U g 05 (6l S 5, 90 Slo s
23 Ok gt b kil ale (3 0 5 ash s b bad e Sl 2 b L dlie Ol il Y et
S S (S Ggad s b G b ge w53 S AS OWLBT I b (S [ion 53 (6,8 & gas shaie 4y 525 slags,ls 4
Oy gLl (a0 Ll 51 5 sl i e OF 51 oy 5 3L aelsl (6 a0 Ll Oy B i 5 5 sl ) S ol
Al ey (it 35l ge  SLL slaaslae Gy o 514y gy 035 OB 1 51 5T el dim 3 O st ol - ke Ol a3

Qa‘oMTﬁ)CJ‘QMoJ&\‘\ QW(\)J)J}-)JQﬁﬁrbu‘éjlmCLZ‘MQ%»)U@JJUJKJZ))MLS;MJN

V¥



Sl Jg% 3 53p drugi

OB W s a-lias SNl N Jyis

N Y s b Slejle ey aaslw Sz S0 (Hazs Al S>> @,
e (JW)
Ny Sl Jlo poe A S5 sy g Sl - (g Cupoe o3 |
oo G saelas
Ny St Sloe e vy EFSS symiils &3l e 55l e Sy
NY o] olRails ole cin gac R G iS5 Gt yoal Ca e Sye Y
L
Nt Sl Glos pae \q Ayl ol )5 g el o i — (g0 Sy o 3,0 t
dnogd
No Sl (e poe Y S Sl g GpSpeed - (g Cupoe )] 0
oo SIS saelas
N# pole )l (ol ke 920 Y ©FSe ple Cupae = (s Supue ) #
Sl
Ny St e poe vy G55 gl Sl e 55k e Sy v
NA g el oBiils ole cim gac Yo GXSS ezl mlbe Cupae — e Cupoe 59 A
Sl
Na Sl ed (Sl e Y a8l (oulid)lS N Sy A
Ny - pole ©)lig (oole iep gas 4 ©F5Se S S5 y4bn Sy Ve
N pole O)lig (oole iap gae v SFSo g (hmhi Copae — (9o o e oy W
dauogd
NYY  ofy] olRiils ole cin gac v¥ S5 yzmiils St b -l s S e \Y
mn
NAY oyl oRiils sode ctun gac YY GCASS g hudai Cu e — (Ugd Cu o Sy \Y
Ll nngd
NAE ol olfsils ole cin gac A 5SS S g0l S poe 355 \f
.
Nyo pole O)lig (oole iep gae 4 SFSS g SxSmeedl - (g3 Cupde oy Vo
e SIS (iala>
Nys Soloyes Jle poe YA EASS G b — g5l s Sye \#
NVY oyl oRiils sode ctnn gac \A 5SS Ggmmiils S (54l Sye \Y
.
NyA &l drwgi Cigles \N% Ayl el IS Gt Gy yaaliy g Ll Sye YA
Nha pole )by (ool i gae A SAS3 S5l s 3be e )] '

GAS 305 Sy e pbolael (i 55 (6,80 sad iy 3 0Ll Ol Jlo (2550l S1m 55 6 e S ptelp 5 St o ke

il bl aad alas 31 s S Obtl (6,84 50 ST ol (6,850 L wlidylS 50,0 VW oslies oS o3 diadds dolad 8

035 _omiw 0 ) S obslael i s Sledbl 65515 8 1l 5 el eslinal AS iu s Laesls @jc‘g,lﬁ\ Olge &

sdome a3 LASE Slbl 5 (08 1 (6 S50 cdgde bald 3V (sla oy 2 5l oS 25 Dl abl s alss e 6lp o

wLm@u.i‘quw‘J.’dSLs\U_}\d)\ﬁﬁe\ﬁu}‘ww@eM%U&L&UJMQS‘JJA&)#Jibjfe:u:.w‘n(ug}.}

Vo0



Personal Development and Organizational Transformation

3 Salas 8 plablazal 5 lails e 53 0BT G o 8 515 g edel Jom alias OUT &8 S ot Lot 5o el ot
plmsl S-Sl calas (555 Sl edd b 2)lse 555 2 Mol @ 5L 5 D ple Sose s S B sl g 03 S OUT 4Lz
Db Gl e s 2B B sl e ol 03 bl G S1p S U3 e 25 e O o liie S b i S
Losls sy sl o Jlos) oalnig SlSG 5 s kil S s a5 il 5 pbite 4 4l OEAES S )L 5165t & el s &
5 P O ot 51 o L A3 2550 0352 LsS 5 Dol D050 ogd BB 051 o 3 ] S e ol Al e
S S bl sz sslien AL sy e Y el Sl i 6t S S B eds b, Dol s lse 5 20 S 15 sl
el 331518 s e nd Sl st e S el ol sl sde 05051 51 el Slaadl e en sl i o
o B 53 033 Cup b sl Cug ) ol S (Steen o 5 ed i gy Slos o3b b sline o s s sl
238 513 A 5,0 sLL s el acsle t/AA lie SPSS 5

370 () Sla S0 Oy 5 o s 6l s o3 el ool 0 sl o5 Julons (A 2s) 5l pble Gl (4SS 53
e glaair 5 45 515 ol 5l Ll e Ll kS e o s Sligm B s 5 atilosle |y baosls i, el el Waesls 055
Geios gl 6 93k (S WOl Sl 5 3.8 IS8 68 ool baosls o o 5 #1380 05 S s 55 15 Shasy § s s
357y andllae 3550 0 iy 3)9e 3 (SK DMl &S US s Iy D0 Sl o8 e s e 4 S Oldlae Sl eslinal sl
G plr oo 4 8 G Cumlr G OB QB sy se p a0 5e b DL s el pll Dliies 5 Sladllae s Sl L5 AL azdls
Sl Gees 5 sl pbaod) GLulid Gt Cua &S 035 ol Dlidess 5o o3 Lo gy Ol s Al s pedin o3l 0 b 50
LT3 G Y00 V) Gl sl 035 S laaly ol (G 3550 035 3 ST g Dl ol 5 b S a5
4 Llosls Ol slate s (glalo o (25 (Gl 33 (Y00 8) O 5 SIS e das s Sl o5 o sl 1 sl e 033
A3 S eslanal 5 S5 sy cpl 5l G ol o

5 08,5 51 e 5 L cJie e 3 OUT Crmtl Olgpe oy b S i 5 od b slaail po lolasl «lslasl iy 5o
A eslinal Kl aw b i ) cd S 518 238 el SPSS i e 5 s o 5 Slialos plil 5 s ST 6 S
cJos 3 550 e eslinu da;ﬁéuéﬂfmmaj)s CL«;,—\«J.&pzjjhgafjléw\ﬁsd?bdduuiwjlv_{iL;&J; =33
05,5 G Obe i Bt 4 5,05 BN &S ol (gl o J 28 355550 ol e 0 Jlste slaysn b b S 5l g e S A B
Jool slaaily i pl 53 48 ey plril 4 553 a3 faemme 53 (s Ay Al Cews ol 6o 5e S5 3L anadiae sl S
(Solie 5 Il Sl ) ol o e VT 3 6\.%,5 OB ot 5l s o) gl e Los S &1L SSE w555 ,a )
O3 O O P P ST P AU IT-ST -C I S K ¥l FFCIUE § SO e o pie ¥ Slods 00515 5 elarl Slae Y
1) el Olge b (sla 3 0 i ) ) Sor LB s | 65 sl 5 3l p P I siledals 5 sl
win SGJsl Ll 3l e 5 esg atis SO s slayan 5SS a Sley dols sls 13 08 Lt 6 S sl 5 (0 2is 0) B (s %S
w3 pyerme 53 A By o hasn cal 03 105 elal s p e Ll (g At 53 (o e s A plasil Al s AL e

ey plil 4y 93

Vo5



Sl Jg% 3 53p drugi

laassly
bl 8 ) e SIS s 5 e el ST les pr (do s VAIVO) 05,8 % 5 (Ao AV/YO) 550 15 VY sliad sliad co ot 14|
=SS ) 5 (hoy Vo/0) Sl = (6585 L8 Y (Ao YV/P) Slokinl = (6585 6 7 ((do s OY/F) (5,85 (g smedils 5 A
st BV (A3 VOA) a8 5 Jla Vv L6 T slad s g 6,55 (6 mils 5 Ayl ol ylS ol 3l ST les s (Ao s OF) slo
g Il Yo 51 mi st able gl 331 ST .l a3 Jla Yo 51 i (Ao,s /) L8 8 5 (Ao,s YS/A) JLo Yo b))
YET) oDl 13T olKiSls i 0 slws (Ao ys O/F) L5 ply oKl i) (o YP/Y) (558 5 Solidond cpole Solis 00 sl
3g 5528 Glacsols et Ol e 3l sl 3l ST s 5528 Slacs,ls et Ol e 51 (doys FYV) LA 5 (Ao

4 b slaslas 5 o Sl ol slaps G pmast s il el SLEST 5 35l w by e s Aol e (AS i 3
SO Gl o id 5 Sy 5l oy ol <=}€_AA Olge a (assls s 53 6 s Sl anw s 5 o, b s esee Sleds ngfll»
A eslinal anl bl aes glaaslae o gl s (Y00 ) Ol 5 s

S o) b ) g0 4 resls DMl g 5 " esls ;Ko Sle 50" Jols Waesls s Oas gab g8 ilaesls b &L.&T A f\f
u;)\;w,ﬁwuww;\&ﬁL;U{Q,L?;)wclw,;m;\;‘djlrtfﬁgj\d,ums(,wj\J?;:(u,ﬂ,u;w
sl 0350 (S 5 Slas (g gt on) b Oy po 40 baesls 0Ll 5 "laesls 5 S Sl 5L Jola Wesls 53 gus 54k 5e
534S sl yaskise ¢l§ ol s tlaesls 5l ad gl Glaas sloul Cgar 55 Wesls L 3ams ua_L..;T 5 0Nl tad gl S slwl :Y flf
i Ll el e seie STV (il

GIIIEUS slaesls 4N aar 05,5 € 0 5 i S oS LB s il ladS ghuaius 1o S aUS g i Y Al 4
45 ol s 5 edd Gl cadsl S FIV o 51 IS YY) S 15 Gl il (1S5 6ladS (S ol Ctllae 5 oy 1 Sl o 10k
A3 S laxl S

(23 4hb) (23 5 s 3l Jool s (1) it 53 0T (am3b 5 Wagd 51 (slas gooma sboml 28 3 (slagd (58 IS5 o al> o
3l e ek plelid sl IS TV Sl aad sl (650808 Al e 53 el 0 A5 slalame o sl sbons) a3 ol 5l Gols el o]
u.pjédbmvj(’mx.?c(wh,é»g;p'-t.u)p:Al:-]ad)LlfJS)an-.,\.i;ﬁg_é.l}JSYY\ Sld (651,58 lads Gl g lausS cpl oy
A ol (U5 4 Ll sl slasS L (Lo b slaeib)

(mlian W) p9° o o 5 II8US 55 (8 sbarb) o5 le.ar.‘imgu"@\:a Y Joa

Jexe =R )
S5 Y = S0 2SI g o> axwg[NY-1A] oo slogs5lis \

ST — g sl b o G pae 5 jluangl NVA-Y]

IS5 Yl leisle wlas 3l eslixul[NY-0]

S5 F ol s 5 0 slagsyslid 65,0 b S s, el INY - -]
S5 F = laasy e 5 azog o jbwcilas ailele slxg[NYV-1] @5l 5 cdlad v

IS5 F -1 ,8kee ager glai,lS LalNF-1Al

JSSY - asuie g 50 (00350 sl y 4 o555l [NF-1Y]

S5 F -l e o Shas p Jitans &, Ws[NYVY-1Y]

AR



Personal Development and Organizational Transformation

S5 Y - e sloazs 5L sbxl[NVY-1Y]
ISIY =55 slaylS g & ply (sllacl ;5 SL b Julss g <5 Lew[NY -1 Y]
IS5 ¥ -SarsS sla 5 g’ (sl Slle 2alsINYVA-Y]
S5 Y - oy Y gamme ag 5l coles[NF-1I]
S5 F -6 e (samazdgr ;o cudlas[NY-1V]
IS5 F —sancagll bl mlie apass[NY - -¥]
LS5 F -l slaanie siloainge b s o s slaasy ol NA-VI
S5 Y~ eges sladi i )3 (59040 I BIINYFN Y]
S5 F =g e pyes gl ilis slajame ye0o ys lae ol +IINY-#]
S5 F -5 et wlalss b Sl s ,95 p[NVA-A]
S5 ¥ = e criled 40 (g et Boi> e[ NVY-4]
S5 Y =6 e Slaas gl Blad slaasbnn] cpaus[NF-V]
LS5 ¥ —edslas (slls o3l gl bl sl [NY-1 ]
S5 Y g e Sslin 5 iy g iwd sl e g s b slalas (> LINVI-1Y]
S5 F = 5ole] s sl o] wleas sis,IINVY-Y]
S5 - ages Jiig e sloclu el NY-Y <]
S5 F 5 dadign e SLLWINY-1Y]
S5 Y =T syt Sleas [NF-¥]
IS5 ¥ e il plas 5 windign Sl geins cea[NVF-4]
S5 F —aietien &l slapien sl [NVA-Y]
ST~ Hyot 5 g slepleslo b sl ) SealNVY-0]
S5 ¥ =t ool (slp S e slaog SIS Slowl[NY-1Y]
S5 Y ~la st e ledlbl (6,138 S zs[NYVY-A]
ST - s 5, G ol o sl (Sealea[No-1]
S5 - 0d Sl 5 S 5 cbsle=[NY-Y -]
S5 ¥ - e slapliws b ynSTNYA-YY]
S5 ¥ s gl 0,5 iy 6l 6,08 e o ol s cslS[NY Y- 5]
55 ¥ it 43 o (5L 55 5l 6T 5l2 NAF]
S5 Y~ Jalss (sl sogeas (slalas sbxl[NY-A]
Y = e e o wildbogls slacidlas g oles p3 50 (slaog S 5l culom[NY -1 F]
IS Y = e sloiz] sloaSis o suNYY-4]
S5 F et Gl b5 o slazzl slaslisg, (6,155 »INVY-10]
IS5 F —gl a5 1 losls SWS b Gl e 4 i slacs e 3590l [INF-1Y]
S5 F —pg,me sblie yo Jld!l phaw slis INV-Y -]
S5 F = pgan 15 6,558 slaazag cil,o b e gl 45 SIS slaces s sl [NYVY-$]
S5 F - e sla sglss capm NV Y-1Y]
S5 F =65 Slony S e LSS 5 090l 59 31 Tae 51 ally SSs[NY -0
IS5 F - yeed 8l glaasl (ol >IINY-1]
S5 Y —all; s sTanr sloolSinyl sl [NY-#]
S5 F - oges (390l b ally adys el INVY-F]
Y i s psas gl (Si2 b slaaS ) 2INIY-1Y]
S5 ¥ = ien g Uiieel b (Saaben g Joles (b o)l ;0 (6090 Jgol (550 [NY-1]
S5 Y —slilaie 5 e slaaSios 5 oaile, &b 5l cisu BT sloasl  anwgs[NO-1V]
S5 Y —laaile, o K3 slalgime sl [NVY-1Y]
S5 ¥ —Gilises sblie )5 (08 SUISG! ojlgie ass5NY-4]
S5 ¥ = oges Jilg o & Ly (o s N VA4

e s, gewns 5l colex

St (o Zu e

Soligh

Siuilee Jolas

cloix! Jobss slas )

oladl g jlwaailss

¥y b yd g

Sleds &565 50 gl

VoA



Sl Joxi § 58 # drwgi

S5 Y —gblie 1o (igal (S Sloss 535 wal SINY-0]
S5 Y —Gilie sblis a5 ous eols (plaisl als, Sloss o ases &8,[NO-Y]
S5 F = laig et el S Lie ailebes sl [NVY-Y]
S5 F -l aloe poaine Hpam b e (ciusles Slads o )l55 pINF-1Y]
S5 = e e slal 98 LS5 INA-Y]
S5 ¥ - 508 slossn 3l 3y955k <l o [NVE-Al
S5 T - Cusn Zagi Ty e slaoliiz 5135 s[NA-VO]
S5 Y - (Sam b slasles sl g Laas[NY-V]
S Y - Kimjh (6 K80 S dnwg slaaaliy s> IINO-TV]
S5 Y —als 4 3l e SNV V-AD
IS5 F —ane SaS 5 hles laz,b B o wal,508 Lasl 6l (Sane (el 4 SWSINY-10]
IS Y =585 5 el s, gl Sloss (5,153 Cde 5 (5515l o5 anwss[NV-A]
JSS Y =155 S Ol 58 s i Sloas anwgs[NY-11]
S5 Y gl bl 6l (B0l sloasl ()55 2 [NV-Y]
IS5 Y~y Ca e o b5 e sl INY-1Y]
S5 Y s e chliseo (3blie , 065 sl s b (slald coial 5o [NF-Y]
IS5 ¥ - iyl sl 0,8 wal SINY-11]
IS5 F =5 sl geenS 5l loe colox[NVA-Y]
JUR G g DYOV-S KW PP PO I oul[NYY-Y -]
S5 Y =6l ale s sloogs ) Colax[NV-VA]
S5 Y - gl adlaial 3 g bl 51 2l oAl e SaxINVA-YY]
S5 Y —6, 5805 5 Koo b mylio anwgi[NF-1 -]
S5 Y = (60l g (soudy93) pidiyass sla )l axwgi NV Y]
S5 F el ol & lSSley 3900 p3e 5 e slaplails o 5553l (550 0[NP
IS5 ¥ =G paeeS slas,glis 5l ool [NF-Y]
S5 ¥ =Sl 550 6l Jlo slogsaelNVE-Y]
S5 Y = ayl58l e g 5,8l o il 95ege b (Sao 5 I (Sogll Ll [NS-Y]
S5 Y=oV (slagyop (53,8 sgusmalNA-0]
IS5 Y = Fogll 0,5 e sl Sy Jiig o> (sl INF-Y]
IS5 Y —ean¥T mlio (gl &l Kises oilsd JlasNA-VY]
A5 F - gladlate 5 lome sloaSid 5 ol Bk 5l 545 5 sopes Sublagy Jpol G300l [NVY-4]
JSS Y =0 Ca e sbo g9 (555 #INY-F]
S5 ¥ - gt i b pgas 10 il bsel slaas y «il[NA-1f]
S5 F —ager slalad jo a¥gtue Jlid; (5350l [NVEVN]
IS5 F 5,9k 55 paasie slag s S350l [NA-F]
IS5 Y — 6005 50 3y 65kd & LaT g Lmasie ol pae 5l eolazul[NO-VF]
S5 Y = agas Sloas 1 6,5L8 ol yslive 51 s S0 NVE-1Y]
R SRR RSPOUCIWIT |\ ATy
S5 ¥ —lap il s ax LSs Sleas 4l IINYVA-¥]
IS5 Y - e solitl ol L 508 59,5,15 slo Syl > bINA-1Y]
S5 ¥ = iy s s o gl saseds leas &l IINY-10]
S5 ¥ - egian et e sy, anwg[NYVAS1 0]

oyt S Lo

e Cogn ol

o] sloog 55l coles

iz lae

Lmui)o S E S

Sk 6551

la Sogll zals

6.:';,)'9,01 sloadl

Slaas s ks S aas

FE

Sloss 55 (64l55

\§

Yy

Yy

v¥

ARR



Personal Development and Organizational Transformation

2 (ombae GHYL) o g Al 0 $5as s s 51 foucald) pgal S &l OG1: ol glags ‘5JIJ§¢U,U§,¢ 0 flf
(ol ib) Jol 5% 4 a5 53 g1 0l (Siutions (23 aib) o3 o3 YT LB 55 & g oS 4F (5,088 5l al o
NP Ipe

Fal o 51 (1) pdr a1 ol ol il 1 518 S 5 S o 5158 ag P flf

G g SR slaasls 5 (o slae (ol slagd skuaims Y U

oals slass =2 ey slaw A RPN @,
@l s cdlal a8l s sl SleS> )
. ¢ oy &Sl Y
o9 ZueSl> ¥
Slesd w558 0 Galy b Sl g el cllas 5
ailden g ws Sloas 4
iz Slae A
e gl2d Laa> Sl \e
\§ ¥ o Sogll sials A
Sl 55! WY
dedgr b Sleas )5 6y5le g 50k Y
' ¥ Sloss 1 gyslss '8
oogos Slaas 4 il Sl T anss \&
LS)'?{“’ g;|Lc Co pde 9 6.)1.4’1.5‘ d)l_\.’l.\ \Y
o] o isugss e gjlwazailys YA
Vs ¥ e sl g 5l Culom V4
solazdl ‘_;)'L»A;.ojl’} Y-
GVt Sipp gy il g sileSin A
el sloas R YY
\$ i
shoe Cuge Zosis Al
ezl ol sl )| Y¥

:»J?da:cl)\(\)J&;Cﬁp‘u@bﬂ_&);é,@)@g

M.



Sl Jg% 3 53p drugi

/~ N
o gl g b S s>
4 ™
I X . Rl g cudlad
Slond i w1 9 g Sl LIl “’J:; .-i-,u..
Olodd 29 30 @il il Jolad
4o (g g oyl cusl>
Piscanl sloog F 3f cale> J |
o JC8 | A B
/ N/ casomes «s-"m-w ersﬁ;'wMﬁ
S0 S o g @il o oo " R II (5% 305 Kb g 5
. —
o oo pta -\ g1 g 5o Gﬁ-ﬂ' j'l w907 (sl doli »
o sl B> wlme Sa g Lo gl
b ST Linls weloit Jolai gl 1 /
. Sl g3 1 /
o
e N | e ety g ol .s;'-u}e\
0908 Olodd 13 53979 9539l 5 Mo capse
Kendgh sl BT 38 s £ g
g™ I.Sblstu UJ"“ lfl'“Jujh.‘“‘ i wilo>
Slosss » GJ;TQ 60‘.&51 Gjhmlﬁ
\ woges wloud 38 4l jglid o ¥ uai / \ _a/
. S

S Al o ot — Ll b 53 (5 LI A5 305 b g e ges Dleds (K1Y S

S o Loy

S5 slal @ Olajes x5 A3l (e IRl ann s 3005 b s eges Sledt b i sl DL Sl Ghagn sleasl
Ll K5, $3leSn s 3Ll b (sl 5 ol aeia s e Cupde (plarl Al (Sl Sl S
a5 Dbl ghmds 5 4 LS LCA;-LSJU.,@: CWJJASJ}M NeEEY u,a;'-uvjup;v;\‘\‘ JB s L;Lal{.;u;:.zk-ﬁl
5@ Jols (Sl (lis wsle (gl le 5 slaadlse Ols by s SN ol S e W11 (5 et Sleds a3 Sl
s AT s slacsle s (e S e o glags sl Aile (Bl olis s s et el

At o0 S Lk iy Sy 5 i o8 5 e b oSl e Sl oS Ol 1S 5 Sl S il
AST o5 ool Ll yon (Thornton et al,, 2012) glawsl b Jue 5l s ol ol il Sltle (056 CoeSb 5 (isuile
b s Laadl (piman ol (6,8 el Bt sladnl 3 Uil 5 ol slaghin Ole (Salen piies S50 Sl oS A8 o
DS, S 5lie e (S3lpeanal 5 (S0 S5m0 03 s 62,805 gp HE 45 Aizs (Mohammed & Saadaoui, 2024)
oo 3 S daslg Ol Joles oS das e OLES Laaly o (SENSEMAKING) (s 5o S 30 4l Jae 31 das o 0LES ARl

(Weick, 1995) s34 1 5 0laii 63 Ol L3 S 2k glalns &5 Conl Lol IS

WY



Personal Development and Organizational Transformation

WSlods 55 55 S pl o il ge 5 Sl oS 30 SRy S eS Ll Kosjlacleds ous 815 5 elal Sllen o (Js 035 du
wbas Ale g Ol b laanl )i S e s 1) (i SJe) 5 pdbcanl (glaes S 51 Colem) dasilrdan o 2
LU eses LOLle (AS o oylil Ll e b o i s (Zahra & George, 2002) 5 sboles 5l 3l a8 Slae
525 aoms (5o 555 Sl 4 55l S o5 53 als S 4y 5 Sl Ly 01 s sl L Ja e e 515 L1
pad el 3 ggite SalS il LIS 5 065 sl e slaces b s (5 ed ol o olad slas il 1b aSle Sleybge
S e Gib )l Lol 515 aST S (Grant, 1996) b six he slorl il s 5 Koss b (rasy cnl sbaesil
el Kialen 315 o olair] anw s (Slacgd b slol 4 ¢ Saus I

«Laaj;)ﬂ G (G (slad L) dbilany Sy p o) o 8 ool Coeal bl ol o Y does e So e i 5
L slacsd b das o 0L oS 5,15 e (Helfat & Raubitschek, 2020) sla Jo b gl cnl . izsls 45T Gl 65,0 5
Sl Pl 4w Ol aS Wsls Ol baasl ieman 3l Laolesle Il s See 55 wlll 28 eseecas s Gy pie Al
538 QIS s Ll et mla 3 ey GOl o e a4 53 Lagls g d (B raneS Slagssld 5 didid
e Sl oS S e 0l WGl ol s ST 53 lioms (93,80, J2sa o b5 (Bechtsis et al., 2024) oL b oyl
A dalst LeTHL 5 UL Sleaas 4 e 0555 o 5 (slmer s S

W S5l kit sn e adl 3o slemr &5 35 Shasy laal cp Jalisls 5 (S 30 (nsee Sledst 3 (o3l 5 5 S5l day
Ly Ol dmw s 55 Lagsls b Cadbge 45 Ln g OF 5 Sl baanil ai o ol 1) (lodst 55 (gslsh 5 14l 5k Ll S aas
L agxlse 55 obojle sl slacll oL ,s (Teece et al,, 2023) andllas L olSts ol ool tiadiga S e8> L (5,508 plesl o
(Paiuc et al., 2024) L. e.L;”:CJla.a (obas Gy 4l b fags glaanl -oean 35l Cllas Jliaes Jso Lol
u‘ibi““" 4 e U5l shalas el uf.vaj_e ol 52 Ll egee Sleds 53 (655L8 3l eslinal S e Ol S l:.wb(,.a
555 L oo (5La(..:m:.~ L OG5 g

L8 S 5l clem lael ;s IRE S (S S S pde) o ool (b giledaily 5 gslabl ol s s
sla J s b e pou ol glaasl . ud bl Il (6 60 anv s (olal slaal Olpeas (golal (g 5ladiasl 50 5 (e
copaman s Cisllae Jlosle s Sles 5 Jbo s pdbblanil (g5 ual;y (5 8, Ol LUl 252> 5> (Saleh & Al-Hakimi, 2024)
P03 B WD 5 g 3wl s 265 Cuje sl b 4l Lol S 1S e 45T (Barney & Arikan, 2021)
Sleailysls s Ka b 2o 53> I ml b Sl onsn (selis mbe 4 sup 5 iy ol 53 A3l e slie (g3l OV o
el (6 IS il slas Sl

Cosd o) ol gnl Glaasl ) (s g Kim 3 oA Al s sler b s (ks e sl 5 63l b da wulg s
das e Ol oS el (Hamuda & Elshref, 2024) 5 S5, b susn Jiso ool glaasl 1 T (elerr] Jalas D 5 ( Joes
(Liebowitz et al., 2023) « poeen .ol D155 L Jolas 5 psle Soisel o e el 5 ailysls Slosle Ko b oS IS

b_..\fliu“ﬁl)é\uoidcwe-luiﬁjﬁ)ng,.:.ojj;ﬁl:.us”lﬁ. j\;%sd,:m“;l)égﬁ\,u:ﬁ%uuoujusx,\m

WY



Sl Jg% 3 53p drugi

Slaomn 3has 2153l 5 (S5 8d 35 gl el 0 diS ome slaslg 5 0I5 6 Ole b1 Ol Rl (sl e 5l (S5l 3 &Sl @ a5
S o5 L Sl eSe glaaly Ll
Sl SeS 5 esee DLk o5 53 s 6 Slaclr b lulyes e Jtags ool s eyl (Sl g e 3
Slaspr e slgide Olnl Glagla el Sl gt 5 Slles Jue o slacaaly (85 5 5o bl andl g aSl o
Wl Laaly ade lael 5 o g plonsl sdiasOLES (i35 (5 mle 53 el e alie Lo plulid iS (glaailse
arlpe Alr L1 S oLl e bl plu 4 Ll (5 plipmens & ol OF S Comle o (R ssy onl lacos sdome o Soge 51 SO
SLelB s SLisl 55 (6,8 s Comge ol Sas cdiadda (5,84 s Sl eslital 5 O3k Olisl 5 fass S el (uoen S
e (F 2 s (g 23 048 55 5 (S 5L A5 03 28 sl (Wl 53 Slag 5 Jle e Sy sidome 0l o Do LSl 0l s
2 gl bl zb s Lollls 5 s Corse camlaas Oloj 5o lags,ls gl s AIS
S 6 Oln dlaes alals oo B 555 oslinad (oS 5 S S 5) ail sl 3y S ol sla 2oy 55 355 e sleniy
(Soa b bl L Olal il slajed 53 1 Jie (al D15 Gramet 355 sdomin 33 S5 DML s G adle e
LS Slo o s p cinl g edle 335 oal b e pasls Aol b Galas OISl b3S Oge3l ogline Jaseany s 5 (5303
s Gl gn slata s ede 2500 15 e DLl elear) e 03 0T sl S0 (55l pnse 5 035 0nl 2 BB
Sadul 3 G 1y (S3lupaal ol 5 S aslinal 355 (3l lasltla 1 b3k (sl eddail) e 5l a8l 5 e Lagsls e
5 et sl o e (g3 8l s 03 53 Lasls gt Sle Ol Sl ol Colda ks 5 Olid ) seS Lo
CIB s gy e sl b iamaa das L1581 Jde cpl (gl (6550 g Ll e S sl SLlB) e 51 elaz ] Cllae
L Jde slaadlse Jas (s3luesly aes «Momn o 53 (2550l (SlacpmeS 5 (S Lie (s Slap iy o S Lo (sla S
ke g0 v_alje
SRS
Al Joe ar Sl 5 S5 Ls S alan il Jrassy cnl elnil 3 oS LS ales S
Ot 55 S e
L Sl Sl i 08 d 5 elad sl 5O s
é\.’..o oo\
2l s gy bl sl dﬁ@a ol axlllas rl;u'\ 33
A (5l
el oy B ol rasy el 5 55 b das e O gl ol hash e ales )

Extended Abstract

Introduction

In the current landscape of urban governance, the transformation of public service delivery systems

has emerged as a fundamental requirement in response to growing environmental, social, and
institutional complexities. Traditional bureaucratic models rooted in hierarchical and command-

VY



Personal Development and Organizational Transformation

control paradigms are increasingly viewed as inadequate in addressing the multifaceted and
dynamic challenges of 21st-century cities. This is particularly true in developing countries where
urbanization trends are accelerating, public expectations are evolving, and resource constraints are
pronounced. In this context, the emergence of New Public Services (NPS) has shifted the focus of
public administration from efficiency-driven models to those that emphasize democratic participation,
transparency, sustainability, and responsiveness (Barney & Arikan, 2021; Grant, 1996).

The Resource-Based View (RBV) of organizations underscores the need for leveraging internal
capabilities and knowledge as strategic assets to achieve sustainable performance. This perspective
is increasingly being adopted in public administration to understand how municipalities can develop
strategic competencies to deliver value-driven services aligned with sustainable development goals
(Helfat & Raubitschek, 2020; Zahra & George, 2002). Urban municipalities, in particular, are expected
to act not merely as service providers but as strategic policy actors that enable inclusive growth,
environmental stewardship, and participatory governance (Teece, 2014). Accordingly, the integration
of strategic intelligence into public management becomes essential for navigating complexities and
making data-informed decisions in service design and policy implementation (Bechtsis et al., 2024;
Mohammed & Saadaoui, 2024).

Strategic intelligence refers to the capacity of organizations to gather, process, interpret, and utilize
information relevant to future planning and decision-making. In public sector organizations, strategic
intelligence facilitates foresight, anticipates challenges, identifies opportunities, and strengthens
resilience (Liebowitz et al., 2023; Vriens & Solberg Sgilen, 2022). Particularly in urban settings, where
uncertainties are intensified by socio-economic disparities and environmental risks, the ability to
operationalize strategic intelligence contributes to more agile and inclusive service models (Hakim
& Sohrabi Yourchi, 2021; Hamuda & Elshref, 2024). This approach is bolstered by institutional logics
theory, which posits that organizational actions are shaped by a constellation of cultural, normative,
and cognitive elements embedded within the institutional environment (Thornton et al., 2012).
Municipalities operating under varying legal, political, and social constraints must adapt service
models that reflect local contexts while aligning with broader sustainability agendas.

Despite growing scholarly attention, a critical gap persists in the literature regarding the formulation
of localized, multidimensional frameworks for urban public services that integrate strategic
intelligence with sustainable development principles. Most existing models have been
conceptualized in developed contexts and emphasize technological or economic aspects, often
neglecting the cultural, participatory, and institutional dimensions necessary for contextual relevance
(Paiuc et al., 2024; Teece et al., 2023). Moreover, few studies provide operational strategies for
integrating citizen engagement, digital innovation, and environmental responsibility into the structure
of municipal services. Therefore, this study aims to address this gap by designing a comprehensive
and empirically grounded model for New Public Services in Iranian municipalities that incorporates
strategic, environmental, and social components in alignment with sustainable urban development.
Methods and Materials

This research adopted a qualitative and interpretivist approach to explore and develop a grounded
model of New Public Services tailored to the urban governance context of Iran. The study was
conducted in two main phases: model design and model validation. The target population in the
design phase consisted of academic experts in public administration, urban planning, and municipal
management, as well as senior practitioners including mayors, city council members, and senior
municipal managers. In the validation phase, experts from Mazandaran province with in-depth
knowledge of public service delivery and urban sustainability participated.
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Snowball sampling was used to identify 19 experts for the qualitative interviews, while purposive
sampling was employed in the validation phase to select 17 participants for the Delphi rounds. Data
collection in the first phase was performed through semi-structured interviews, and in the second
phase through an expert checklist survey. Thematic analysis was applied using Atlas.ti software to
identify codes, construct themes, and refine categories. The Delphi technique, implemented across
three rounds using SPSS software, was employed to validate the model and determine the relative
importance of identified components. The reliability of the checklist was confirmed through test-retest
analysis, with a correlation coefficient of 0.88. Credibility and confirmability were ensured through
member checking and expert review of transcribed and coded interview data.

Findings

The thematic analysis in the qualitative phase resulted in the identification of 96 indicators classified
under 24 sub-themes and 6 main themes. These six core dimensions are: (1) Sustainable and
Participatory Governance, (2) Social Justice and Inclusive Service Delivery, (3) Sustainable
Resource and Environmental Management, (4) Technology and Innovation in Public Services, (5)
Economic Sustainability and Financial Empowerment, and (6) Civic Education and Cultural
Development.

The first theme, Sustainable and Participatory Governance, included sub-themes such as
transparency and accountability, public participation, inter-sectoral coordination, and the rule of law.
This dimension underscored the importance of democratizing decision-making processes and
enhancing trust between municipal authorities and citizens.

The second theme, Social Justice and Inclusive Services, encompassed equitable distribution of
services, universal access, support for vulnerable groups, and gender justice. These sub-themes
emphasized the need to reduce spatial and socio-economic inequalities in access to urban services.
The third dimension focused on the management of urban resources and the environment, including
themes such as waste management, green space preservation, pollution reduction, and the adoption
of renewable energy solutions. This reflected the growing urgency of integrating environmental
sustainability into municipal planning.

The fourth main theme emphasized the role of smart technologies and innovation in modernizing
public services. Sub-themes such as smart cities, green technologies, service innovation, and
technological specialization were identified as pivotal in driving efficiency and responsiveness.

The fifth component addressed economic sustainability through efficient urban financial
management, diversification of municipal revenue streams, support for local enterprises, and
empowerment of marginalized economic groups.

The sixth and final theme highlighted the importance of fostering civic identity and engagement
through cultural campaigns, educational programs, promotion of local heritage, and initiatives to
enhance social interaction among residents.

In the Delphi validation process, each of the 24 sub-themes was assessed by experts in three
rounds, resulting in consensus on their relevance and priority. For instance, in the governance
domain, rule of law and public participation received the highest importance ratings. Similarly, in the
environmental dimension, renewable energy and pollution control were ranked as top priorities. The
findings indicated strong agreement among experts regarding the applicability and
comprehensiveness of the proposed model.

Discussion and Conclusion

The proposed model of New Public Services reflects a significant evolution in urban public
administration, particularly within the Iranian context. The results affirm the multidimensionality of
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effective service delivery, where governance, equity, innovation, and environmental stewardship are
not isolated pillars but interdependent components of a cohesive system. Unlike traditional top-down
models, this study emphasizes citizen-centric governance that fosters engagement, equity, and
accountability. By positioning municipalities as facilitators of collective action and innovation, the
model redefines their role in achieving sustainable urban futures.

The dimension of sustainable and participatory governance aligns with international discourse on
good governance, which underlines transparency, legal accountability, and civic participation as
prerequisites for institutional legitimacy and public trust. Through thematic coding, the study reveals
how municipal performance can be enhanced when citizens are not merely service recipients but
active co-creators of public value. Furthermore, the institutional emphasis on the rule of law signals
a shift from discretionary governance toward predictable and rights-based management practices.
In addressing social justice and inclusive services, the model underscores the ethical and operational
necessity of reaching underserved and marginalized groups. It challenges the status quo of unequal
resource distribution by advocating for needs-based allocation and proactive inclusion strategies.
This resonates with global movements toward inclusive cities, where all residents, regardless of
socio-economic status or geographic location, have equitable access to quality services.
Environmental and resource management components of the model affirm the urgency of integrating
sustainability into core municipal functions. The alignment with global sustainability frameworks is
evident, especially in the emphasis on clean energy, pollution mitigation, and urban biodiversity. By
embedding ecological considerations into service delivery, municipalities can transition from reactive
crisis management to proactive resilience-building.

The technological and innovation pillar of the model reflects the transformative potential of digital
tools in public administration. However, the study goes beyond superficial digitalization by
incorporating technological specialization and citizen-oriented innovation. This ensures that
technology adoption is not merely technocratic but culturally resonant and socially inclusive. The
model advocates for strategic investments in smart systems that are responsive to community needs
and adaptive to environmental challenges.

Economic sustainability, as detailed in the model, is crucial for ensuring that service innovations and
governance reforms are financially viable and scalable. Through improved fiscal management,
revenue diversification, and support for local entrepreneurship, municipalities can reduce
dependency on central transfers and enhance their financial autonomy. Empowering economically
vulnerable groups also contributes to social cohesion and shared prosperity.

Finally, the inclusion of civic education and cultural development highlights the role of social capital
and community identity in fostering urban sustainability. Civic literacy, cultural expression, and
participatory rituals are not peripheral concerns but integral to building resilient and vibrant cities.
These elements strengthen the relational infrastructure that underpins effective governance and
collective action.

In conclusion, the study presents a robust, context-sensitive, and theoretically grounded model for
the transformation of public services in urban Iran. It provides a practical blueprint for municipal
reform that is responsive to contemporary challenges and grounded in principles of sustainability,
equity, and innovation. The model’s comprehensiveness makes it a valuable reference not only for
Iranian policymakers but also for other developing contexts seeking to reconcile public service
modernization with sustainable urban development.
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