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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.
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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-
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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.

AV



Sl Jg% 3 53p drugi

References
Barney, J. B., & Arikan, A. M. (2021). The resource-based view: Origins and implications. In R. E. F. M. A. Hitt & J.
S. Harrison (Eds.), (pp- 124-147). Blackwell Publishing.

https://www.scirp.org/reference/referencespapers?referenceid=2301136

Bechtsis, D., Panopoulos, D., Vlachopoulou, M., & Nikolaidou, A. (2024). Strategic intelligence in the digital
transformation of public and private organizations: Comparative insights. Government Information Quarterly,
41(1), 101-119. https://doi.org/10.1016/j.9iq.2023.101119

Grant, R. M. (1996). Toward a knowledge-based theory of the firm. Strategic management journal, 17(11), 109-
122. https://doi.org/10.1002/smj.4250171110

Hakim, A. M., & Sohrabi Yourchi, B. (2021). Developing Strategic Capabilities Using Strategic Intelligence Capacity.
Journal of Soft Power Studies, 11(24), 35-71.
https://www.spba.ir/article_132185 1c24500e9820db9684705de1a9df7a5c.pdf

Hamuda, O. A., & Elshref, H. A. (2024). Strategic intelligence and its impact on enhancing organizational culture: A
study on senior management staff at Misurata University. Kufa Journal of Economics and Administrative
SciencesVL - 14(51), 141-160. https://doi.org/10.36322/kuey.v14i51.5947

Helfat, C. E., & Raubitschek, R. S. (2020). Dynamic and integrative capabilities for profiting from innovation in digital
platform-based ecosystems. Research Policy, 49(8), 103124. https://doi.org/10.1016/j.respol.2020.103124

Liebowitz, J., Paliszkiewicz, J., & Gotuchowski, J. (2023). Strategic intelligence in the age of digital transformation:
A new paradigm for organizational success. Journal of Knowledge ManagementVL - 27(5), 1234-1256.
https://doi.org/10.1108/JKM-03-2022-0215

Mohammed, S. M., & Saadaoui, S. (2024). The role of strategic intelligence for leadership in developing proactive
work behaviours amongst universities' employees. Journal of Applied Research in Higher Education.
https://doi.org/10.1108/JARHE-07-2023-0294

Paiuc, D., Saniuta, A., & Teacu Parincu, A. M. (2024). Strategic intelligence: A semantic leadership perspective.
Journal of Intelligence Studies, 4(2), 50. https://doi.org/10.3390/jintelligence4020050

Saleh, M. H., & Al-Hakimi, M. A. (2024). Linking strategic intelligence, strategic leadership, strategic planning, and
strategic thinking and business performance: The moderating effect of strategic flexibility. Future Business
Journal, 10(31). https://doi.org/10.1007/s43621-024-00670-z

Teece, D. J. (2014). The foundations of enterprise performance: Dynamic and ordinary capabilities in an (economic)
theory of firms. Academy of Management Perspectives, 28(4), 328-352. https://doi.org/10.5465/amp.2013.0116

Teece, D. J., Pisano, G., & Shuen, A. (2023). Dynamic capabilities and strategic management: A retrospective and
prospective view. Strategic management journal, 441S - 1, 3-34. https://doi.org/10.1002/smj.3456

Thornton, P. H., Ocasio, W., & Lounsbury, M. (2012). The institutional logics perspective: A new approach to culture,
structure, and process. Oxford University Press. https://doi.org/10.1093/acprof:0s0/9780199601936.001.0001

Tishegaran, M., Khodamoradpour, M., Naghshbandi, S., & Yektayar, M. (2021). Evaluating the Level of
Organizational Strategic Intelligence in the Ministry of Sports and Youth. Journal of Strategic Studies in Sports
and Youth, 51(2), 239-254. https://ensani.ir/fa/article/588039/

Vriens, D., & Solberg Sailen, K. (2022). Competitive intelligence and strategic decision-making: An updated
perspective. Journal of Intelligence Studies in Business, 12(1), 45-60.

Weick, K. E. (1995). Sensemaking in organizations. Sage Publications. https://www.amazon.co.uk/Sensemaking-
Organizations-Foundations-Organizational-Science/dp/080397177X

Werro, A., Nitzl, C., & Borghoff, U. M. (2024). On the role of intelligence and business wargaming in developing
foresight. ArXiv. https://doi.org/10.48550/arXiv.2405.06957

Zahra, S. A., & George, G. (2002). Absorptive capacity: A review, reconceptualization, and extension. Academy of
Management Review, 27(2), 185-203. https://doi.org/10.5465/amr.2002.6587995

VY


https://www.scirp.org/reference/referencespapers?referenceid=2301136
https://doi.org/10.1016/j.giq.2023.101119
https://doi.org/10.1002/smj.4250171110
https://www.spba.ir/article_132185_1c24500e9820db9684705de1a9df7a5c.pdf
https://doi.org/10.36322/kuey.v14i51.5947
https://doi.org/10.1016/j.respol.2020.103124
https://doi.org/10.1108/JKM-03-2022-0215
https://doi.org/10.1108/JARHE-07-2023-0294
https://doi.org/10.3390/jintelligence4020050
https://doi.org/10.1007/s43621-024-00670-z
https://doi.org/10.5465/amp.2013.0116
https://doi.org/10.1002/smj.3456
https://doi.org/10.1093/acprof:oso/9780199601936.001.0001
https://ensani.ir/fa/article/588039/
https://www.amazon.co.uk/Sensemaking-Organizations-Foundations-Organizational-Science/dp/080397177X
https://www.amazon.co.uk/Sensemaking-Organizations-Foundations-Organizational-Science/dp/080397177X
https://doi.org/10.48550/arXiv.2405.06957
https://doi.org/10.5465/amr.2002.6587995

