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Abstract
The objective of the present study was to investigate, from a sociological perspective, the factors
influencing social satisfaction with urban and civil services in the metropolis of Ahvaz. This research is
applied in nature and employed a descriptive-survey methodology. The statistical population consisted of
all residents aged 18 and above in the city of Ahvaz. Based on Cochran’s formula, the sample size was
determined to be 384 individuals. A random sampling method was used. The research instrument was a
researcher-made questionnaire, whose validity was confirmed through face validity and whose reliability
was measured using Cronbach’s alpha, yielding a coefficient of 0.81. For data analysis, statistical tests
such as Pearson correlation and multiple regression analysis were used. The results indicated a significant
relationship (p < .05) between citizens’ socioeconomic status, awareness of civil rights, social trust, social
participation, social security, social justice, social responsibility, and organizational governance with the
level of social satisfaction regarding urban and civil services in Ahvaz metropolis. Furthermore, the results
of multiple regression analysis revealed that the research variables, in total, explained 0.77 of the variance
in social satisfaction with urban and civil services in Ahvaz. It can be concluded that the level of citizens’
social satisfaction with urban and civil services is a multidimensional phenomenon dependent on numerous
variables. Urban planners must take these variables into account to achieve comprehensive development.
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Extended Abstract
Introduction
In recent decades, the expansion of urbanization and population growth in metropolitan areas such
as Ahvaz has increased the demand for high-quality urban and civil services. Urban services—
ranging from infrastructure and transportation to environmental management and social amenities—
constitute the operational core of modern city life. The effectiveness of these services is not only a
technical and managerial issue but also a social concern intricately linked to citizens’ perceptions,
satisfaction, and trust in urban governance. Social satisfaction with urban services is increasingly
being recognized as a multidimensional construct that integrates infrastructural quality, fairness,
transparency, citizen engagement, and the lived experiences of urban residents (Fecikova, 2004; Van
Ryzin, 2004).
The concept of satisfaction in the urban context is rooted in both cognitive and affective evaluations
that individuals form based on their expectations and interactions with municipal institutions (Zangi
Abadi et al., 2015). Scholars have highlighted that satisfaction should be studied not merely as a
reaction to service performance but as a sociological phenomenon influenced by a wide array of
contextual and demographic variables (Barca et al., 2024; Hosseini Nejad, 2021). Research has found
that factors such as economic status, awareness of civil rights, trust in institutions, and the level of
public participation significantly shape how services are perceived and evaluated by citizens

(Mirfardi & Ahmadi Qaranei, 2016; Mokhlis et al., 2011).
R
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Furthermore, the role of good governance and smart municipal management has become pivotal in
urban service delivery. Studies emphasize that without accountable, transparent, and participatory
governance mechanisms, even technically sound service delivery may fail to generate public
satisfaction (Ghaffari et al., 2023; Vaziri et al., 2023). In this context, urban governance models are
being redefined to incorporate citizen engagement, digital interaction, and decentralized decision-
making (Chatziioannou et al., 2023; Tiglao et al., 2023).

In developing countries such as Iran, the challenges of inequality in spatial distribution, lack of
transparency, and insufficient citizen involvement exacerbate dissatisfaction with municipal services
(Abdollahi Pour Haghighi & Bezi, 2011; Akhoundian et al., 2012). The Ahvaz metropolis, in particular,
has been confronted with rapid and uneven urban growth, creating gaps in service accessibility and
guality. Addressing these gaps requires a comprehensive sociological analysis that goes beyond
surface-level indicators to uncover underlying determinants of satisfaction.

Despite an emerging body of research, there remains a need to systematically investigate how
economic, social, and governance-related variables interact to influence social satisfaction in Iran’s
urban context. This study, therefore, seeks to provide a holistic sociological examination of the
factors affecting citizens’ satisfaction with urban and civil services in the Ahvaz metropolis by
incorporating both individual-level variables and institutional dimensions (Abenoza & Cats. Susilo,
2017; Rezaei & Nasiri Ardali, 2020). The findings aim to inform urban policymakers and planners
about strategic leverage points for enhancing public satisfaction and service equity.

Methods and Materials

The study employed a descriptive-survey research design and was classified as applied research.
The target population included all residents aged 18 and above living in the metropolis of Ahvaz. A
sample size of 384 respondents was determined using Cochran’s formula with a 5% margin of error.
Participants were selected through a random sampling method to ensure representation. The data
collection instrument was a researcher-developed questionnaire, whose validity was confirmed via
face validity, and reliability was established using Cronbach’s alpha (a = 0.81).

The data were analyzed using both descriptive statistics and inferential statistical techniques.
Pearson’s correlation coefficient was used to test the relationships between variables, and multiple
regression analysis was conducted to determine the predictive power of the independent variables
on the dependent variable—social satisfaction with urban and civil services. Data analysis was
performed using SPSS software.

Findings

Demographic analysis showed that 41.4% of the participants were in the age range of 41-45 years,
and the majority held a bachelor's degree (29.2%), followed by those with a master's degree or
higher (24.2%). The skewness and kurtosis values indicated that all variables had a normal
distribution.

Pearson correlation analysis revealed that all independent variables were significantly associated
with social satisfaction. Specifically, economic status (r = 0.224), awareness of civil rights (r = 0.636),
social trust (r = 0.197), social participation (r = 0.445), social security (r = 0.293), social justice (r =
0.276), social responsibility (r = 0.653), and organizational governance (r = 0.614) all demonstrated
statistically significant positive correlations with social satisfaction (p < 0.01 for all).

The results of multiple regression analysis indicated that the eight independent variables collectively
explained 77.4% of the variance in social satisfaction (R2 = 0.774, F = 164.976, p < 0.001). Among
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the predictors, social responsibility (8 = 0.784), economic status (B = 0.389), and awareness of civil
rights (B = 0.169) had the strongest positive effects, while social trust (8 = -0.195) and organizational
governance (B = -0.327) exhibited negative coefficients.

Discussion and Conclusion

The findings of this study confirm the multifaceted nature of social satisfaction with urban and civil
services. Satisfaction is not merely a reflection of service provision but a sociological response to
perceived fairness, inclusion, and responsiveness of urban systems. The significant relationship
between economic status and satisfaction aligns with previous studies suggesting that citizens with
higher economic security are more likely to have favorable evaluations of urban services. These
citizens often have better access to services, more influence in local governance, and higher
expectations that are more likely to be met.

Similarly, awareness of civil rights emerged as a robust predictor of satisfaction. When citizens
understand their entittements and the obligations of service providers, they are better positioned to
hold authorities accountable and participate in civic life. This awareness fosters a sense of ownership
and empowerment, leading to greater satisfaction even in the face of service limitations.

The positive correlation between social participation and satisfaction highlights the importance of
civic engagement in shaping perceptions of service quality. When citizens are included in decision-
making processes, their trust in institutions grows, and they become more tolerant of service
imperfections. This finding underscores the need for municipalities to develop participatory platforms
that not only gather feedback but also demonstrate responsiveness.

Interestingly, social trust and organizational governance were found to have negative beta
coefficients despite their positive bivariate correlations. This paradox may reflect a deeper
disillusionment with institutional performance, where high expectations based on perceived norms
of governance are not met in practice. In such cases, greater awareness and trust may amplify
disappointment rather than mitigate it. This highlights the complexity of satisfaction as a construct
influenced by both rational expectations and emotional experiences.

Social responsibility stood out as the strongest predictor, indicating that citizens’ perceptions of
fairness, ethics, and accountability in service delivery significantly influence satisfaction. When
municipal actors demonstrate responsibility—by transparently allocating resources, addressing
grievances, and ensuring equity—citizens respond with higher satisfaction.

The regression results reinforce the notion that improving satisfaction requires a holistic and
integrated governance approach. Simply enhancing technical efficiency or expanding infrastructure
is insufficient. Rather, municipalities must invest in building institutional trust, promoting civic
education, and embedding accountability mechanisms in their operational framewaorks.

In conclusion, social satisfaction with urban and civil services in Ahvaz is deeply interwoven with
socioeconomic, cultural, and governance factors. Policymakers must move beyond service delivery
as a technical task and embrace it as a relational and participatory process. By doing so, cities can
foster not only higher satisfaction but also stronger civic cohesion and long-term developmental
resilience.
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