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Abstract

This study aimed to identify and prioritize the determining dimensions of service quality management
strategies with a smart human resource governance approach in the llam Judiciary. This applied study
employed a descriptive—exploratory mixed-method design. The participants consisted of experts,
managers, and policymakers in the human resource domain of the llam Judiciary, of whom 15 were
selected through purposive sampling. Data were collected through document review, semi-structured
interviews, the Delphi technique, Delphi panel questionnaires, and pairwise comparison questionnaires.
The Delphi method was used to identify the dimensions, while the Analytic Hierarchy Process (AHP) and
Expert Choice software were employed to prioritize them. The findings identified seven key dimensions:
smart statistics and information, smart cost management, smart planning, smart reward and accountability
systems, smart efficiency and effectiveness, smart organizational performance, and the development of
specialized software and hardware infrastructures. Prioritization results revealed that the smart reward and
accountability system ranked first (0.1553), followed by smart organizational performance (0.1507) and
smart planning (0.1461). The consistency ratio of 0.005 confirmed the reliability and internal consistency
of expert judgments. The results suggest that successful advancement of smart human resource
governance within judicial largely depends on implementing intelligent reward,
accountability, and performance management systems. Simultaneous investment in smart planning,
technological infrastructure, and data-driven governance mechanisms can significantly enhance service
quality and improve managerial decision-making effectiveness.

organizations
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Extended Abstract
Introduction
In the contemporary era, service quality management has become one of the most critical
determinants of organizational success, particularly in public-sector institutions where accountability,
transparency, responsiveness, and citizen satisfaction are central objectives. Organizations
increasingly operate in environments characterized by rapid technological advancement, heightened
stakeholder expectations, and growing demands for efficient and reliable services. Consequently,
service quality is no longer viewed merely as an operational issue but as a strategic capability that
directly influences organizational performance, legitimacy, and sustainability. Recent studies have
demonstrated that service quality significantly affects customer trust, loyalty, satisfaction, and
repurchase intentions across various sectors, including digital commerce, banking, healthcare, and
public administration (Ngo et al., 2025; Tsai et al., 2025; Wang et al., 2024).
The evolution of quality management from traditional quality control systems toward Quality 4.0 has
transformed the way organizations manage and improve services. Quality management today
integrates advanced technologies such as artificial intelligence, big data analytics, machine learning,
and digital platforms to support evidence-based decision-making and continuous improvement (Liu
et al., 2023). Service quality management encompasses a broad range of activities aimed at aligning
organizational processes, human resources, and technological capabilities with stakeholder
expectations. Research has consistently shown that organizations adopting comprehensive quality
management strategies achieve higher levels of innovation, customer satisfaction, and financial
sustainability (Al-Zoubi et al., 2023; Norouzi, 2023; Soelton et al., 2023).
Simultaneously, the emergence of smart governance has introduced a new paradigm in public
management. Smart governance refers to the use of digital technologies, intelligent systems, data-
driven decision-making, and collaborative governance mechanisms to enhance transparency,
participation, accountability, and service delivery effectiveness (Ruijer et al., 2023; Torabi & Farrokhi,
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2022). Governments and public organizations increasingly rely on information and communication
technologies to improve organizational performance, reduce administrative burdens, and enhance
citizen engagement. Studies indicate that smart governance contributes significantly to quality of life,
public trust, organizational effectiveness, and sustainable development outcomes (Aisyah et al.,
2024; Ali et al., 2024; Furtado et al., 2023).

Within this context, smart human resource governance has emerged as a strategic component of
organizational transformation. Smart human resource governance involves the application of
intelligent technologies, analytics, and governance principles to optimize workforce management,
employee development, performance evaluation, and organizational learning (Gheyravani et al.,
2023; Jamshidi & Raadi, 2024). Human resources are increasingly recognized as strategic assets
whose capabilities directly influence service quality outcomes. According to the resource-based
view, sustainable competitive advantage derives from valuable, rare, inimitable, and organizationally
embedded resources, among which human capital occupies a central position (Barney, 2024).
Therefore, integrating service quality strategies with smart human resource governance can create
a synergistic effect that enhances organizational effectiveness and service excellence.

Previous studies have highlighted the importance of governance mechanisms, employee
empowerment, monitoring systems, and organizational learning in improving service quality. Good
governance practices have been found to positively affect service quality through enhanced
accountability, transparency, and evaluation systems (Moazzeni & Pirhayati, 2023). Similarly,
research on digital governance emphasizes the importance of intelligent planning, technological
infrastructure, and data-driven management in achieving organizational objectives (Kazem Nasab,
2021; Salarzehi, 2021). Furthermore, technological innovations in digital service environments have
demonstrated that service quality increasingly depends on information systems, intelligent
infrastructure, and user-centered digital services (Abdellatief & Aloatibi, 2026; Liao & Sato, 2026).
Despite the growing body of literature on service quality and smart governance, there remains a
significant gap regarding the identification and prioritization of the specific dimensions that determine
service quality management strategies within the framework of smart human resource governance,
particularly in judicial organizations. Most previous studies have investigated service quality or smart
governance independently and have rarely examined their integration in a comprehensive model
(Ruijer et al., 2023; Torabi & Farrokhi, 2022). Judicial institutions face unique challenges related to
transparency, responsiveness, efficiency, and public trust, making the investigation of service quality
management strategies particularly relevant. Accordingly, the present study aimed to identify and
prioritize the determining dimensions of service quality management strategies with a smart human
resource governance approach in the llam Judiciary.

Methods and Materials

This study employed an applied research design with a descriptive-exploratory mixed-method
approach. The target population consisted of experts, policymakers, senior managers, and
specialists involved in human resource management and strategic decision-making within the llam
Judiciary. Purposeful sampling was used to select fifteen experts who met specific criteria, including
advanced academic qualifications, extensive managerial experience, and direct involvement in
human resource governance and policy implementation.

Data collection was conducted in multiple stages. Initially, an extensive review of theoretical and
empirical literature was performed to identify preliminary indicators related to service quality
management and smart human resource governance. Subsequently, semi-structured interviews and
open-ended consultation forms were administered to experts. The Delphi technique was employed
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to achieve consensus regarding the determining dimensions and sub-dimensions of service quality
management strategies.

The Delphi process resulted in the identification of seventy-six sub-dimensions. These indicators
were then organized into broader conceptual categories and evaluated through Delphi panel
guestionnaires. Following expert consensus, pairwise comparison questionnaires based on the
Analytic Hierarchy Process (AHP) were distributed among participants. The AHP methodology was
used to prioritize the identified dimensions according to their relative importance. Data analysis and
prioritization procedures were performed using Expert Choice software. Content validity ratio (CVR)
and content validity index (CVI) were calculated to assess the validity of the identified indicators.
Consistency ratios were also examined to ensure the reliability of expert judgments.

Findings

The Delphi process led to the identification of seventy-six significant indicators representing the
determining dimensions of service quality management strategies within the framework of smart
human resource governance. Based on expert evaluations and synthesis of the identified indicators,
seven primary dimensions were extracted.

These dimensions included Smart Statistics and Information, Smart Cost Management, Smart
Planning, Smart Reward and Accountability Systems, Smart Efficiency and Effectiveness, Smart
Organizational Performance, and Development of Specialized Software and Hardware
Infrastructure.

The AHP prioritization results demonstrated that Smart Reward and Accountability Systems received
the highest priority with a weight of 0.1553. Smart Organizational Performance ranked second with
a weight of 0.1507, while Smart Planning occupied the third position with a weight of 0.1461. Smart
Efficiency and Effectiveness ranked fourth with a weight of 0.1416. Development of Specialized
Software and Hardware Infrastructure also received a weight of 0.1416 and was placed in the fifth
position. Smart Statistics and Information ranked sixth with a weight of 0.1324. Finally, Smart Cost
Management received the lowest weight of 0.1279 and ranked seventh among the identified
dimensions.

The consistency ratio of the pairwise comparisons was calculated as 0.005, indicating a highly
acceptable level of consistency among expert judgments. The findings suggest that service quality
management within the judiciary is strongly dependent on governance mechanisms related to
accountability, performance evaluation, strategic planning, and intelligent organizational
management.

Discussion and Conclusion

The findings of this study demonstrate that service quality management strategies within the
framework of smart human resource governance are multidimensional and require the integration of
technological, managerial, and human resource capabilities. The identification of seven determining
dimensions highlights the complexity of quality management in judicial organizations and
underscores the necessity of adopting a holistic governance approach.

The highest-ranked dimension, Smart Reward and Accountability Systems, indicates that experts
perceive motivation, transparency, performance evaluation, and accountability as the most influential
factors affecting service quality. This finding suggests that technological advancement alone is
insufficient for achieving meaningful improvements in service delivery. Rather, organizations must
establish governance mechanisms that promote responsibility, fairness, and performance-based
incentives. Employees who perceive organizational processes as transparent and equitable are
more likely to demonstrate commitment, engagement, and service-oriented behavior.
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The high ranking of Smart Organizational Performance further emphasizes the importance of
continuous monitoring, evaluation, and performance measurement. Judicial organizations operate
in environments characterized by increasing complexity and public scrutiny. Consequently,
intelligent performance systems that facilitate data-driven decision-making can significantly improve
organizational responsiveness and effectiveness. The findings indicate that performance
management should not be viewed as an isolated administrative function but rather as a strategic
instrument for organizational improvement and service excellence.

Smart Planning emerged as another critical dimension, reflecting the significance of proactive
decision-making and strategic foresight in contemporary governance systems. Effective planning
enables organizations to anticipate future challenges, allocate resources efficiently, and align
operational activities with strategic objectives. In rapidly evolving technological environments,
planning systems must be adaptive, evidence-based, and capable of responding to changing
stakeholder expectations.

The importance assigned to Smart Efficiency and Effectiveness demonstrates the growing need for
organizations to optimize processes while maintaining high service standards. Intelligent
technologies can streamline workflows, reduce administrative burdens, minimize errors, and improve
resource utilization. These outcomes are particularly important in judicial institutions, where delays,
inefficiencies, and procedural complexity may undermine public trust and satisfaction.

The significance of technological infrastructure highlights the foundational role of information
systems, digital platforms, and intelligent technologies in supporting smart governance initiatives.
Without adequate software and hardware infrastructure, organizations cannot effectively implement
data-driven management systems or intelligent service delivery models. Therefore, continuous
investment in technological capabilities remains essential for successful organizational
transformation.

The dimensions of Smart Statistics and Information and Smart Cost Management, although ranked
lower, remain important components of the overall governance framework. Accurate data collection,
analysis, and utilization enable evidence-based decision-making and facilitate continuous
improvement. Likewise, intelligent cost management contributes to sustainability by ensuring that
resources are allocated efficiently and strategically.

Overall, the findings indicate that successful service quality management in judicial organizations
depends on a balanced integration of accountability systems, organizational performance
mechanisms, strategic planning capabilities, technological infrastructure, data-driven management,
and intelligent resource allocation. Smart human resource governance provides a comprehensive
framework through which these dimensions can be coordinated and optimized. By emphasizing both
technological innovation and human-centered governance principles, organizations can improve
service quality, strengthen institutional trust, enhance organizational effectiveness, and support
sustainable public sector transformation. The results underscore the necessity for judicial institutions
to move beyond traditional administrative approaches and embrace intelligent governance models
that integrate people, processes, and technology in pursuit of service excellence.
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