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Abstract: The present study aims to explain the public service model of the
Iranian public sector and develop a new effective model. This study is
descriptive in nature and method, and applied and developmental in purpose,
which uses field research methods to examine the current situation. The
statistical population of this study consists of three groups: Population 1,
including experts and professors in public administration and related fields in
Iran, whose number is unknown. Population 2, including all managers of
government agencies in 5 provinces (Isfahan, Khorasan Razavi, Khuzestan,
Kohgaloye and Boyer Ahmad and Ilam), whose number is 810 people.
Population 3, including all visitors to government agencies, whose number is
unlimited. From the first population, 30 people were selected using the selective
and selective sampling method, from the second population, 261 people were
selected using the multi-stage random cluster sampling method, and from the
third population, 783 samples were selected. Reliability was measured by
Cronbach's alpha method and validity was measured by factor analysis and
criterion validity. After exploratory studies, the initial research model, which
included the customer-centered and citizen-centered public service model, was
prepared and made available to experts. The dimensions, components, and
indicators identified by the experts were made available to managers and
customers. Based on the one-sample t-test, it was determined that the
effectiveness of public services and customer-centered and citizen-centered
public services is in a relatively good state and the proposed models are related
to the effectiveness of public services.
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Extended Abstract

Introduction

As one of the fundamental concepts of administrative law, public
services have always been influential in various fields. The Constitution
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of the Islamic Republic of Iran, as the highest legal document of the country, has referred to clear
examples of public services in various principles and has assigned the responsibility of providing
them to the government, which, in the opinion of some, indicates the acceptance of this concept
as the existential philosophy of the government and executive agencies (Vaezi & Alborzi, 2017).
The development of public services at a national level to create a welfare state, in European
countries, including the country where the concept of public services was born (France), led to the
emergence of institutions that ministries and government departments relied on to fulfill their
duties. These institutions are becoming more diverse and numerous daily, with titles such as public
institutions, non-governmental public bodies, professional organizations, alongside ministries, and
under the supervision of governments, helping them provide more desirable public services. Horio
defines a public institution as follows: “A public institution is a specific administration that has
legal personality.” In other words, “a public institution is allegal person under public law that is
obliged to provide and provide a specific need in society” (Rezaizadeh, 2008).

According to the report of Transparency International, which examines the public administration
of countries, the conditions of citizens’ access to public services, the position of the private sector,
etc., Iran’s rank is 136th in the world among 177 countries in 2014 (Molobela, 2023). So far,
various views have been expressed regarding improving the effectiveness of administrative
agencies, the public sector, and the government in general, and each has been implemented at the
global level with some modifications and adjustments to suit and suit the countries (Osborne et
al., 2022). In Iran, different governments have also tried to increase the effectiveness of public
services in the form of numerous programs (Manani et al., 2024). However, for various reasons,
such as failure to identify the dimensions and components of the issue, failure to use a local model,
and failure to refine and define the approaches governing public administration, they were not
very successful (Sadeghi & Rezaeizadeh, 2024). For this purpose, a local model that increases the
effectiveness of public services seems necessary. Therefore, this research seeks to answer the
question of what the new effective model of public services in the Iranian public sector?

Theoretical framework

According to Bones et al. (2008), the effectiveness of public services includes: transparency,
timeliness, availability, fairness and adequacy of services, and accountability for actions taken
(Marienfeldt, 2024). Effectiveness depends on the extent to which services respond to the needs
and demands of society, clients, consumers or customers (Saremi et al., 2024). The effectiveness
of public services is directly related to the quality of life of citizens, and widespread dissatisfaction
with the level and quality of services weakens the bond between people and government (Khajeh
Naeini, 2024).

Currently, there are two perspectives on public service management, namely 1- the customer-
centered perspective and 2- the citizen-centered perspective (Peters, 2021). The customer-centered
perspective focuses on downsizing government and private sector-style management (Salehi &
Rostami, 2023). However, the downsizing of the government in Iran, due to the lack of the
necessary regulatory framework, has not only not led to greater efficiency, but has also created
more institutionalized corruption with the emergence of quasi-private organizations. For
downsizing to be effective and to ensure healthy competition and prevent monopoly, it is necessary
to strengthen competition and dynamize the private sector (Yousefian Shahriari et al., 2023).
Robert and Denhart (2007) challenged modern public management by presenting a new paradigm.
Their proposed new public services are based on the theory of democratic citizenship, social and
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civil society models, organizational humanism, and postmodern public management. These
scholars believe that customer-oriented public services are formed based on complete rationalism
and assume that society is the sum of the interests of individuals. However, in modern public
services, "society" is considered as a whole, and the goal is to develop society and public interests
(Aminah & Saksono, 2021).

King and Stivers (1998) note that the government belongs to the citizens, and therefore, it is
essential for public administrators to emphasize their responsibility to provide services and
empower citizens to participate, rebuild, and improve government organizations and implement
public policies. In other words, with citizen participation at the forefront, the emphasis should not
be on government ownership or stewardship, but instead on improving government institutions
through “honesty”, “trustworthiness” and “accountability” (Fang et al., 2023).

Methodology

The present research approach is mixed (qualitative and quantitative). In terms of the audience of
the research, this research is applied and deals with explaining the public service model of the
Iranian public sector and developing a new, effective model. In terms of the research objective, in
the qualitative part, it is classified as exploratory research because it creates a general mental image
of the development of effective public services, searches for and discovers the indicators affecting
it. In the quantitative part, this research is descriptive because it reports a detailed and accurate
picture of the context of the development of effective public services. In terms of the data
collection method, in the qualitative part, due to the complexity of effective public services, the
Delphi method was used. First, by searching in-depth library and field sources using theme
analysis, the basic components of the development of effective public services were formulated.
In this way, the components were first copied, and then the data were organized. Each theme was
assigned a number, and then the sentences were segmented and coded, and the path of each of the
specific sentences and conceptual categories was formed. In this way, 111 basic components were
extracted from the literature on the subject. Then, following the Delphi method, these 111 themes
and the path of each of them were given to experts and professors of public administration and
related fields in Iran for approval, and they were asked to express their opinion on each of the
factors based on the Likert scale.

After collecting data, using numbers instead of Likert scales, themes with high deviations were
eliminated. The questionnaire was returned to the researcher in two rounds until a theoretical
consensus was reached and the initial conceptual model was adjusted and finalized. The Delphi
panel members were selected from among experts who had a deep understanding and knowledge
of the research topic. The members were selected non-probably from a statistical population of 30
experts in public administration and related fields in Iran who were familiar with public service
and administrative issues, using purposive or judgmental sampling. Since the Delphi questionnaire
in this study was based on the Likert scale, the standard deviation index was used to examine the
level of agreement or disagreement among the members.

Discussion and Results

The analysis of the findings of the present study showed that the status of customer-oriented public
services is slightly higher than normal (with an average of 18.3). This means that customer-
oriented public services are at a desirable level, but this level is not so high that we can say that
customer-oriented public services are being implemented well in the country. These results are
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consistent with the results of Light (1999), Boyle and Humphreys (2010), and Geoghegan et al.
(2012).

It was determined that citizen-oriented public services are at a desirable and good level. In
addition, the political dimension and its components are at an acceptable and good level. However,
the administrative decentralization component is at a weak level, meaning that it has not been able
to obtain a good and acceptable score among the political dimension components (2.4). Obtaining
this score is the result of severe centralization in the government and political sector of Iran. It can
be said that the low willingness to implement decentralization methods is the government's desire
to better control the situation, and the functional nature of the government structure and the partial
view of tasks lead to the emergence of centralization.

It was found that the level of satisfaction and effectiveness of public services is at a desirable level,
but this level is only slightly higher than normal. In other words, the level of effectiveness of public
services is not high enough to say that public services are being performed well in the country.

Conclusion

The main objective of this study was to explain the public service model of the Iranian
public sector and develop a new, effective model. In this regard, the public service model
of the Iranian public sector had two major parts: citizen-centered public services and
customer-centered public services. Each of these dimensions had components that
described the state of public services in the Iranian public sector. The results were
consistent with this objective, indicating that the designed models had a good fit.
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