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ABSTRACT

Received: 01 Sep 2025 The objective of this study was to design and validate a development-oriented service
Accepted: 04 Dec 2025 delivery model for the Lorestan Governorate by examining value-based, individual,
First Available: 05 Dec 2025 organizational, and social components. This research employed a mixed-method sequential
Final Publication: 21 Mar 2026 exploratory design. In the qualitative phase, content analysis of documents and semi-

structured interviews with experts were conducted to extract the core dimensions of the

Keywords service delivery model. In the quantitative phase, a researcher-developed questionnaire—
derived from qualitative findings—was administered to 226 employees of the Lorestan

Publi ice deli ; Lorest; .1 L. .1
ublic service delivery; LOTeSIan 1 Governorate. Construct validity was assessed through convergent and discriminant validity,

Governorate; model validation; while reliability was evaluated using Cronbach’s alpha and composite reliability. Data
development; structural equation | analysis was performed using MAXQDA and PLS-SEM software. Structural equation
modeling. modeling revealed that the four dimensions—value-based, organizational, social, and

individual—significantly predicted public service delivery. The model demonstrated strong
explanatory power with an R? of 0.836 for the service delivery construct. The value-based
component exhibited the strongest direct effect, followed by organizational and social
components, while the individual component showed a weaker but still significant effect.
Predictive relevance (Q?) indices confirmed the model’s robustness, and validity analyses
indicated satisfactory measurement properties. This study provides a wvalidated,
comprehensive, and development-oriented service delivery model for the Lorestan
Governorate, integrating ethical values, organizational efficiency, individual responsibility,
and social justice. The model offers a robust foundation for policy formulation, service
improvement initiatives, and strengthened local governance.
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EXTENDED ABSTRACT
INTRODUCTION

In recent years, the growing complexity of public service environments has
intensified global attention to the performance, structure, and capacity of local
governmental institutions. Local governments, including municipalities, provinces, and
regional administrative units, operate as the primary interface between citizens and public
authorities; therefore, the quality of their services broadly shapes public trust, legitimacy,
and democratic accountability. Scholars argue that strengthening municipal governance
requires addressing not only administrative efficiency but also deeper systemic issues
related to institutional capacity, organizational integrity, and public expectations (1).
Furthermore, rural development and sectoral coordination have become essential strategic
priorities for many local governments worldwide (2). The literature also stresses that
capacity-building strategies remain fundamental to improving employee competencies and
overall governance performance (3), while performance management tools are critical for
measuring and enhancing service delivery outcomes (4).

Studies on smart city development emphasize the growing significance of
technology integration in institutional reforms, showing how digital innovations can
support transparency, responsiveness, and accelerated service procedures (5). Research on
political alignment and service delivery points out that partisan dynamics can influence the
provision of public services and shape policy outcomes within local governments (6).
Concurrently, effective local governance depends on strong administrative structures and
systematic capacity development, particularly in contexts undergoing institutional
transition (7). Environmental regulation studies further show that municipal performance
increasingly depends on strategic cooperation among cities and the adoption of integrated
regulatory approaches (8).

Efforts to regulate smart city governance models in European municipalities
illustrate how technological regulation, accountability mechanisms, and policy
experimentation have become core dimensions of contemporary public administration (9).
In South Africa, the need for improved intergovernmental coordination and effective forum
structures has emerged as a priority for enhancing municipal service delivery (10). These
governance challenges intersect with broader political and managerial issues, such as
metropolitan reform, talent management, digital transformation, and public service

modernization (11, 34). Given these dynamics, scholars argue that both organizational



innovation and integrated digital solutions are essential for accelerating the quality of
public services (12).

Local governance studies also highlight the importance of decentralization reforms,
where political, administrative, and fiscal autonomy significantly shape institutional
performance. In South Africa, for instance, local governments continue to struggle with
cadre deployment, governance failures, and skills shortages, making reform interventions
highly urgent (14). Similarly, district development models have been evaluated in terms of
their ability to foster coordinated development planning among local authorities (13). From
a theoretical perspective, financial empowerment of cities through improved fiscal
frameworks remains central to strengthening their strategic position (24). Correspondingly,
the need for clear legal frameworks and structured local-self government principles has
been identified across various comparative studies (35).

European and global studies increasingly emphasize experimentation, innovation,
and adaptive governance as critical strategies for responding to complex urban challenges
(23). Research on city twinning initiatives has shown how municipalities benefit from
cross-border cooperation in improving administrative capacity and service delivery (25).
Additionally, urban economic development studies argue that supporting small and
medium-sized enterprises constitutes a strategic responsibility of local government systems
in modern cities (36).

Political reform studies stress that centralization or decentralization tendencies
influence governance efficiency, local autonomy, and service provisioning (18). In the
South-European region, sub-municipal governance and territorial restructuring remain
areas of ongoing reform and debate (21). Meanwhile, constitutional reform processes in
transitioning countries like Ukraine underscore the importance of aligning local
governance principles with effective decentralization strategies (26). Similarly,
comparative analyses from Finland indicate that modern local governance must integrate
community participation, multi-level governance, and administrative adaptability (33).

Empirical investigations into multi-actor governance, such as the management of
local public services in France, show that plural governance formats can enhance
administrative responsiveness and contextual decision-making (37). Gender governance
studies further illustrate how inclusive policies can help local authorities improve
development trajectories and public service outcomes (38). Another set of studies in Russia
emphasizes the importance of strategic territorial governance and the integration of self-

governing bodies within municipal planning processes (15, 19). In addition, the financial
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and administrative self-sufficiency of municipal entities has been highlighted as a core
prerequisite for ensuring sustainable development (16).

Specific thematic areas such as public—private partnerships have also been explored
as effective models for enhancing municipal service delivery capacities, particularly in
essential services like urban water systems (28). Moreover, mental health policy research
demonstrates how local governments must incorporate well-being indicators into their
decision-making frameworks (32). Broader comparative analyses argue for the redesign of
local self-government structures to address persistent administrative and structural
inefficiencies (22). Similarly, research in metropolitan financing and development
underscores the significance of integrated funding and planning mechanisms (39). Local
innovation and e-government initiatives in South Asia reveal additional barriers and
opportunities for digital transformation at the municipal level (40).

Within this global landscape, Iranian provincial administrations—particularly
governorates—are facing pressures to modernize service delivery, enhance human
resource capabilities, and adopt technology-driven administrative models. Research on
technology adoption and fourth-generation universities in Iran also highlights the
importance of advanced digital ecosystems for administrative modernization (29).
Furthermore, the need for electronic human resource management and knowledge-creation
frameworks in public organizations underscores the importance of aligning organizational
structures with contemporary governance requirements (30). In this context, the validation
of a comprehensive model for service delivery in the Lorestan Governorate becomes a
critical academic and policy priority.

METHODS AND MATERIALS

This study applied a sequential exploratory mixed-methods design combining
qualitative content analysis and quantitative structural equation modeling. The qualitative
phase consisted of analyzing national and international documents related to public service
delivery and conducting semi-structured interviews with experts, administrators, and
specialists within and outside the Lorestan Governorate. Themes generated from this phase
were used to construct a researcher-made questionnaire for the quantitative stage. The
quantitative phase involved surveying 226 employees selected through simple random
sampling. Reliability was assessed by Cronbach’s alpha and composite reliability, while
construct validity was examined through convergent and discriminant validity using factor

loadings, AVE, Fornell-Larcker criteria, and Q? predictive relevance. Data were analyzed



using MAXQDA for qualitative coding and PLS-SEM (version 3) for quantitative
modeling.

FINDINGS

The results of the qualitative phase yielded four major dimensions underlying
service delivery in the Lorestan Governorate: (1) value-based and religious-ethical
components, (2) individual-behavioral components, (3) organizational-structural
components, and (4) social-public components. Each dimension included multiple
subcomponents related to public ethics, responsibility, integrity, transparency, supervision,
equity, and public interest orientation.

Quantitative evaluation demonstrated strong reliability and validity across all
dimensions. AVE values exceeded 0.66, composite reliability ranged from 0.916 to 0.948,
and Cronbach’s alpha values were all above 0.816. Confirmatory factor loadings were high
and significant. The discriminant validity assessment confirmed acceptable structural
separation among constructs.

Structural equation modeling revealed that all four dimensions significantly
contributed to explaining public service delivery. The value-based and ethical dimension
had the strongest direct effect, followed by organizational, social, and individual
components. The model explained 0.836 of variance in service delivery, indicating a strong
predictive capacity. Predictive relevance (Q?) for the service delivery construct was also
positive and substantial.

DISCUSSION AND CONCLUSION

The findings highlight that public service delivery in the Lorestan Governorate is
fundamentally shaped by ethical-value foundations, organizational efficiency, social
justice orientation, and individual behavioral attributes. The dominant influence of value-
based components underscores the significance of ethical governance and moral
responsibility in public administration functions. Organizational components related to
meritocracy, transparency, supervision, and speed of services further emphasize the
necessity of structural reforms. The considerable role of social components reflects the
importance of public interest, equity, and responsiveness in provincial governance.
Individual components, though comparatively smaller in effect, remain essential for
ensuring trustworthy and citizen-centered services.

Overall, the validated model provides a comprehensive framework for enhancing
public service delivery within the Lorestan Governorate. By integrating ethical

foundations, organizational structures, social responsibilities, and individual behaviors,
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provincial administrations can adopt a holistic, development-oriented approach to

administrative excellence and governance modernization.
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