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Abstract

This study aimed to develop and design a model to assess the extent to
which the implementation of welfare public policies among the population
leads to the provision of new public services for citizens and whether such
services meet public expectations. The research employed a qualitative—
quantitative approach. Initially, through in-depth interviews with 15 experts
and validation of the content analysis, 52 final components were identified
and categorized into four main dimensions. To verify the qualitative model,
a questionnaire was subsequently distributed among 394 randomly selected
clients of the Ministry of Cooperatives, Labor, and Social Welfare. The
results indicated coherence and relative effectiveness of the proposed model
and its dimensions. Moreover, the findings revealed that citizens’
expectations exceeded the current level of service provision; therefore,
maximum satisfaction was not achieved. Among the four main dimensions,
the “employee commitment and responsibility” dimension demonstrated the
strongest performance. The findings of other research support the growing
public expectations toward governmental service quality. Therefore, it is
essential that the Ministry’s departments to adopt updated regulations and
contemporary approaches consistent with the principles of new public
services.

Keywords: Citizens’ Utilization, Public Policies, Welfare Public Policies,
New Public Services.
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