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Abstract

In citizenship, the city is seen as a living entity whose beating heart is the citizens. Citizen-oriented municipality
is a local governance that places citizens in the center of decisions, services and policies. Citizens' needs, wishes
and well-being are the main priority of this approach and their participation in municipal processes is considered
the most key factor in this governance. The purpose of the present study was the interpretive structural modeling
of citizen-oriented development indicators in Zanjan municipality. This study is based on the practical goal and
from the perspective of the method, it is in the field of mixed studies with the inductive-comparative approach.
The identification of citizen-oriented development indicators was done through semi-structured interviews based
on theoretical saturation with professors and specialists in policy making, public administration and urban
administration. The validity and reliability of the interviews were confirmed by the method of relative content
validity and Cohen's kappa index, respectively. In order to model citizen-oriented development indicators, the
opinions of managers and employees of Zanjan Municipality, numbering 61 people, were used with the non-
probability sampling method available and with the help of a questionnaire. Validity and reliability of the
questionnaire were confirmed using content validity and test-post-test method. The coding of the resulting data
using the 2020 MaxQda software led to the identification of 13 citizen-oriented development indicators. Modeling
of the identified indicators with interpretative structural method led to the formation of eight levels, where attention
to public interest was the most effective and synergy between citizens and local governments was the most
effective factor.
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By taking advantage of different views and
ideas of citizens, they can make better decisions
that are closer to the needs and ideals of society.
In addition to enriching the duties of the
municipality, this approach also strengthens the
sense of urban democracy and encourages
citizens to actively participate in improving the
state of their city. The effective performance of
municipalities in various fields such as
economic development, cultural preservation,
and promoting citizen participation can help
create vibrant and sustainable  urban
environments. This not only improves the
quality of life of citizens, but also increases the
sense of belonging and social responsibility
among them. Finally, cooperation and
interaction between municipalities and citizens
can lead to the realization of a dynamic and
balanced city where everyone feels calm and
satisfied. Considering that no research has been
done in this field, the present research can cover
the study gap and develop the literature of the
research field by using the advantages of both
gualitative and quantitative  approaches.
Therefore, the research question is raised as
follows: How is the interpretative structural
modeling of citizen-oriented development
indicators in public affairs administration?

The current research is based on a mixed
approach and qualitatively and quantitatively in
the inductive-paradigm paradigm. The present
research has been done in two steps. Citizen-
oriented development indicators in public
affairs administration will be done with
qualitative method and its modeling with
interpretive structural method. The statistical
population of this research in the qualitative part
was all university professors and experts in the
field of policy making, public administration
and urban administration, and the sampling was
done in a targeted manner using the snowball
technique in the number of 17 people. The
sample size was determined using the principle
of theoretical saturation. In total, after
interviewing the 15th and 16th people, no new
categories were extracted and finally the
process of interviewing the 17th person was
finished. Interviews in the qualitative part were
conducted face-to-face with semi-structured
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questions, and then, using the process of coding
and theme analysis, the indicators of citizen-
oriented development in the public affairs
department were identified. To ensure the
correctness of coding and extraction of
concepts, the codes obtained from the
interviews were again provided to the
interviewees to ensure the approval of the
extracted codes by the interviewees.

According to the purpose of the current
research, which is to model the indicators of
citizen-oriented development in the public
affairs administration, the coding of the data
obtained from the interview led to the
identification of 13 main indicators as the
indicators of citizen-oriented development in
the public affairs administration. The modeling
done with the interpretative structural approach
has classified the identified indicators into eight
levels. The eighth level is related to the most
effective factors and the first level is related to
the factors that have the most effectiveness
compared to other factors. According to the
MICMAC matrix, the results of the research
indicate that no index is placed in the
autonomous section and all the indicators are in
the connected, dependent and independent
sections.

The citizen-centered development framework
in public affairs administration is a strategic
approach that places the needs, interests, and
well-being of citizens at the forefront of
policies, programs, and public services. This
framework emphasizes the importance of
engaging with citizens, understanding their
views, and incorporating their feedback into
decision-making processes. By adopting a
citizen-centered  development  framework,
public administrations can increase the quality,
relevance, and impact of their initiatives and at
the same time strengthen the sense of trust,
inclusiveness, and responsibility in society. In
the  municipality, the citizen-centered
development framework is very important
because it directly affects the daily life of the
citizens. Municipalities should customize
service delivery to address the specific needs
and priorities of different neighborhoods in the
community. Use technology and innovative
approaches to make city services more
accessible and user-friendly for citizens. Citizen
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participation in the co-creation of urban
development plans, infrastructure projects and
social initiatives to ensure that their views and
needs are integrated into decision-making
processes. By adopting a citizen-centered
development framework, municipalities can
increase civic participation, improve service
delivery, and build stronger, more inclusive
communities that reflect the diverse needs and
desires of citizens. Therefore, the purpose of
this study was the interpretive structural

modeling of indicators that are effective on
citizen-oriented development in the
administration of public affairs. In order to
achieve this goal, first by conducting semi-
structured interviews, 13 main categories were
identified as indicators of citizen-oriented
development in the public affairs department. In
the next step, the interpretive structural
modeling method was used to establish a
conceptual relationship between the identified
indicators.
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