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Figure 2: Factor loadings of items related to the research variables
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Figure 3: Structural Model in the Significance State
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Abstract

Extensive developments in information and communication technology over recent
decades have transformed service delivery patterns in public organizations. Electronic
services, as an alternative to traditional in-person services, not only play a role in reducing
costs and increasing the speed of service delivery but also provide a platform for enhancing
quality and improving stakeholder satisfaction. Despite this, the quality of electronic
services in public organizations still faces numerous challenges. This study aims to identify
and explain the factors influencing the enhancement of electronic service quality in public
service organizations, with an emphasis on the principles of Jihadi management and Islamic
governance. The present research is applied-developmental in nature and designed with a
mixed-methods approach (qualitative-quantitative). In the qualitative phase, using the
grounded theory method and semi-structured interviews with experts, a paradigmatic model
including causal conditions, contextual conditions, intervening conditions, strategies, and
consequences was developed. In the quantitative phase, the proposed model was tested
using Structural Equation Modeling (SEM) and SmartPLS software. Findings revealed that
causal conditions (such as cost savings, perceived ease of use, and functional quality),
contextual conditions (such as accessibility and social conditions), and intervening
conditions (such as stakeholder attitudes and risk-taking) have a significant positive impact
on strategies for enhancing electronic services. Moreover, strategies including stakeholder
orientation, innovation tendency, and extensive advertising directly led to outcomes such as
organizational modernization, improved employee performance, and increased stakeholder
satisfaction. The results of this study indicate that integrating indigenous management
values with technological tools can provide an effective model for improving the quality of
electronic services in public service organizations. In particular, applying the principles of
Jihadi management and Islamic governance can play a vital role in strengthening public
trust, enhancing accountability, and increasing organizational effectiveness.
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Extended Abstract
Introduction.

Over recent decades, the rapid advancement of information and communication
technologies (ICT) has profoundly transformed public service delivery models.
Electronic services (e-services) have become a crucial mechanism for improving
efficiency, reducing operational costs, and enhancing stakeholder satisfaction.
However, despite their growing adoption, many public organizations continue to
face challenges in ensuring consistent and sustainable e-service quality. This study
seeks to identify and explain the key factors influencing the improvement of e-
service quality in public organizations, emphasizing the integration of Jihadi
management principles and Islamic governance values as a culturally grounded
framework for effective service delivery.

Methodology.

The research is applied-developmental in nature and employs a mixed-methods
design consisting of qualitative and quantitative phases. In the qualitative phase,
data were collected through semi-structured interviews with experts in e-
government and public management. Using the grounded theory approach, a
paradigmatic model was developed, including causal, contextual, and intervening
conditions, as well as strategic actions and outcomes. In the quantitative phase, the
proposed model was empirically tested using Structural Equation Modeling (SEM)
via SmartPLS software, validating the hypothesized relationships among the
variables.

Instruments and Data Collection.

Participants for the qualitative stage were selected through expert purposive
sampling to ensure diversity in expertise and organizational experience. Based on
qualitative findings, a structured questionnaire was developed for the quantitative
phase. The content validity of the instrument was confirmed by academic
specialists, and its reliability was verified using Cronbach’s alpha and composite
reliability indices. The survey sample consisted of employees from various public
service organizations engaged in electronic service delivery initiatives.

Results.

The findings indicate that causal conditions—including cost efficiency,
perceived ease of use, and functional quality—have a significant positive effect on
e-service enhancement strategies. Contextual conditions, such as accessibility,
social infrastructure, and organizational culture, also play an influential role.
Intervening conditions, including stakeholder attitudes and risk-taking tendencies,
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were found to moderate these relationships. Moreover, strategies emphasizing
stakeholder orientation, innovation, and promotional activities led directly to
organizational modernization, improved employee performance, and increased
stakeholder satisfaction.

Discussion.

The integration of technological tools with indigenous management
philosophies provides a holistic and sustainable approach to improving e-service
quality. The study underscores that technology alone cannot ensure service
excellence; rather, the inclusion of Jihadi management—which emphasizes
dedication, accountability, and collective responsibility—enhances institutional
trust and responsiveness. The principles of Islamic governance complement this
approach by promoting transparency, ethical leadership, and citizen-centered
service delivery.

Conclusion.

This research presents an integrative model demonstrating that combining
technological innovation with indigenous managerial values significantly
strengthens public trust, accountability, and organizational effectiveness. The
findings suggest that public organizations can achieve higher levels of service
quality and legitimacy by institutionalizing Jihadi management and Islamic
governance principles within e-service frameworks. These results provide valuable
insights for policymakers and practitioners seeking to modernize public sector
operations in culturally grounded and sustainable ways.
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