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Abstract

This study aims to identify and prioritize the components of modern public services within a sustainable urban development framework
and propose a comprehensive model for municipal improvement. This mixed-method study employed qualitative and quantitative
approaches. In the qualitative phase, thematic analysis based on semi-structured interviews with 19 experts was conducted. In the
validation phase, a three-round Delphi technique with 17 experts was applied. In the quantitative phase, data were collected through a
96-item questionnaire from 228 municipal managers in Mazandaran Province and analyzed using structural equation modeling. Validity
and reliability were confirmed using CVI, CVR, Cronbach’s alpha, and composite reliability indices. Qualitative results identified six main
themes: participatory governance, social equity, sustainable resource management, technological innovation, economic sustainability, and
civic education. Delphi findings confirmed expert consensus on these components. Quantitative results indicated a well-fitted structural
model and significant relationships between components and sustainable urban development. The proposed model provides a practical
framework for enhancing public service delivery and achieving sustainable urban development in municipalities.
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Extended Abstract

Introduction

In recent decades, the rapid transformation of urban systems, driven by technological advancement,
globalization, and evolving societal expectations, has fundamentally reshaped the concept and delivery of
public services. Traditional bureaucratic models are increasingly insufficient in addressing the complexity of
contemporary urban challenges, thereby necessitating a shift toward modern public service paradigms that
emphasize participation, transparency, innovation, and sustainability. In this context, the concept of modern
public services has emerged as a critical mechanism for enhancing public value, improving service quality,

and fostering sustainable urban development. This transformation is particularly relevant in the era of digital



governance, where technological integration has become a central pillar in redefining public sector
performance and citizen engagement (Aryatama et al., 2024; Sat, 2025).

Digitalization has played a pivotal role in reshaping public service delivery by enabling governments to provide
more efficient, accessible, and responsive services. The adoption of e-government systems, smart platforms,
and data-driven decision-making tools has significantly improved the efficiency and transparency of public
services while reducing operational costs and administrative burdens (Dwiputrianti et al., 2025; Muhdiarta
et al., 2025). Furthermore, digital transformation has been recognized as a key enabler of innovation
performance in public organizations, facilitating agile governance structures and enhancing the ability to
respond to dynamic societal needs (Almazrouei et al., 2024).

In parallel, the concept of smart governance has gained prominence as a strategic approach to improving public
service delivery. Smart governance integrates digital technologies, stakeholder participation, and data analytics
to enhance decision-making processes and optimize service provision. Empirical evidence suggests that the
implementation of smart city policies, including smart mobility, smart living, and digital infrastructure,
contributes significantly to improving the quality of public services and urban life (Deandra et al., 2024; dewi
et al., 2024; Sulistiyo, 2024). Additionally, the European experience in public service digitalization highlights
the importance of institutional readiness and policy coherence in achieving effective and sustainable outcomes
(Klari¢, 2023).

Sustainable urban development has become a central objective for policymakers worldwide, requiring a
balanced integration of economic growth, social equity, and environmental protection. Cities, as hubs of
economic activity and population concentration, play a crucial role in advancing sustainability goals. Studies
indicate that digitalization and innovation in public services can significantly contribute to sustainable urban
development by enhancing resource efficiency, reducing environmental impact, and promoting inclusive
growth (Yang et al., 2025; Zhang, 2025). In this regard, modern public services are increasingly viewed as
instruments for achieving sustainability objectives through integrated and adaptive governance approaches.
However, the transition toward modern public service systems is not without challenges. Organizational
rigidity, lack of coordination among institutions, limited financial and human resources, and resistance to
change remain significant barriers to effective implementation. Moreover, issues related to public sector
workforce well-being, such as burnout and compassion fatigue, can adversely affect service delivery quality
(Sciepura & Linos, 2024). Legal and regulatory challenges, particularly in the context of digital public
services, also pose constraints, including concerns related to data privacy, cybersecurity, and governance
accountability (Najjarzadeh Hanjani & Shamsi Moheb, 2023).

Another critical dimension of modern public services is social equity and inclusiveness. Ensuring equitable
access to public services for all citizens, particularly marginalized and vulnerable groups, is essential for
achieving sustainable development goals. The integration of smart technologies has been shown to enhance

fairness and inclusivity in service provision by reducing disparities and improving accessibility (Ghafeli et al.,



2024). Public engagement and communication strategies further play a vital role in strengthening citizen
participation and fostering trust in public institutions (Elareshi et al., 2024).

Operational efficiency and innovation are also central to the effectiveness of public service systems. The
application of advanced technologies such as blockchain has demonstrated potential in enhancing
transparency, reducing corruption, and improving administrative efficiency (Shahaab et al., 2023).
Additionally, empirical analyses of public service performance across cities highlight the importance of
structural, economic, and policy-related factors in determining service quality and effectiveness (Shi et al.,
2023). Human resource development, including training and motivation of public sector employees, further
contributes to innovation and improved service outcomes (Muhani, 2023; Nguyen et al., 2023; Pham et al.,
2024).

Cultural and ethical dimensions also influence the effectiveness of public services. The integration of cultural
values and professional ethics into public service delivery can enhance organizational performance and citizen
satisfaction (Prabowo et al., 2025). Moreover, the development of public media and communication platforms
supports democratic participation and sustainable governance models (Petre, 2023). Public expectations
regarding service quality, transparency, and responsiveness continue to rise, placing additional pressure on
governments to adopt innovative and adaptive approaches (Tiwari, 2023).

Despite the growing body of literature on public service innovation and sustainable urban development, there
remains a significant gap in identifying and integrating the key components of modern public services into a
coherent and context-specific framework. This gap is particularly evident in developing countries, where
institutional constraints and resource limitations hinder the effective implementation of sustainable service
models. Therefore, this study seeks to address this gap by identifying and ranking the components of modern
public services within the framework of sustainable urban development.

Methods and Materials

This study adopted a mixed-methods research design combining qualitative and quantitative approaches to
develop and validate a comprehensive model of modern public services. In the qualitative phase, a thematic
analysis was conducted based on semi-structured interviews with experts in public administration, urban
management, and municipal governance. A purposive snowball sampling technique was used to select
knowledgeable participants until theoretical saturation was achieved. The qualitative data were analyzed
through a systematic coding process, including initial coding, categorization, and theme development.

In the validation phase, the Delphi technique was employed in three iterative rounds to achieve consensus
among experts regarding the identified components. A structured checklist was used to assess the importance
and relevance of each component. Reliability was confirmed through test-retest analysis, and content validity
was ensured through expert review.

In the quantitative phase, data were collected using a structured questionnaire derived from the qualitative

findings. The study population consisted of municipal managers and officials across multiple municipalities,



and a stratified random sampling method was used to select participants. The collected data were analyzed
using structural equation modeling (SEM) to test the relationships among variables and validate the proposed
model. Reliability and validity were assessed using standard statistical indicators, including Cronbach’s alpha,
composite reliability, and convergent and discriminant validity measures.

Findings

The qualitative analysis resulted in the identification of six main themes representing the core components of
modern public services: participatory and sustainable governance, social equity and service inclusiveness,
sustainable resource and environmental management, technological innovation in public services, economic
sustainability and financial empowerment, and citizen education and cultural development. These themes were
supported by a set of sub-themes and indicators derived from the coding process.

The Delphi analysis confirmed a high level of consensus among experts regarding the importance and
relevance of these components. The iterative feedback process led to refinement and prioritization of the
identified themes, ensuring their validity and applicability in real-world contexts.

The quantitative analysis demonstrated that the proposed model exhibited a strong fit with the empirical data.
Structural equation modeling results indicated that all six components had significant positive effects on
sustainable urban development. The model explained a substantial proportion of variance in the dependent
variable, confirming its explanatory power and robustness. These findings highlight the interdependent nature
of the identified components and their collective contribution to enhancing public service performance and
sustainability outcomes.

Discussion and Conclusion

The findings of this study underscore the importance of adopting a holistic and integrated approach to public
service delivery in the context of sustainable urban development. The identified components reflect the
multidimensional nature of modern public services, encompassing governance, technology, social equity,
economic sustainability, environmental management, and cultural development. The significant relationships
observed in the structural model indicate that these components are not isolated but interact synergistically to
influence urban sustainability outcomes.

The prominence of participatory governance highlights the critical role of stakeholder engagement and
collaborative decision-making in enhancing service effectiveness and accountability. Similarly, the emphasis
on technological innovation reflects the transformative impact of digitalization in improving service efficiency
and responsiveness. The integration of social equity and inclusiveness ensures that public services address the
needs of diverse populations, thereby promoting social cohesion and justice.

The findings also emphasize the importance of economic and environmental considerations in public service
design. Sustainable resource management and financial stability are essential for ensuring the long-term
viability of service systems. Additionally, the role of citizen education and cultural development underscores

the need for fostering awareness, participation, and behavioral change among citizens.



Overall, this study contributes to the existing literature by providing a comprehensive and empirically validated
framework for modern public services within the context of sustainable urban development. The proposed
model offers practical insights for policymakers and municipal authorities seeking to enhance service delivery
and achieve sustainability goals. By integrating multiple dimensions of public service provision, the model

serves as a valuable tool for guiding strategic planning and policy implementation in urban governance.

References

Almazrouei, F., Sarker, A. E., Zervopoulos, P., & Yousaf, S. (2024). Organizational Structure, Agility, and Public Value-Driven Innovation
Performance in the UAE Public Services. Heliyon. https://doi.org/10.1016/j.heliyon.2024.¢33261

Aryatama, S., Miswan, M., Fahriyah, F., Pribadi, T., & Suacana, I. W. G. (2024). Enhancing governance efficiency through digital
transformation in public services: Lessons from global practices. Global International Journal of Innovative Research, 2(5), 1648-1661.
https://doi.org/10.59613/global .v2i5.171

Deandra, R. A., Nurmandi, A., & Fridayani, H. D. (2024). Implementation of Smart Government, Smart Mobility, and Smart Living Policies
in Realizing the Quality of Public Services in Yogyakarta City. Jurnal Ilmu Pemerintahan Kajian llmu Pemerintahan Dan Politik Daerah, 9(2),
139-152. https://doi.org/10.24905/jip.9.2.2024.139-152

dewi, K. S., Raharjo, P., Sukmana, P., Rachmatsyah, T. H., & Sudaryana, B. (2024). Strategy Implementation of the Six Smart City Policy
to Public Services (Case Tudy in Klaten District). Revista De Gestdo Social E  Ambiental, 18(8), 07565.
https://doi.org/10.24857/rgsa.v18n8-137

Dwiputrianti, S., Amellia, D. Y., Lee, H. K., & Kadelbach, V. (2025). Assessing digital innovations in public service delivery of West Java
Province versus South Korea and Mexico. Administratio: Jurnal Ilmiah Administrasi Publik dan Pembangunan, 16(1), 1-26.
https://doi.org/10.23960/administratio.v16i1.476

Elareshi, M., Habes, M., Ali, S., & Attar, R. W. (2024). Public Engagement Through Public Service Advertisements for Health Care
Awareness During Early COVID-19 in Pakistan. Frontiers in Communication, 9. https://doi.org/10.3389/fcomm.2024.1376717

Ghafeli, N., Chenari, V., Tamimi, M., Makvandi, F., & Amirnejad, G. (2024). Identifying factors and indicators of a justice-oriented public
service:  model  based on new  smart technologies.  Fasiname-ye  Bazaryabi-ye ~ Khadamat-e =~ Omoomi,  3(1).
https:/ /www.jmsp.ir/article_180799 .html?lang=fa

Hariyanti, A., & Rahayu, T. P. (2024). Implementation of Good Governance in Improving Public Service Performance at BNNP Central
Borneo. Journal of Public Administration Science: Policy Dynamics Public Services and Bureaucracy Transformation, (1), 1-6.
https://doi.org/10.70074/jaspdt.v1il.2

Klari¢, M. (2023). Smart Digitalization and Public Services in the Eu. https://doi.org/10.25234/eclic/ 27446

Mubhani, U. (2023). Identification of HR Management Training Approaches on Sustainable Public Service Administration Skills in Indonesia.
International Journal of Business Economics & Management, 6(1), 78-87. https://doi.org/10.21744/ijbem.v6n1.2094

Muhdiarta, U., Mulyaningsih, S., Wibisono, O. N., Musa, A. E. Z., & Judijanto, L. (2025). Revolutionizing Public Services: The
Transformative Power of E-Government in Shaping Efficient Digital Governance. Journal of Information Systems Engineering and
Management, 10(54s). https://doi.org/10.52783/jisem.v10i54s.11146

Najjarzadeh Hanjani, M., & Shamsi Moheb, A. (2023). Opportunities and Threats of E-Public Services from an Administrative Law
Perspective. Journal of Contracts and Emerging Technologies Law, 2, 21-35. https://mtlj.usc.ac.ir/article_172514 html?lang=en

Nguyen, N. T. H., Nguyen, D., Vo, N., & Tuan, L. T. (2023). Fostering public sector employees' innovative behavior: the roles of servant
leadership, public service motivation, and learning goal orientation.  Administration &  society, 55(1), 30-63.
https://doi.org/10.1177/00953997221100623

Petre, R. (2023). The Platform for the European Public Service Media and Culture Sector; Towards a Sustainable and Democratic Model.
Sociologia Della Comunicazione, 34(65), 13-30. https://doi.org/10.3280/5c2023-065002

Pham, T. P. T., Nguyen, T. V., Nguyen, P. V., & Ahmed, Z. U. (2024). The pathways to innovative work behavior and job performance:
Exploring the role of public service motivation, transformational leadership, and person-organization fit in Vietnam's public sector.
Journal QfOpen Innovation: Technology, Market, and Complexity, 10, 100315, https://doi.org/l().1016/j.j0itmc.2024-. 100315

Prabowo, M. A., Putri, B. A. D. U., & Hanifah, M. N. (2025). Implementation of Javanese Cultural Values in the Professional Ethics of
Public Accountants in Public Services. Innovation Business Management and Accounting Journal, 4(3), 84-90.

Sat, N. (2025). Public services digital transformation with competency strategies and future perspectives. https: / /doi.org/10.4018/979-8-3693-6547-
2.ch001

Sciepura, B., & Linos, E. (2024). When perceptions of public service harms the public servant: Predictors of burnout and compassion fatigue
in government. Review of Public Personnel Administration, 44(1), 116-138. https://doi.org/10.1177/0734371X221081508

Shahaab, A., Imtiaz, A., & Ross Maude, C. (2023). Public service operational efficiency and blockchain. A case study of Companies House,
UK. Government Information Quarterly, 40(1), 101-119. https://doi.org/10.1016/j.giq.2022.101759


https://doi.org/10.1016/j.heliyon.2024.e33261
https://doi.org/10.59613/global.v2i5.171
https://doi.org/10.24905/jip.9.2.2024.139-152
https://doi.org/10.24857/rgsa.v18n8-137
https://doi.org/10.23960/administratio.v16i1.476
https://doi.org/10.3389/fcomm.2024.1376717
https://www.jmsp.ir/article_180799.html?lang=fa
https://doi.org/10.70074/jaspdt.v1i1.2
https://doi.org/10.25234/eclic/27446
https://doi.org/10.21744/ijbem.v6n1.2094
https://doi.org/10.52783/jisem.v10i54s.11146
https://mtlj.usc.ac.ir/article_172514.html?lang=en
https://doi.org/10.1177/00953997221100623
https://doi.org/10.3280/sc2023-065002
https://doi.org/10.1016/j.joitmc.2024.100315
https://doi.org/10.4018/979-8-3693-6547-2.ch001
https://doi.org/10.4018/979-8-3693-6547-2.ch001
https://doi.org/10.1177/0734371X221081508
https://doi.org/10.1016/j.giq.2022.101759

Shi, J., Dai, X., Duan, K., & Li, J. (2023). Exploring the performances and determinants of public service provision in 35 major cities in
China from the perspectives of efficiency and effectiveness.  Socio-Economic ~ Planning  Sciences, 85, 101441,
https://doi.org/10.1016/j.seps.2022.101441

Sulistiyo, H. (2024). Dimension of Smart Governance in Supporting Public Services in Madiun City, East Java Province. Jurnal Politik
Pemerintahan Dharma Praja, 17(2), 47-58. https://doi.org/10.33701/jppdp.v17i2.4812

Tiwari, S. (2023). Public Expectation on Strengthening Municipal Governance Through Government Preparedness in the Public Service
Delivery. Kalika Journal of Multidisciplinary Studies, 5(1), 98-112. https://doi.org/10.3126/kjms.v5i1.60913

Yang, Y., Shen, L., Sang, M., & Ding, X. (2025). The impact of digitalization on urban sustainable development - An economic perspective.
Technological Forecasting and Social Change, 212, 124005. https://doi.org/10.1016/j.techfore.2025.124005

Zhang, A. (2025). Analysis of the Sustainable Development Pathway of Urban-Rural Integration from the Perspective of Spatial Planning: A
Case Study of the Urban-Rural Fringe of Beijing. Sustainability, 17(5), 1-19. https://doi.org/10.3390/5u17051857


https://doi.org/10.1016/j.seps.2022.101441
https://doi.org/10.33701/jppdp.v17i2.4812
https://doi.org/10.3126/kjms.v5i1.60913
https://doi.org/10.1016/j.techfore.2025.124005
https://doi.org/10.3390/su17051857

