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Abstract

The aim of this study was to conduct a Toresight analysis of\the factors
influencing the implementation of artificial intelligence ingtheyprovision of
public services to citizens. The current researchsemployed a mixed-methods
approach. Methodologically, the study was based &} Structural Self-
Interaction Matrix analysis\within a strategic foresight framework, and in
terms of its objective, it is Classified as applied“research. The statistical
population consisted of 25 expertshincluding tmiversity faculty members and
managers from govergimental ‘erganizations, selected through purposive
sampling. Data “were collected “through literature review, structured
interviews, and a scoring questionnaireranging from 0 to 3 according to the
SSIM framework, and analyzed us?ﬁg the MICMAC software. The findings
indicated thatthe adoption Gfs@\data-driven governance approach in public
policy, the formtlation offa‘clear national strategy for digital transformation
and artificial intelligences and the provision of sustainable financial resources
for training and digital empowerment of staff were the most influential factors
affecting the implementation of artificial intelligence in public service
delivery. The results further revealed that these identified factors, by creating
synergies among managerial, technological, and human structures, provide a
foundation for enhaneing the quality, transparency, and efficiency of public
services.
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1 .Introduction

The core principle of a democratic government is to continuously
respond to the preferences and needs of its citizens, with public services
serving as the main instrument for this responsiveness. Public services
encompass a wide range of goods, services, organizations, and sectors,
but at the center are individuals whose decisions—from personal career
choices to designing, managing, and implementing public systems—
shape the quality and effectiveness of the public sector. In the digital
era, artificial intelligence (Al) has emerged as, a transformative
technology, driving significant changes in governmenteperations. Over
recent decades, countries have increasingly adopted Al in public service
management to enhance service quality, deliverys, speed, and
administrative efficiency. Successful“gimplementation, however,
requires a clear understanding of the factors influéncing Al adoption to
ensure its benefits are fully realized and_publicaésistance minimized.
Al acceptance depends on multiple elements, ‘including technological
infrastructure, human_capacity,‘data transparency, and public trust, all
of which interact to affect servige efficiency. Foresight analysis of these
factors can guide* managersyin designing sustainable strategies for Al
integration in publie'services. Given the critical role of public services
in meetingasocietal needs, fdentifying and prioritizing these factors is
essential. Existing research has largely focused on Al’s benefits, while
challenges, implementation barriers, and long-term impacts on policy
and citizen satisfaction®emain underexplored. This study aims to fill
that gap by identifying and prioritizing the key factors influencing Al
adoption in public services, providing a strategic framework for future-
oriented policymaking, and supporting informed decision-making to
enhance citizen welfare and service effectiveness.

2 Literature Review

Artificial intelligence (Al), with its widespread impact on human life,
significantly influences both quality of life and citizens’ participation.
This technology can enable the development of smart cities and
improve social services such as security, transportation, waste
management, healthcare, traffic and pollution reduction, and urban
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communication, thereby enhancing citizens’ well-being and comfort in
urban environments. Consequently, the development of Al in the public
sector requires a strategic approach to improve service efficiency,
transparency, and citizen satisfaction.

3 .Methodology

The current study adopted a mixed-methods (qualitative—quantitative)
approach. Methodologically, it is based on Structural Self-Interaction
Matrix (SSIM) analysis within a strategic foresight,framework, and in
terms of purpose, it is applied research. The study population consisted
of 25 experts, including university professors and mapagers from
governmental organizations, selected through purposive'sampling. Data
were collected using library research,structured interviews, and a
scoring questionnaire ranging from zero to three,decofding to the SSIM,
and were analyzed using the MICMAC statisticalbsoftware.

4. Results

Based on the analysis,0f directhandiindirect relationships among factors
influencing the“adeption ef artificial intelligence in public service
delivery, it was observed that, the implementation of a data-driven
governance, approach in public\policy, the formulation of a clear
national digital transformatio\ and Al strategy, and the provision of
sustainable finaneial resources for training and digital capacity building
of employees areithe most influential factors. Additionally, factors such
as fostering social acceptance and citizen trust in technology, inter-
organizational collaboration between public and private sectors, and the
development of technalogical infrastructure with access to high-quality
data were identified«as dependent factors. Finally, attention to change
management and reducing organizational resistance to innovation was
found to be an independent factor.

5. Discussion and Conclusion

In the contemporary era, identifying and analyzing the factors
influencing the adoption of artificial intelligence in public service
delivery plays a key role in enhancing administrative efficiency,
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increasing transparency, improving service quality, and strengthening
public trust. As technological developments rapidly transform
governance structures and urban management, focusing on factors such
as technological infrastructure, data-driven governance, human
resource training, and the formulation of a clear national strategy can
create the foundation for effective digital transformation in the public
sector. In particular, considering national policies on digital
transformation and smart government, a foresight-based analysis of
these factors can support better managerial decision-making, optimal
resource allocation, and the sustainable development of Al-driven
public services for citizens in Iran.
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