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Today, the survival of organizations largely depends on customer

satisfaction. In other words, improving customer service and

increasing satisfaction enable an organization to progress. There are

fundamental differences among customers; customers themselves are

divided into various groups, each with different processes, needs, and

requirements. However, in general, the customer is the key to an

organization’s survival. Despite the importance of citizens’ rights as a

key indicator of development and democracy, evidence suggests that
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in Iran, particularly in urban management, there is still no integrated,
indigenous, and practical model for the operational realization of
citizens’ rights. This study sought to identify the essential components
for ensuring citizens’ rights in the Tehran Municipality. The research
is applied in purpose and qualitative in data collection methodology.
The results showed that the model for ensuring citizens’ rights in the
Tehran Municipality comprises 6 overarching themes, 21 basic
themes, and 72 thematic codes. Based on the results of the thematic
analysis, the main dimensions of the model for ensuring citizens’
rights in the Tehran Municipality include: 1) Level of awareness of
citizens’ rights, 2) Behavior and experience, 3) Implementation of
policies and citizens’ rights, 4) Organizational structure, 5) Behaviors
and interactions, 6) Monitoring and evaluation mechanisms, and 7)

Follow-up strategies.

Keywords: Citizenship rights, Municipality, Administrative system,

Providing a model.

1.Introduction

Nowadays, the survival of organizations largely depends on customer
satisfaction. In other words, improving service delivery to customers
and increasing their satisfaction places the organization on a path of
improvement and progress. Customers inherently differ from one
another and can be divided into various groups with distinct processes,
needs, and requirements; however, in general, the customer is the key
to an organization’s survival. Despite the importance of citizens’
rights as a key indicator of development and democracy, evidence
shows that in Iran—particularly at the level of urban management—
there is still no integrated, indigenous, and practical model for the

effective realization of citizens’ rights. The present study aimed to
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identify the fundamental components required to ensure citizens’

rights in the Municipality of Tehran.

2 .Literature Review

From Cohen’s perspective, citizenship is a form of mutual social
contract between the state and the nation, grounded in a shared sense
of national identity within a defined territory. For this reason,
citizenship is considered a complex and multidimensional concept, as
it encompasses legal, cultural, social, and political dimensions and
defines a set of legal obligations, social commitments, and a shared
sense of identity for citizens. In fact, the idea of citizenship at any time
and place reflects the specific characteristics of that particular society
(Campbell, 2022). Citizens interact with one another on most societal
issues, and responsibilities accompany each right.

These responsibilities create the foundation for contributing to
society, facilitating the proper functioning of social affairs, and
establishing order and discipline (Karami Moghadam, 2020;
Khairollah). One of the most important social issues expressed in
various forms to date is citizenship rights, which have at times been
interpreted under different titles, such as political and civil rights,
human rights, and social rights (Sanganeh et al., 2019).

Political and non-political rights, civil rights, and citizenship rights
collectively constitute a relatively broad concept that encompasses
political rights as well as individual and social entitlements of those
without a political background. Therefore, citizenship rights
encompass all three generations of human rights discussed at the
doctrinal level. These three generations include civil and political
rights; economic, social, and cultural rights; and solidarity rights
(Seleiani et al., 2019).
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Citizenship rights are a combination of individuals’ duties and
responsibilities toward one another, the city, and the state, and include
political, civil, social, cultural, and gender rights. They represent the
primary pathway through which individuals fulfill their
responsibilities to one another, the government, the city, and society
(Rezapour et al., 2019).

These rights are entitlements and privileges granted to citizens within
a country’s legal system, based on the principles of human dignity and
non-discrimination, to foster the development of their individual and
social identities. Citizenship rights are also a phenomenon closely
intertwined with the culture of each society (Afshar Ahmadi, 2019).
Urban laws and regulations are among the most important links
between urban management and citizens. In other words, the key
elements of urban management, within the framework of laws and
regulations, define the roles and responsibilities of themselves and
other actors, and provide the conditions for citizen participation in
urban governance. Through this process, the realization of the concept

of citizenship becomes possible (Seleiani et al., 2019).

3 .Methodology

This study is applied in purpose and qualitative in nature, using an
interpretivist approach and a three-stage thematic analysis.
Participants were experts in citizenship rights and human resource
management, selected through purposive (judgmental and snowball)
sampling based on criteria such as relevant education, research
background, professional experience, and practical involvement in
administrative and legal processes. Data were collected through semi-
structured interviews, preceded by an explanatory briefing. The
interview questions focused on safeguarding citizenship rights within

the administrative system and its related dimensions.
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4 .Results

The findings show that the model for ensuring citizens’ rights in
Tehran Municipality consists of seven interconnected dimensions: (1)
awareness of citizens’ rights, including employees’ and citizens’
knowledge as well as the role of education and media; (2) behavior
and experience, covering motivation, attitudes, and active
participation; (3) implementation of policies, including guidelines and
administrative challenges; (4) organizational structure, focusing on
hierarchy, transparency, and interactions; (5) behaviors and
interactions, including citizen-oriented conduct and inter-unit
collaboration; (6) monitoring and evaluation, aimed at legality,
transparency, and public trust; and (7) follow-up strategies, involving
legal, communicative, and participatory mechanisms to support and

promote citizens’ rights.

5 .Discussion

The research findings indicated that the model for ensuring citizens’
rights in Tehran Municipality comprises six overarching themes, 21
basic themes, and 72 thematic codes. Based on the results of the
thematic analysis, the main dimensions of the model for ensuring
citizens’ participation in Tehran Municipality include: (1) the level of
awareness of citizens’ rights, (2) behavior and experience, (3)
implementation of policies and citizens’ rights, (4) organizational
structure, (5) behaviors and interactions, (6) monitoring and

evaluation mechanisms, and (7) follow-up strategies..

6 .Conclusion

Follow-up strategies are essential for the effective realization of
citizens’ rights. They provide legal, communicative, and participatory
frameworks that enable citizens to pursue their claims and monitor the

performance of urban institutions. Legal mechanisms, including
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formal regulations, complaint systems, and redress procedures, allow
citizens to take action in cases of rights violations and hold

organizations accountable.
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