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Abstract

This study aims to expl(g1 dynamal en trust formation in
public services in Iragusing a Gualitative"grounded theory approach.
Data were collqed Through i interviews with 14 participants,
including policy@ers, cademics, and citizens, and
analyze ctive coding. The findings reveal

phenomenon, the interaction of causal, contextual, and
intervening ¢ i nd are strengthened by strategies such as
transparency, ac ility, and fairness. The outcomes include
increased citizen satisfaction and trust, improved organizational
performance, and enhanced social capital. The study highlights that
citizen trust is a dynamic and experience-based process, requiring an
integrated and systemic approach to public service management.

Keywords: Dynamics, Citizen trust, Public ervices, Grounded theory,
Citizen-centered services.
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In the contemporary era, improving the quality of public services and
rebuilding citizens’ trust in governmental institutions have become
central concerns of governance systems. In Iran, challenges such as
bureaucratic complexity, lack of transparency, organizational
fragmentation, and perceived inequities in service delivery have
contributed to declining public trust and citizen dissatisfaction. Recent
public management approaches emphasize “citizen-centered
experience” and “dynamic trust” as key drivers of transformation in
public service delivery. Accordingly, this study aims to explore the
dynamics of citizen trust formation within the contexXg,of public services

and improving organizational performance

2. Literature Review

2.1. Citizen Trust in Publi

S |
Citizen trust in publiéhservi recogniZed as a key factor in the
effectiveness “ ic nt and the sustainability of
have shown that the quality of
ccountability, and the reliability of
luence satisfaction and social capital
OECD, 2021). This complex and
ship has drawn researchers’ attention to the
erstanding of citizens’ real experiences.

multidimensio
need for a precise

2. The Role of Qualitative Approaches in Understanding Trust

Although quantitatiVe studies have examined indicators of trust and
satisfaction, qualitative and data-driven approaches provide a deeper
understanding of the dynamics of trust and the processes shaping it
(Charmaz, 2014; Bryant & Charmaz, 2019).

3. Multidimensional Nature of Trust in Public Services
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Recent studies define trust in public services as a multidimensional
concept encompassing psychological, social, and organizational
dimensions. Psychological trust refers to citizens’ beliefs about the
honesty and competence of public employees; social trust relates to
social capital and communication networks within society; and
organizational trust emphasizes transparency, accountability, and
predictability of service-providing institutions (Van de Walle &
Bouckaert, 2020; Van Ryzin, 2017). These dimensions indicate that
trust is not limited to the technical performange of services, but is
simultaneously shaped by citizen experience, hu interaction, and
organizational characteristics.

Grounded theory, as a powerful analytic in qualitative
research, enables the extraction of indigenous anéhdata-based theories.
Unlike traditional approac esearchers to follow
predetermined theoreticaljass
approach to the stud citiz
opportunity to Ufieauer hid

in public services offers a unique
determining factors, and human

In other wor d theory allows concepts, categories, and
theories to emerg the data itself, resulting in a practical and
context-specific theoRy that is both scientifically robust and applicable
for managers and poligymakers.

6. Organizational COmplexity and Its Impact on Trust

Recent studies in public service management indicate that increasing
organizational complexity, high citizen expectations, and resource
constraints lead to a decline in trust and satisfaction. Managing these
conditions requires a deep and qualitative understanding of user
experiences (Christensen & Lagreid, 2018; Van de Walle & Bouckaert,
2020).
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7. Role of Qualitative Analysis in Identifying Trust Factors

In this regard, qualitative analysis based on in-depth interviews with
citizens and public service employees provides an opportunity to
identify organizational, individual, and cultural factors influencing
trust. Such analyses may include aspects such as the quality of human
interaction, transparency of processes, predictability of services, and
alignment of services with citizens’ needs and expectations.

8. Dynamic Nature of Citizen Trust

Moreover, recent studies emphasize a dynamic
concept shaped by past experiences, ongaing i nd future
expectations (OECD, 2021). Therefor. i ed theory
approach to explore citizens’ experience examining the

This feature d|
only describes

research scientifically, as it not
t also explains the underlying
reby paving the way for practical

Overall, the theoret
three main axes: Und

| foundations of this study are structured around
tanding the multiple dimensions of citizen trust
and the role of lived experience in shaping it; The necessity of applying
grounded theory t elop practical and context-specific theories;
Analyzing organizational, individual, and social factors influencing
citizen trust and satisfaction.

These foundations provide a solid framework for collecting and
analyzing qualitative data and guide the research toward developing a
novel theory in the field of public services and citizen trust.

3. Methodology
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This study adopts an applied qualitative research design using a
systematic grounded theory approach. The research population
consisted of 14 participants, including policymakers, executive
managers, academic experts, and citizens utilizing public services,
selected through purposive and theoretical sampling. Data were
collected via in-depth semi-structured interviews and analyzed through
open, axial, and selective coding procedures. To ensure the validity and
reliability of the findings, techniques such as member checking, data
triangulation, and peer review were employed

4. Results

trust and
ion of six

The findings indicate that the core pheno
citizen-centered experience” emerges t

main dimensions. Causal conditions include ¢ or experiences,
social expectations, and ion, which shape
initial trust perceptions. i e within contextual

factors such as administrativ , latory frameworks, and
socio-demographic ractery Intervening conditions—namely
employees’  Competenci logical infrastructure, and

ice delivery, promoting transparency
ngthening fairness and equity in service
provision. The of this process encompass increased citizen
trust and satisfaction, improved organizational effectiveness, and the
reinforcement of soci@l capital, which in turn create a feedback loop
influencing initial congditions. The study concludes that citizen trust in
public services is n tatic construct but a dynamic, interactive, and
experience-based process shaped by the interplay of structural, human,
and technological factors. Improving public service delivery in Iran
requires a holistic and systemic approach in which citizen-centered,
transparent, and equity-oriented strategies are implemented in an
integrated manner. The proposed model provides a practical framework
for policymakers and public managers to rebuild trust and sustainably
enhance the quality of public services.
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