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Rapid urbanization and the increasing complexity of urban challenges
have made the evaluation of urban management performance essential.
In this context, assessing citizens’ satisfaction with municipal services,
infrastructure, governance, and institutional trust plays a critical role in
improving urban management and promoting a citizen-centered
approach in Bijar city. This study aims to analyze the key components
of Bijar’s urban management performance and evaluate citizens’
perceptions of urban infrastructure, public services, urban governance,
and institutional trust. This research employed a quantitative survey
approach. The statistical population consisted of residents of Bijar, and
the sample size was determined using Cochran’s formula and selected
through stratified random sampling. Data were collected utilizing a
researcher-made questionnaire based on theoretical foundations and
previous studies, covering the study’s four main components. Content
validity was confirmed by experts, and reliability was verified through
Cronbach’s alpha and confirmatory factor analysis. Findings indicate
that the questionnaire possesses acceptable validity and reliability, and
there is a significant relationship between urban management
performance and citizens’ satisfaction. Urban services exhibited the
strongest impact on satisfaction (path coefficient = 0.956), followed by
urban infrastructure (0.952), urban governance (0.935), and
institutional trust (0.613). The results highlight that improving service
quality, strengthening infrastructure, and enhancing transparency,
accountability, and trust can increase citizen satisfaction and support
citizen-oriented urban governance, particularly in medium-sized cities
such as Bijar. These findings underscore the need for integrated urban
policies that align service provision, governance reform, and trust-
building measures, enabling municipal authorities to respond more
effectively to citizens’ expectations and to promote sustainable,
inclusive, and accountable urban development in Bijar city.
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Extended Abstract

Introduction

Urbanization is a defining trend of the
twenty-first century. According to global
projections, by 2050 nearly 75 percent of
the world’s population will live in cities.
This shift has intensified the complexity of
urban systems and highlighted the urgent
need for holistic approaches that address
the  intertwined  social,  economic,
environmental, and managerial dimensions
of  urban  development.  Achieving
sustainable urban growth requires efficient
urban management systems capable of
ensuring citizens’ well-being, equity in
service provision, and environmental
resilience. In this regard, understanding and
improving the quality of urban management
practices —  particularly those of
municipalities as the main executive and
service-delivery institutions — is a crucial
prerequisite ~ for  sustainable  urban
governance.

Urban sustainability cannot be realized
without  effective,  responsive, and
participatory  management  structures.
Continuous  evaluation of  municipal
performance, along with citizens’ active
engagement, forms a key foundation for
achieving good urban governance. As the
closest governmental body to the people,
the municipality plays a decisive role in
shaping citizens’ perceptions of urban
livability and on the cultivation of trust in
local governance. Therefore, examining
how citizens assess municipal performance
provides valuable insight into both the
effectiveness and legitimacy of urban
management processes. Such assessments
also serve as an important basis for
identifying developmental bottlenecks and
enhancing citizen-oriented strategies.

In this context, the study aims to analyze
citizens’ satisfaction with the quality of
urban management practices, focusing on
the performance of Bijar Municipality as a
representative case. The research seeks to
measure the degree to which the principles
of citizen-centered governance have been
realized and identify the key determinants
that influence citizens’ assessment of
municipal services. The central objective is
to evaluate how citizens perceive the
municipality’s effectiveness in delivering

infrastructure and public services, ensuring
transparency and accountability, and
fostering trust in local governance.
Accordingly, the study seeks to answer the
following research questions:

1. To what extent have the principles of
citizen-centered governance been reflected
in the performance and services of Bijar
Municipality?

2.1s there a statistically significant
relationship  between citizens’  socio-
demographic characteristics (such as age,
education, and occupation) and their level
of satisfaction with the quality of urban
management and municipal performance?
A review of previous studies shows that
urban management performance has been
analyzed in  various national and
international contexts, yet relatively few
investigations have addressed the issue
from a multidimensional perspective
encompassing both functional efficiency
and citizens’ subjective  satisfaction.
International literature emphasizes the
correlation among participatory
governance, institutional transparency, and
urban  sustainability, while domestic
research  highlights  shortcomings in
municipal responsiveness and service
distribution  equity. Consequently, a
comprehensive evaluation that integrates
both the objective and perceived aspects of
urban management performance is essential
to bridge these analytical gaps.

The conceptual framework is based on four
interrelated dimensions that collectively
define the quality of urban management:
urban infrastructure, public services, urban
governance, and overall civic trust. These
dimensions serve as the analytical
foundation for assessing how effectively the
municipality contributes to sustainable
urban development. By examining these
components through citizens’ perspectives,
the study aims to provide a
multidimensional understanding of urban
management  performance  and  its
implications for advancing sustainable
urban governance in medium-sized cities
such as Bijar.

Methodology
This study employed a quantitative
approach and a survey research strategy to
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analyze the key components of urban
management performance related to the
realization of citizen-centered governance.
The quantitative approach enabled the
systematic measurement of citizens’
perceptions and attitudes toward various
dimensions of urban management through
numerical data, allowing for the
identification of relationships among the
core research variables. Given the purpose
of the study and the need to examine a
broad cross-section of citizens, the survey
strategy is particularly suitable, as it
facilitates the structured assessment of
citizen satisfaction within the real context
of the study area.

Both secondary and primary data were
utilized. In the first phase, secondary
sources—including books, scholarly
articles, and national and international
research studies on urban management,
citizen’s satisfaction, municipal service
quality, and local governance—were
reviewed to develop the theoretical
framework and identify the components of
the study. These sources informed the
design  of a  researcher-developed
questionnaire derived from prior studies
(Azar et al., 2024; Babaei-Morad, 2022;
Khakpour et al., 2019; Raeisi, 2023; Shali
& Abediganeh, 2023; Caicedo et al., 2025).
The questionnaire consists of two sections:
1. Demographic questions (gender, age,
education, length of residence), and

2. ltems measuring citizens’ satisfaction
with municipal performance across four
components: urban infrastructure, public
services, urban governance, and overall
trust.

Responses were recorded on a five-point
Likert scale ranging from 1 (very low) to 5
(very high).

Content validity was assessed through
expert review, and necessary revisions were
made accordingly. Reliability was tested
using Cronbach’s alpha in a pilot study,
confirming satisfactory internal
consistency.  Construct  validity — was
examined through confirmatory factor
analysis, which indicated acceptable factor
loadings and model fit.

The statistical population included all
residents of Bijar city. The sample size was
determined using Cochran’s formula, and

simple random sampling applied to enhance
generalizability. Data analysis involved
descriptive statistics and structural equation
modeling (SEM), performed using SPSS
for basic descriptive analyses and
SmartPLS for evaluating the conceptual
model and estimating causal relationships
among the research variables.

Results and Discussion

A total of 382 residents of Bijar participated
in the study. Regarding gender distribution,
women constituted the majority of
respondents, with 202 participants, while
men accounted for 180 individuals. This
distribution indicates a higher level of
female participation among the surveyed
population. In terms of age, 81 respondents
(21.3 percent) were under 25 years old,
including 33 men (18.4 percent) and 48
women (23.8 percent). The age group of
25-35 years represented the largest portion
of the sample, with 128 individuals (33.6
percent), equally composed of 64 men (35.8
percent) and 64 women (31.7 percent). The
35-45 age group comprised 81 respondents
(21.3 percent), consisting of 38 men (21.2
percent) and 43 women (21.3 percent).
Additionally, 65 individuals (17.1 percent)
fell within the 45-55 age range, including
32 men (17.9 percent) and 33 women (16.3
percent). Finally, 26 respondents (6.8
percent) were over 55 years old, comprising
12 men (6.7 percent) and 14 women (6.9
percent). Thus, the dominant age group
among participants was 25-35 years,
representing 33.6 percent of the total
sample.

Regarding educational attainment, 79
respondents (20.7 percent) held a high
school diploma, including 41 men (22.8
percent) and 38 women (18.8 percent). A
total of 109 participants (28.5 percent) held
an associate degree, with 48 men (26.7
percent) and 61 women (30.2 percent). The
largest educational group consisted of
bachelor’s degree holders, totaling 145
individuals (38 percent), including 63 men
(35 percent) and 82 women (30.2 percent).
Moreover, 37 respondents (9.7 percent)
possessed a master’s degree—19 men (10.6
percent) and 18 women (8.9 percent)—
while 12 individuals (3.1 percent) held
doctoral degrees (9 men and 3 women).
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Therefore, the majority of participants held
a bachelor’s degree.

To assess the normality of the collected
data, the Kolmogorov—-Smirnov test was
conducted using SPSS version 27. This
statistical test evaluates whether a sample
distribution differs significantly from a
normal distribution. The null hypothesis
assumes that the data follow a normal
distribution. If the significance level (Sig) is
greater than 0.05, the null hypothesis is
retained, indicating normal distribution of
the data at a 95 percent confidence level,
thus validating the use of parametric tests.
Conversely, a significance level below 0.05
leads to the rejection of normality, requiring
the use of non-parametric statistical
techniques. The Kolmogorov-Smirnov
results revealed that all four research
dimensions—quality of wurban services,
urban infrastructure, urban governance, and
institutional trust—had significance levels
below 0.05, indicating that the data were
not normally distributed. Therefore, non-
parametric methods were used for
hypothesis testing and data analysis.
However, given the relatively large sample
size, the central limit theorem supports the
approximation of the sample distribution to
normality, thereby justifying the application
of confirmatory factor analysis for
validating the  measurement  model.
Accordingly, structural equation modeling
(SEM) utilizing the partial least squares
(PLS) method in SmartPLS was employed.
This approach involves two key stages:
evaluating the measurement model and
assessing the structural model.

The validity and reliability of the
Questionnaire measuring citizens’
satisfaction ~with urban  management
performance were examined using PLS-
based confirmatory factor analysis.
Construct validity was assessed using factor
loadings, average variance extracted
(AVE), and composite reliability.
Cronbach’s alpha was also employed to
evaluate internal consistency, and the
results demonstrated satisfactory reliability
across all latent variables. Specifically, all
constructs exceeded the recommended
threshold of 0.70 for Cronbach’s alpha and
composite reliability, confirming internal
consistency. While AVE values for some

constructs were below the ideal cutoff of
0.50, acceptable factor loadings and strong
composite reliability—as noted by Fornell
and Bookstein (1982)—indicated adequate
convergent validity.

The overall results demonstrate that
citizens’ perceptions of urban management
in Bijar are shaped by a combination of
service-related, infrastructural, and social
factors. Findings revealed that the general
level of satisfaction  with  urban
management and municipal performance is
moderate to low. This is consistent with
studies conducted in cities such as
Nikshahr, Tabriz, Nourabad, Kuhdasht, and
Zahedan, which indicate that although
citizens acknowledge the existence of
municipal services, they remain dissatisfied
with  their quality, efficiency, and
continuity. In particular, deficiencies in
infrastructure quality, the maintenance of
public spaces, and the effectiveness of
municipal services were identified as major
sources of dissatisfaction, aligning with the
findings of Azar et al. (2024) and Khakpour
etal. (2019).

Furthermore, the study exhibited that
citizen satisfaction is not a homogeneous
phenomenon but is significantly influenced
by socio-demographic characteristics such
as age, education level, residence duration,
and residential location. Respondents with
higher education levels or longer residency
tended to report more critical evaluations,
likely due to increased awareness of urban
standards or comparison with other cities.
These results are consistent with prior
research emphasizing the role of social
awareness, lived experience, and social
capital in shaping perceptions of public
service performance.

Overall, the findings confirm that citizen’s
satisfaction is shaped by the interaction
among the actual quality of urban services,
the spatial equity of service distribution,
and citizens’ subjective interpretations.
Therefore, uniform and one-dimensional
approaches to urban planning are unlikely
to enhance citizen’s satisfaction, and more
nuanced, socially sensitive strategies are
required to improve municipal performance
and  foster  citizen-centered urban
governance.
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Conclusion

The findings indicate that citizens’
satisfaction with the quality of urban
management and the performance of Bijar
Municipality is at a moderate-to-low level.
Although certain expectations in the
domain of public services and routine
municipal operations have been met, a
significant gap remains between the current
conditions and citizens’ desired standards.
Key sources of dissatisfaction include the
quality of wurban infrastructure, public
spaces maintenance, and municipal services
efficiency —patterns that align with similar
studies conducted in both national and
international contexts. Furthermore, socio-
demographic characteristics such as age,
education, occupation, residence duration,
and neighborhood were found to
significantly influence satisfaction levels.
Citizens with longer residency and higher
educational attainment reported lower
satisfaction, reflecting higher expectations
and more critical evaluations of municipal
performance.

These findings highlight that citizen’s
satisfaction is shaped not only by the
technical quality of municipal services but
also by how different social groups
perceive and interpret these services.
Therefore, improving urban management in
Bijar requires simultaneous attention to
service quality enhancement and a deeper
understanding of citizens’ expectations.
Strengthening participatory mechanisms,
increasing transparency, and promoting
spatial equity are essential steps toward
improving municipal performance and
fostering stronger relationships between
urban  management and the local
community.
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