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Abstract

The purpose of this study was to design and conceptualize a comprehensive digital governance model emphasizing service
excellence and enhanced public participation in government organizations. This applied research adopted a qualitative
methodology based on grounded theory. The study population consisted of experts and managers from leading government
organizations in digital governance, from which 14 participants were selected through purposive sampling. Data were
collected via semi-structured interviews and analyzed using ATLAS.TI software through open, axial, and selective coding
procedures. Inter-coder reliability was verified using the Kappa coefficient. Data collection continued until theoretical
saturation was achieved, and extracted concepts were systematically categorized into core model components . The findings
revealed that the digital governance model is structured around five core categories: causal conditions (public dissatisfaction,
lack of transparency, structural corruption, and digital inequality), intervening conditions (technological sanctions,
inconsistent political support, limited human resource capacity, and policy misalignment), contextual conditions (centralized
administrative structures, resistant organizational culture, weak infrastructure, and regional digital divide), strategies
(integrated system design, human resource empowerment, process digitalization, and stakeholder engagement), and
consequences (enhanced transparency, increased citizen satisfaction, reduced costs, and improved service equity). The
results indicate that effective digital governance requires a multidimensional approach addressing structural, technological,
human, and institutional factors simultaneously. Successful implementation depends on systemic administrative reforms,
strengthening digital capabilities, expanding technological infrastructure, and fostering active citizen participation within
governance processes.
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Extended Abstract

Introduction

Digital governance has emerged as a transformative paradigm in response to the increasing complexity,
interconnectivity, and dynamism of modern societies. Traditional governance models, characterized by
hierarchical decision-making, limited transparency, and bureaucratic rigidity, have proven insufficient in
addressing contemporary public sector challenges. In contrast, digital governance leverages information and



AL drwgi § Sty (b 3g0T

communication technologies to enhance transparency, accountability, efficiency, and citizen engagement,
thereby redefining the relationship between governments and stakeholders (Amaral, 2022; Norling et al.,
2022). This shift reflects a broader transition from e-government to more integrated and participatory
governance frameworks that emphasize value co-creation and data-driven decision-making (Lindgren & van
Veenstra, 2018; Tavakkoli Rad & Sadat Miri, 2021).

A central feature of digital governance is its emphasis on citizen-centricity and public participation.
Contemporary research highlights that effective governance increasingly depends on the inclusion of citizens
as active contributors to policy design, service delivery, and oversight processes (Distel & Lindgren, 2023).
Empirical studies have demonstrated that e-participation enhances voice and accountability, thereby
strengthening democratic legitimacy and trust in public institutions (Mao et al., 2024). Furthermore, the
maturity of digital government models is closely linked to the extent of citizen inclusion, underscoring the
importance of participatory mechanisms in achieving governance excellence (Waara, 2025). Alongside
participation, service excellence has become a critical dimension of digital governance, emphasizing the
delivery of high-quality, accessible, and user-oriented public services that meet evolving citizen expectations
(Sundberg & Holmstrom, 2024).

Despite its potential, the implementation of digital governance faces significant challenges. These include
structural inefficiencies, lack of interoperability among systems, insufficient digital competencies among
public sector employees, and policy fragmentation (Amiri, 2022; Hosseini Nasab et al., 2021). Additionally,
contextual factors such as infrastructural disparities, organizational resistance to change, and socio-political
constraints can hinder successful digital transformation (Bik Zadeh & Jalili Nejad, 2021; Shirooyehpour et
al., 2023). In developing contexts, external pressures such as technological sanctions and limited access to
advanced technologies further complicate the transition toward digital governance (Aneesh, 2020). Moreover,
the lack of comprehensive and context-sensitive models tailored to specific institutional environments remains
a notable gap in the literature (Thordsen & Bick, 2023).

Recent studies have attempted to address these gaps by proposing frameworks that integrate technological,
organizational, and societal dimensions. For instance, research on digital governance in public organizations
highlights the importance of integrated systems, human resource development, and collaborative networks in
achieving sustainable transformation (Hietala et al., 2023; Wouters et al., 2023). Similarly, studies on smart
cities and digital transformation emphasize the role of infrastructure development and policy alignment in
facilitating innovation and service delivery (Khosropour et al., 2024; Parvin et al., 2024). However, there
remains a need for a holistic model that simultaneously considers causal, contextual, intervening, and strategic
factors within a unified framework.

In this context, the present study aims to design and develop a grounded theory-based model of digital
governance with a focus on service excellence and public participation in government organizations. By
addressing existing theoretical and practical gaps, this research contributes to a more comprehensive
understanding of digital governance dynamics and provides a structured framework for policymakers and
practitioners.

Methods and Materials

This study employed a qualitative research design using a grounded theory approach to explore and
conceptualize the dimensions of digital governance. The research was applied in nature and aimed at
developing a contextually grounded model based on empirical data. The study population consisted of experts
and senior managers from leading governmental organizations involved in digital governance initiatives. A
purposive sampling technique was used to select participants with relevant experience and expertise. A total
of 14 participants were interviewed.
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Data were collected through semi-structured interviews, allowing for in-depth exploration of participants’
perspectives. The interviews were conducted iteratively, and data collection continued until theoretical
saturation was achieved. Each interview lasted between 30 and 50 minutes and was recorded and transcribed
for analysis.

Data analysis was carried out using ATLAS.TI software following the three stages of grounded theory coding:
open coding, axial coding, and selective coding. During open coding, initial concepts were identified from the
data. In axial coding, relationships among categories were established, and similar concepts were grouped into
higher-order categories. Finally, selective coding was used to integrate these categories into a coherent
theoretical model. To ensure the reliability of the coding process, inter-coder agreement was assessed using
the Kappa coefficient.

Findings

The findings of the study revealed that digital governance can be conceptualized within five major categories:
causal conditions, intervening conditions, contextual conditions, strategies, and consequences.

Causal conditions included chronic public dissatisfaction, lack of information transparency, persistent
structural corruption, and digital inequality. These factors were identified as primary drivers motivating the
shift toward digital governance. Participants emphasized that inefficiencies in traditional administrative
systems, limited access to public data, and unequal service distribution have eroded public trust and
necessitated reform.

Intervening conditions encompassed external and organizational factors influencing the implementation
process. These included technological sanctions, inconsistent political support, limited human resource
capacity, and policy misalignment. The findings indicated that these factors can either facilitate or hinder the
effectiveness of digital governance initiatives depending on how they are managed.

Contextual conditions referred to the structural and environmental factors shaping the implementation
environment. These included centralized administrative structures, resistance-oriented organizational culture,
weak communication infrastructure, and regional digital divides. The results highlighted that these conditions
significantly impact the readiness and adaptability of organizations to digital transformation.

Strategic actions identified in the model included the development of integrated digital systems, empowerment
of human resources, digitalization and automation of administrative processes, and strengthening stakeholder
participation. Participants emphasized the importance of interoperability, continuous training, and citizen
engagement platforms in achieving effective governance.

Finally, the consequences of implementing digital governance were categorized into improved decision-
making transparency, increased citizen satisfaction, reduced administrative costs, and enhanced service equity.
These outcomes reflect the potential benefits of adopting a comprehensive digital governance model.
Discussion and Conclusion

The results of this study demonstrate that digital governance is a multidimensional phenomenon requiring a
systemic and integrated approach. The identification of causal conditions such as public dissatisfaction and
lack of transparency underscores the necessity of reforming traditional governance structures to restore public
trust. These findings suggest that digital governance is not merely a technological shift but a response to deeper
institutional challenges.

The role of intervening conditions highlights the importance of external and internal factors in shaping the
success of digital transformation initiatives. The influence of political stability, policy coherence, and human
capital development indicates that governance reforms must be supported by consistent institutional
frameworks and strategic investments in capacity building.

Contextual conditions such as organizational culture and infrastructure further emphasize that digital
transformation cannot be achieved without addressing underlying structural barriers. Resistance to change and
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inadequate infrastructure can significantly limit the effectiveness of technological interventions, suggesting
that policymakers must adopt a holistic approach that integrates cultural and organizational change.

The strategic components identified in this study align with contemporary approaches to digital governance,
which emphasize integration, innovation, and participation. The focus on integrated systems and stakeholder
engagement reflects a shift toward collaborative and network-based governance models that prioritize
inclusivity and efficiency.

The consequences identified in the model demonstrate the potential of digital governance to enhance
transparency, improve service quality, and promote equity. These outcomes highlight the transformative
impact of digital governance when implemented effectively and supported by appropriate institutional
mechanisms.

In conclusion, this study provides a comprehensive model of digital governance that integrates multiple
dimensions of transformation. The findings suggest that successful implementation requires coordinated
efforts across technological, organizational, and societal domains. By addressing both enabling and
constraining factors, the proposed model offers a practical framework for advancing digital governance and
achieving sustainable improvements in public sector performance.
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