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Abstract

Purpose: Citizen-centered government agencies are a prototype of new
public service approach which, in effect, calls for citizenship orientation
of state-owned agencies. This study aims at developing a citizen-centered
model in the Iranian public sector with a new public service approach.
Methodology: Torealizethispurpose, themainthemes ofthemainsubject
ofthestudywereidentifiedusingthegroundedtheorymethod. Thestatistical
population of the study was the managers of Tax Organization
in Tehran. Based on purposeful sampling method, 12 subjects were
selected. Interviews were performed for data collection and to analyze
data, MAXQDA Version 12 software was employed.

Findings: According to the research findings, the central categories of
citizen-centered theme in the public sector of Iran include citizen
participation, decision-making transparency and accountability. The
findings also show that the rule of law, political stability and management
stability affect the establishment of citizen-centered governmental
organizations and this, in turn, brings about security and economic
consequences.

Originality: This study presents a new citizen-centered model with a
new approach for public sector in Iran. The model is appropriate for
the nature of government organizations in the Islamic Republic of Iran.
Implications: According to the identified model, the establishment of
citizen-centered approach in Iran’s government organizations depends
on investment in e-infrastructure and development of e-government.

Keywords: Citizen-Centered Policy, New Public Service Approach, Public
Administration, Public Sector, Paradigm.
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