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Abstract

This study aimed to identify and explain the consequences of establishing and expanding digital
governance through an e-government approach in public organizations of Mazandaran Province. This
qualitative study was conducted using grounded theory and the Strauss and Corbin paradigmatic model.
The potential participants comprised 20 managers, senior experts, and specialists in information
technology, e-government, and public administration in Mazandaran Province, from whom 12 participants
were selected through criterion-based purposive sampling. The inclusion criteria were at least five years
of managerial experience, practical involvement in designing or implementing digitalization projects, and
direct familiarity with the province’s administrative structure. Data were collected through in-depth semi-
structured interviews, which continued until theoretical saturation was achieved. Data analysis was
performed through open, axial, and selective coding. To enhance reliability, two coders independently
analyzed the interviews, and disagreements were resolved through discussion and consensus. Member
checking and peer review were also employed to strengthen the credibility of the findings. The analysis
yielded 165 open codes and three axial categories. First, “improvement in service quality and
organizational efficiency” indicated that digital governance enhances public-sector performance by
accelerating administrative processes, eliminating redundant procedures, reducing service time and costs,
expanding remote and round-the-clock services, minimizing human errors, and increasing organizational
agility and productivity. Second, “data-driven governance and transparency” reflected the contribution of
integrated information systems, data analytics, evidence-based decision-making, real-time monitoring,
process traceability, greater financial and administrative transparency, and reduced corruption and
discretionary decision-making. Third, “public satisfaction and trust” demonstrated that improved service
delivery and transparency ultimately increase citizen satisfaction, reinforce social trust, and strengthen
government—citizen interactions. The consequences of digital governance constitute a multilevel and
sequential process in which operational improvements in public services facilitate transparent, data-driven
governance and ultimately enhance public satisfaction and trust. Accordingly, simultaneous investment in
electronic service infrastructure, integrated data systems, transparency mechanisms, and data-based
monitoring can provide an effective foundation for the digital transformation of public organizations in
Mazandaran Province.
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Extended Abstract

Introduction

The rapid expansion of information and communication technologies has fundamentally transformed

the ways in which governments organize administrative processes, make decisions, deliver public
services, and interact with citizens. Traditional public organizations, which are often characterized
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by hierarchical structures, paper-based procedures, fragmented information systems, and time-
consuming service processes, are increasingly under pressure to adopt more agile, integrated,
transparent, and citizen-centered models of governance. E-government has emerged as one of the
principal mechanisms through which this transformation can be achieved. It refers not merely to
transferring conventional administrative services to online platforms, but also to redesigning public-
sector processes, institutional relationships, information flows, and service-delivery arrangements
through digital technologies (Memarzadeh et al., 2024).

As digital technologies have become more advanced, the concept of e-government has gradually
developed into the broader idea of digital governance. Whereas e-government initially focused on
the electronic provision of public services, digital governance encompasses data management,
interorganizational coordination, digital participation, transparency, accountability, cybersecurity,
public-sector innovation, and evidence-based decision-making. A whole-of-government approach to
digital governance requires public organizations to move beyond isolated information systems and
develop interoperable platforms, coordinated strategies, shared databases, and integrated service
channels. Such an approach can create opportunities for improved efficiency and public value,
although institutional fragmentation, insufficient organizational capacity, digital inequality, and
resistance to change may impede its implementation (Panda et al., 2025).

Digital governance can improve the quality and efficiency of public services by automating routine
activities, eliminating redundant procedures, shortening processing times, reducing administrative
costs, and allowing citizens to access services without being physically present in government
offices. The transformative potential of e-government lies in its ability to simplify public-sector
processes, accelerate service delivery, improve accessibility, and create more responsive
administrative systems (Muhdiarta et al., 2025). However, these benefits cannot be achieved through
technological investment alone. Successful digital transformation also requires organizational
redesign, managerial support, skilled personnel, cross-functional cooperation, and institutional
mechanisms capable of converting technological innovation into sustainable public services
(Deligiannis & Peristeras, 2025).

Transparency and accountability are among the most important anticipated consequences of digital
governance. Electronic registration of transactions, online tracking of applications, disclosure of
administrative information, and real-time monitoring of organizational activities can make public-
sector processes more observable and reduce opportunities for discretionary decision-making,
administrative error, and corruption. Smart-city experiences indicate that e-government can enhance
transparency and accountability while improving citizens’ access to public services (Margareta et al.,
2025). At the organizational level, transparency may also strengthen employee performance by
clarifying responsibilities, making workflows more visible, and facilitating performance evaluation
(Gholami et al., 2024).

Digital governance additionally provides the institutional and technological foundations for data-
driven governance. Public organizations generate substantial amounts of administrative, financial,
social, and service-related data. When such data are integrated, standardized, updated, and
analyzed appropriately, they can support more accurate planning, resource allocation, policy
evaluation, and identification of citizens’ needs. Nevertheless, the usefulness of digital data depends
strongly on their accuracy, completeness, consistency, accessibility, and timeliness. Inadequate
data quality may undermine managerial decisions and restrict the development of effective data
governance in public administration (Sahraei, 2025).
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Emerging technologies may further expand the capabilities of e-government. Blockchain, for
example, can potentially improve traceability, data integrity, and transaction security by producing
records that are difficult to alter. At the same time, its adoption is associated with technical
complexity, regulatory uncertainty, scalability problems, implementation costs, and privacy risks (Yu,
2024). Similarly, unified e-government platforms may reduce the fragmentation of digital services
and allow citizens to access multiple services through a single interoperable environment (Popescu
et al., 2024). However, greater integration and data exchange also increase concerns regarding
cybersecurity, unauthorized access, data leakage, and the protection of personal information.
Consequently, cybersecurity and data privacy must be treated as essential components of e-
governance rather than secondary technical considerations (Raza, 2024).

Citizen trust is a central criterion for evaluating the success of digital governance. Individuals are
more likely to adopt and continue using electronic public services when they perceive them as useful,
secure, understandable, reliable, and responsive. Service quality can strengthen electronic trust and
loyalty, whereas system anxiety, technical failure, and procedural complexity may reduce citizens’
willingness to use digital platforms (Nawafleh & Khasawneh, 2024). User satisfaction with e-
government services is also associated with continuance intention and citizen trust, particularly when
platforms provide accurate information, dependable functions, and convenient access (Kala et al.,
2024). Trust in digital government is not determined solely by technology; it is also shaped by the
broader quality of governance, including transparency, accountability, government effectiveness,
rule-based administration, and control of corruption (Alsaad et al., 2024).

Good governance principles and technology acceptance factors jointly influence public trust in e-
government and citizen participation in digital environments. Information quality, service quality,
perceived usefulness, transparency, and institutional responsiveness can affect both citizens’
confidence in government platforms and their willingness to engage with public institutions through
digital channels (Nguyen et al., 2024). Evidence from developing contexts similarly indicates that
security, service quality, accountability, transparency, and digital literacy are important conditions for
reinforcing trust in e-government (Kenfack & Check, 2024). Social media may further support digital
governance by facilitating rapid communication, public feedback, information dissemination, and
citizen engagement, although its effectiveness depends on inclusive access and appropriate
communication management (Ly & Ly, 2024).

Despite these opportunities, the adoption of e-government services continues to face important
barriers. Inadequate technological infrastructure, limited digital literacy, resistance to organizational
change, lack of awareness, security concerns, low levels of trust, and complicated interfaces may
restrict citizens’ use of electronic services (Shahzad et al., 2024). Institutional and legal limitations,
insufficient resources, policy inconsistency, and weak administrative capacity can also prevent
governments from realizing the expected benefits of digital governance (Ebele, 2024). In Iran, the
development of e-government has been accompanied by both major opportunities and persistent
challenges, including fragmented platforms, insufficient interoperability, organizational resistance,
uneven infrastructure, legal limitations, and the digital divide (Tavazooi Far, 2024).

Developing a context-sensitive model of digital governance may help public organizations align
technological, managerial, organizational, and economic requirements. An appropriate e-
government governance model may also contribute to the development of digital businesses and
more effective interaction among government, citizens, and the digital economy (Chabok et al., 2025).
E-government can support broader economic and administrative objectives by reducing transaction
costs, improving transparency, facilitating productive activities, and strengthening administrative

VA



Personal Development and Organizational Transformation

resilience (Farahani & Babaeianpour, 2024). Digital public services may also improve the traceability
of economic activities and strengthen regulatory oversight, as illustrated by evidence concerning the
effect of e-government services and information and communication technology on tax evasion
(Zamani et al., 2024).

The consequences of digital governance are likely to vary according to the administrative, cultural,
technological, and geographical characteristics of each region. Mazandaran Province includes
urban, rural, mountainous, and geographically dispersed communities whose access to centralized
administrative offices may differ considerably. Therefore, remote and integrated public services may
reduce travel, waiting time, and unequal access to government services. At the same time, the actual
consequences of digital governance should be identified through the experiences of managers and
experts familiar with the institutional context of the province. Accordingly, the present study aimed to
identify and explain the consequences of digital governance with an e-government approach in
public organizations of Mazandaran Province.

Materials and Methods

This study adopted a qualitative research design based on grounded theory and the paradigmatic
model developed by Strauss and Corbin. The study focused specifically on identifying the outcomes
and consequences associated with the establishment and expansion of digital governance through
an e-government approach in public organizations of Mazandaran Province.

The potential participant group consisted of 20 managers, senior experts, and specialists with
professional knowledge of information technology, e-government, and public administration in the
province. From this group, 12 participants were selected through criterion-based purposive sampling.
The principal inclusion criteria were at least five years of managerial or professional experience,
practical involvement in the design or implementation of digitalization projects, and direct familiarity
with the administrative and organizational structures of Mazandaran Province.

Data were collected through in-depth semi-structured interviews. The interviews were organized
around a central question asking participants to explain the consequences and effects that the
establishment and expansion of digital governance could have for public organizations, employees,
and citizens in Mazandaran Province. Follow-up questions were used to clarify responses, obtain
examples, and explore the relationships among the identified consequences. Interviews continued
until theoretical saturation was reached. No new concept or category emerged from the eleventh
and twelfth interviews, and sampling was therefore discontinued.

Data analysis was conducted through the three consecutive stages of open, axial, and selective
coding. During open coding, the complete transcript of each interview was examined line by line,
and relevant concepts were extracted from the participants’ statements. Conceptually similar open
codes were then compared, consolidated, and organized into broader axial categories. During
selective coding, the axial categories were integrated around the core category of “consequences,”
which constituted one of the main dimensions of the paradigmatic model.

To improve analytical reliability, the coding process was conducted independently by two coders.
Differences in coding decisions were discussed, and final classifications were determined through
consensus. Member checking was used to ensure that the interpretations reflected participants’
intended meanings, and peer review was employed to enhance the credibility and consistency of the
analysis.

Findings

The analysis of the 12 interviews resulted in the extraction of 165 open codes. These codes were
organized into three axial categories: improvement in service quality and organizational efficiency,
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data-driven governance and transparency, and public satisfaction and trust. During selective coding,
the three axial categories were integrated around the core category of the consequences of digital
governance.

The first and most frequently identified category was improvement in service quality and
organizational efficiency. The participants stated that digital governance could accelerate
administrative processes, reduce the time required to deliver public services, eliminate redundant
stages, and automate repetitive activities. Other identified outcomes included reduced paperwork,
fewer in-person visits, lower transportation and administrative costs, round-the-clock access to
services, online follow-up of applications, and easier access for residents of rural and remote areas.
Participants also emphasized reduced human error, faster information processing, improved
interdepartmental coordination, increased organizational agility, more effective use of employee
time, and greater organizational productivity.

The second axial category was data-driven governance and transparency. The participants reported
that integrated databases and structured information systems could enable managers to analyze
trends, identify citizens’ actual needs, and make decisions based on evidence rather than personal
judgment. The identified consequences included more accurate planning, strategic decision-making,
real-time performance monitoring, improved evaluation of organizational units, greater traceability of
administrative processes, and more effective policy development. Participants further stated that
electronic documentation and monitoring could increase financial, administrative, and operational
transparency, reduce discretionary decisions, limit administrative corruption, improve information
accuracy, and strengthen internal oversight.

The third axial category was public satisfaction and trust. Participants perceived this category as the
broader social outcome of improvements in service quality and transparency. Faster services, lower
costs, reduced travel, easier access, more accurate processes, and the ability to track applications
were expected to improve citizens’ experiences in dealing with public organizations. Greater
transparency and accountability were also viewed as mechanisms for increasing confidence in
government institutions. The findings indicated that digital governance could improve government—
citizen interactions, strengthen social and public trust, reduce confusion among service users, and
contribute to a more constructive relationship between citizens and public organizations.

The selective coding process revealed a sequential structure among the three categories.
Improvement in service quality and operational efficiency represented the first and most immediate
layer of consequences. Data-driven governance and transparency constituted the second and
infrastructural layer, through which service improvements could become measurable, accountable,
and sustainable. Public satisfaction and trust formed the final and broader social layer, resulting from
citizens’ positive experiences of efficient, accessible, transparent, and accountable services.
Discussion and Conclusion

The findings demonstrate that the consequences of digital governance in public organizations are
multidimensional and extend beyond the simple electronic delivery of services. The first major
consequence concerns operational transformation. Digital governance can shorten administrative
procedures, reduce unnecessary stages, automate repetitive work, and improve access to public
services. These changes can benefit both organizations and citizens. Public organizations may use
their personnel and resources more effectively, while citizens may receive services with less travel,
waiting, expense, and procedural complexity.

The importance of remote services is particularly evident in a geographically diverse province such
as Mazandaran. Citizens living in rural, mountainous, or distant areas may experience greater
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difficulty in reaching administrative centers. Digital services can therefore improve territorial equity
in access to government services, provided that citizens have adequate internet access and
sufficient digital skills. The findings also imply that digital governance may reduce the workload
associated with paper-based procedures and allow employees to devote more attention to
specialized and analytical responsibilities.

The second major consequence involves a shift from intuition-based or fragmented administration
toward data-driven governance. Integrated databases and real-time information can enable
managers to evaluate performance more accurately, identify emerging problems, and make
decisions based on evidence. However, the value of data-driven governance depends on the quality,
integration, security, and usability of organizational data. Fragmented or inaccurate information
systems may reproduce existing administrative problems rather than resolve them. Consequently,
digital transformation should involve not only the acquisition of technology but also the establishment
of clear standards for data production, exchange, ownership, protection, and analysis.
Transparency emerged as a major link between digital governance and public accountability. When
administrative activities are electronically recorded and traceable, organizational processes become
more visible to managers, supervisory bodies, and citizens. This visibility can reduce opportunities
for arbitrary decisions, manipulation, delay, and corruption. Nevertheless, transparency requires
more than the accumulation of electronic records. Information must be accessible, understandable,
relevant, and connected to effective mechanisms of accountability. Otherwise, large amounts of
digital information may be generated without producing meaningful oversight.

Public satisfaction and trust represented the final and cumulative consequence of digital governance.
The findings suggest that citizens are likely to trust public organizations when services are efficient,
accessible, predictable, secure, and transparent. Trust therefore develops from the practical
experience of interacting with government rather than from technological modernization alone. A
technologically advanced system that is difficult to use, unreliable, insecure, or unresponsive may
weaken rather than strengthen public confidence.

The relationships among the three categories indicate that digital governance should be
implemented as an integrated institutional strategy. Improving online service delivery without
strengthening data governance and transparency may produce temporary convenience but not
sustainable public trust. Similarly, collecting extensive data without improving service quality may
have little visible value for citizens. Public organizations should therefore develop electronic services,
integrated data systems, monitoring mechanisms, cybersecurity safeguards, staff capabilities, and
citizen-feedback channels simultaneously.

Overall, the study concludes that the consequences of digital governance with an e-government
approach in public organizations of Mazandaran Province form a multilevel and sequential process.
This process begins with improved service quality and organizational efficiency, develops through
data-driven decision-making and greater transparency, and culminates in higher public satisfaction
and trust. Digital governance should consequently be understood not as a limited technological
project, but as a comprehensive approach to administrative transformation, organizational
accountability, and improved government—citizen relations.
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