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Abstract

This study aimed to conduct a foresight analysis of the factors
influencing the implementation of artificial intelligence in the
provision of public services to citizens. The current research employed
a mixed-methods approach. Methodologically, the study is based on
Structural Self-Interaction Matrix analysis within a strategic foresight
framework, and in terms of its objective, it is classified as applied
research. The statistical population consisted of 25 experts, including
university faculty members and managers from governmental
organizations, selected through purposive sampling. Data were
collected through literature review, structured interviews, and a
scoring questionnaire ranging from 0 to 3 according to the SSIM
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framework, and analyzed using the MICMAC software. The findings
indicated that the adoption of a data-driven governance approach in
public policy, the formulation of a clear national strategy for digital
transformation and artificial intelligence, and the provision of
sustainable financial resources for staff training and digital
empowerment were the most influential factors in the implementation
of artificial intelligence in public service delivery. The results further
revealed that these identified factors, by creating synergies among
managerial, technological, and human structures, provide a foundation
for enhancing the quality, transparency, and efficiency of public
services.

Keywords: Artificial Intelligence, Public services, Citizens,
Structural analysis, Foresight.

1. Introduction

The core principle of a democratic government is to continuously
respond to its citizens' preferences and needs, with public services
serving as the main instrument of this responsiveness. Public services
encompass a wide range of goods, services, organizations, and sectors,
but at the center are individuals whose decisions—from personal
career choices to the design, management, and implementation of
public systems—shape the quality and effectiveness of the public
sector. In the digital era, artificial intelligence (Al) has emerged as a
transformative technology, driving significant changes in government
operations. Over recent decades, countries have increasingly adopted
Al in public service management to enhance service quality, delivery
speed, and administrative efficiency. Successful implementation,
however, requires a clear understanding of the factors influencing Al
adoption to ensure its benefits are fully realized and public resistance
is minimized. Al acceptance depends on multiple elements, including
technological infrastructure, human capacity, data transparency, and
public trust, all of which interact to affect service efficiency. Foresight
analysis of these factors can guide managers in designing sustainable
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strategies for Al integration in public services. Given the critical role
of public services in meeting societal needs, identifying and
prioritizing these factors is essential. Existing research has primarily
focused on AI’s benefits, while challenges, implementation barriers,
and long-term impacts on policy and citizen satisfaction remain
underexplored. This study aims to fill that gap by identifying and
prioritizing the key factors influencing Al adoption in public services,
providing a strategic framework for future-oriented policymaking, and
supporting informed decision-making to enhance citizen welfare and
service effectiveness.

2. Literature Review

Artificial intelligence (Al), with its widespread impact on human life,
significantly influences both the quality of life and citizens’
participation. This technology can enable the development of smart
cities and improve social services, including security, transportation,
waste management, healthcare, traffic and pollution reduction, and
urban communication, thereby enhancing citizens’ well-being and
comfort in urban environments. Consequently, the development of Al
in the public sector requires a strategic approach to improve service
efficiency, transparency, and citizen satisfaction.

3. Methodology

The current study adopted a mixed-methods (qualitative—quantitative)
approach. Methodologically, it is based on Structural Self-Interaction
Matrix (SSIM) analysis within a strategic foresight framework, and in
terms of purpose, it is applied research. The study population
consisted of 25 experts, including university professors and managers
from governmental organizations, selected through purposive
sampling. Data were collected through library research, structured
interviews, and a scoring questionnaire ranging from 0 to 3 according
to the SSIM, and analyzed using MICMAC statistical software.
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4. Results

Based on the analysis of direct and indirect relationships among
factors influencing the adoption of artificial intelligence in public
service delivery, it was observed that the implementation of a data-
driven governance approach in public policy, the formulation of a
clear national digital transformation and Al strategy, and the provision
of sustainable financial resources for training and digital capacity
building of employees are the most influential factors. Additionally,
fostering social acceptance and citizen trust in technology, inter-
organizational collaboration between the public and private sectors,
and the development of technological infrastructure with access to
high-quality data were identified as dependent factors. Finally,
attention to change management and reducing organizational
resistance to innovation was found to be an independent factor.

5. Discussion and Conclusion

In the contemporary era, identifying and analyzing the factors
influencing the adoption of artificial intelligence in public service
delivery is crucial for enhancing administrative efficiency, increasing
transparency, improving service quality, and strengthening public
trust. As technological developments rapidly transform governance
structures and urban management, focusing on factors such as
technological infrastructure, data-driven governance, human resource
training, and the formulation of a clear national strategy can create the
foundation for effective digital transformation in the public sector. In
particular, considering national policies on digital transformation and
smart government, a foresight-based analysis of these factors can
support better managerial decision-making, optimal resource
allocation, and the sustainable development of Al-driven public
services for citizens in Iran.
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Influences range from O to 3, with the possibility to identify potential influences:
0: No influence

1: Weak

2: Moderate influence

3: Strong influence

P: Potential influences

T UPSOR-ZITAMICMAS OK | Cancel |

ol plae Ol J1 s Sle 55 Wesls Sledae S5ls p9s >
G CenlS g Jalse 3 S 5o olile flite S5 e Sl b ol
5350 O ot 5lastl 5o a b B 53 O g e 4 n gos Dlodst G151 53 o e
(558) M 31 0 on Sasn (gjlizal b lal 2 08 5 cpl 5 A osls 13
(e ST o o ST s 5 53 305 o5 1 Jal 52 0 (Sl ) (5200 51
el 2 S Sy ol a3 8 o $SaeSin 51580 05 Lo 53 ol g o Ll
Jlize S s Sl 53 6l a1y 08 s g el Sl ¢ geme KL
O Sl ol Sl 5l e 53l Sl5kael Culgs 53 5 0l drlons olgs Slitel (gl L
5 08 o ol Slilael gediasolis 8 goktle flie D1 4 56 e Sl oy

el ¥ KoL Bllae (sl ol slalis Jol o Ols (kb filize Sl



VS Sl |V ooskad | ¥ b | (0508 Olods Sy e Olallls | VA

G sl S el 65 i ST (g SN w56 Sl Y S
b‘-\s\,,&& 4..\ "g‘l‘,ﬁﬁ Qlﬂ-& 43‘)‘ BL f}:wﬁ-ﬁ
[ Matrix of Indirect Influences (MII) EI@

A& |&|%x|3| _a |

& 1200 YaXY | Py P AXA FiXF| ¥oXY
P 1,0 a8 ilele Cunglie ANS 3 i Cuy e ayax g 7 133 |3 YA |Ab |y

¥ ohghas igh g JUses 390 (i s ke d 5 o Ad v [0 1 TR L N TV [P
T 2065505 45 (i s SLeel 3 blelnl b s g jlho yiue va 143 1 e 3 [ vy
¥ iowoga g g8 AN [l oddiagye & 15e8 11 71 oo U A [ |5

8 zoagek (5 00 Clis 38 jgmeals a8 8803, @8 e 1T Al (15 S i S 1) O ) & B ) -]
P Il (A0S 4 s pied g 4 3U8 Gl La o3 Sl \id 1 14 1Y AT |iF As
¥ 1l L8 Jlims (& jteciailsd 5 i 35eT shaels o fe askie oyudlls AT \ad (1 T K AL 7Y

Values represent indirect influence rates

2 UPSOR-EPMAMICMAL

2 bl flise S e Sle bl baesls Sledde 5505 5 51 ol s
Wl il BBY Jado 53 ((obl) w jle Ssiag 5 Cwolbas aoy 5 ¥ Jgd
)8 5 e Jelse Blize S ey 5le OB 5 i b pllas Sl S5 05

Ll ylsy g gslbe olay Sl OIN g 68 4 psee Oleds &Il 55 o gan Sgn

eﬂbrﬁm;r}hwid|;|w;b‘5u;k}.v JJ-\’:

(Kl s) 6y 6
M‘;)QV M‘;)Q« \

-\-«’)J\" M)g\un Y




VA | Giie SLoy | v (S smrn i sb )8 5 50 Jolge imgodnT

Oljee Sl & Sl Ao 53 AP L ply o 5le (Sld 53 oY Ui ol
ol Fade ulal p wmen 3L o SOUSK  edb bl ol e 6,108 5T
S b ss 5 @b gl el Sl eslimul b ¢ Jolge (ool folize S 51 o
)‘ﬁ‘QbﬁwtﬁoMJOW4503‘9{)‘3)}5-;3M}JM&}%)M}‘(\AG)‘J
S b mex Jolo) Jolge sl Jole oS @O 3 Ol caslsl 3 o(2bL)
(il GB0 s gaz Jools) ol g pla 5l Jale &5 6 oy 51 Ol 5 (oo e
ol 2Y Lj‘jﬁ)b:ﬁ‘&@‘éu\.&ﬁb‘?d}d})b

a5 Jolss s S5 I A1 Ol g £ Jgur
JS lel sl IS 5lel sl <M

(G380 Lo g | (108 50) baw (g lazs!

S5 o pde xS
\ \ X1 03 slsle cwslie fals \
sl A
Js5 s ke 3l oS
s Ghsn s Jlams
3 Flel Gy ol i
Soslé 4 Ol g slazel

3 v X4 $
et 5 s slasly
‘j'l}&}:ﬁ))‘_;ﬁf)lSc\{
A 'Y X5 6)\.)5@\7.’: BL) ))>=Aa.>1.> 0
o

s alsld el by
S glaesls 4 o 2
ol Jle on o
A Ve X7 Slaiall i 5 5 pel v
OLS IS Jleows

A\ ay Js skl



VS Sl |V ooslad | ¥ Jl | (8508 Olods Cy e Olafla | Yo

SIS il 53 Jolso 0 gl s b 5 s DI ST p g Al o

ol fla
SNl s SEE 5l g Sl Gl bl bl Sl e Sl
08 s Sl el 53 ol 058 s b SIS co gl s I ST s 2
oAl e 5 350 o 2l bl Jlie SIS Sl 5 e D)ok
S5l e g 4 ol e SISl e Sl b Blae e 2 Ol ST
O3 OVF P O 5 o g (SKi5S) Sl ol o o5 b 25 2 51l 053 0
G i b o 5l pdtans b DI ST 5 08l dten D3TS5l 53 00l
5 G58) I8 50 Jols o eanT o s 4 )3 0l (i w5 pslie 4 bline I
S A F Y S sl false sy sl sl (Sals) 5B

°MTW$&&?"‘)‘JB‘CJJJ:‘(’JJLA‘f(’TE:'MJ?GJ(’TE:*“LSIMU)“W;L‘

s (Sl S s 5lo ¥ Y
G Direct influence/dependence map
FIGIRED _a |_a |

Directinfluence/dependence map

%

|u‘:‘-‘ A8l 42 jg0dld 05 88035 \.‘.‘3’4“‘!'

o5 i 59 3 JUocies 53 g o bed 9 | [l Sl it s el ks s it o |
e LY
[ 8238 a0 g o obessl g et 5 ot 8 s
% =
[ty atsosts a3 g yios 5 a3 glocistupstat] |2
B
: N a2 5
828758 0 9 el cutgln Sl 3 i Cappis s 25 | e | g
N dependence N

© LPSOR-EPTAMICMAC Close



V| i Sl | e (8 50s i sn S )8 5 S50 Jalge i e T

s b (Kl g F| s o £ S5
g'.l" direct influence/dependence map |E”E”El
d|e|%|3] a a

Indirectinfluence/dependence map

o

[rists G AREtn 2 s030s il 25> 3 80y, 38 0|

[(o8sin gie 5 Stimas 573 1 e ot p0 |
3

fotr st Jtosms toscait el s Mo it ol |
<

TITTaency

| |

3
il bt s oo i 3 i 302 ta g ot o

- g

=

= - — a

Eﬂp,wz,agmwwgmml 2

- ——— . b z
L2830 5039 izl osgli S 3 g cappie s a2 | 5
! &

4

dependence

© UPSOR-EPTAMICMAC Close

G 5U 5 (558 108 5T L jlssd e edalin ¥ 5 Y IS 55 oS sboles

Slodss Syl 53 (o sme Bpp Tt ) 1 g0 Jalse 51 a ol (Sansls)
DL Sy 55 ol se $Siled a1 pod 6l yainiin SIS Ol g b 4 oo gos
A 5 (58) I8 St (Fus, i 5l Jalge 6,505 S sosba con
(5 5) S8 5 (o ite 4l a3 5 (L Ll s ity Sl IS8 ((Saly)
(e 2l 03 (ol gl Llodd 0S| (odipsod) Jitee 5 (amls) iy 3G
pants BB pb 0 WOT 2 5 ods pasmia G35 5sba Julse 516K a oSl

!



VS Sl |V ooyl | ¥ Ul | (0508 Olods Sy e Olalllaa | YY

SIS 5l 3 Jol g s b 5 puiioms Ll g5 Sl 2p 5l Al o

sl bolie
Syl 3 (Esan sp Ce)lS p Fse el o Bl G5 4P 50 S o
Sl ol 3l Jislad dopa Ve by a5 Ol gd 4 (g ges Dlads
L}L,-);g;,;t*‘}i.:d\,s.cﬂwmuowbyf&W,;,WJ@U)
6T & (oo 4l bshst) oS st (St bskst) oS (T Lghast) o e (a3

RCI e g

Aoy Ver Gl b el o e Jaly 0 IS
:}Q' Potential direct influence graph \E]@
Q| 4| & | d| S |Pourcentsge: v &, a

Potential direct influence graph

|5alP e S Sage RIS 5 et S gl a gy
TR~y !

1

= T YT o 1
S0 L o ot gl 8 glalal y 3 Sl

7 i e i e

g .
[ s s ey 5 ol S S o)
. xo

[ i

T

s N
[E s st o = s 55

EELELRAER = ]

Weakestinfluences
— Weakinfluences
— Moderateinfluences
= Relatively strong influences
= Strongestinfluences

Close

D LRSOR-ERMAMICMAC




Y| i Sl | e (B smn isn G )8 S he el ge cdagiedsT

Aoy Ve j&xb“}nl}ewﬁf&»ﬂﬁ Ly, .'\‘_}S,ﬁ»

3& Potential indirect influence graph IE'@EI
Q| 4| @ || &S |Pourcentage: m Q

Potential indirect influence graph

[Set P s g g gl ) o) "

180 74 "
el JIE IS (B3 s 305§ P 3 (b et 112
=Tt r e e M50 & G ey P B 53—

74

SN AN V1IdT D06dI &

Weakestinfluences
— Weak influences
— Moderateinfluences
= Relatively strong influences
=~ Strongestinfluences

Close

© UPSOR-EPTA-MICMAC

G 3 ol y ol g Oln Laslsy el jaimia 50 S5 53 oS boles

e o 5 s Ll SLa oy 7o gl b Blne o3V i b 50
5 S b am s 53 elal p Jelse o iy gl skiasOLis ol cl ol
OG5 e 4 (oo 3o Dok Sl )3 (8 5ime fisn ST 50 Jalso 5 0 ST

!

ol i Ol 31w 5l s felge ol sduca Jo) o >
a5 s Jalsy ()l Blie ST eyl bl bl ool s
AN Ple s 53 s, 4 on gae Dladst Gl 55 (8 e i gp )5 50 Jolse
Jolse Gy Il 550 s 03 il e Jolse cnl sy sl 4 (eSS




Vo Hlp |V oosld | ¥ Jl | (o8 Olods oy e Sl | YE

.@‘oMob))T&:ﬁq&a&:ﬁja(ﬁw{b) (5]‘.’."\'.’.}.‘.""%)(3,}4") 6)\.‘?,;3;\3

((Kasls) G ls U 5 (o) N5 S6 bl 5 Jalse ol stuaslsl 0 Jsx

éJ‘K;:j‘U

6N,k

ol sl

6)‘-]@;:3‘5

Pl ol i 5,585, &S S e
YAV 14yo slazel 5 slaz| VAT 14Yo 53 pgmmeenls il aS
Soskd 4 Ol 5 e e SISl
o S Ken e Al e
114t VYV s slaolg ol 1014 VY s J g g
] SEERe A
Glacsle s sl AL b sl als
Y04y 1Y VNI PPiCe 100 A Y G3lwdiasl 55 9 5 el
i SL glresls & Ol iz s
55805 GRS 8% o
o Sy 3l
‘)}:yaeé >
¥4 VY4, o VYT VY4, slzsl 5 slazs |
6J‘J§C~wl.:.w B
Gosbd 4 Ol e
o E
b altn ool
< & e el s sl
ERE-STElISIRE
Y. 1Y4. Y YA 1Y4. @ e d 5 sl
Sslwdasl g5
Q.:L_:SLV L_;Lha)‘:
QL'S)ls J\:.:::.:J
Copde & ax S S e A g
tals 9 w_'" C,va_ju.,a sals B
1IA 1YY4 SR e YN Y 1YY o
BE) Lf’L‘JLw C,.UG.A J"J" B JL‘)L\N
Sosls lp $osls
e 2Bl e
T Lo Gl
E NS E)
Vevy 41y o 1110 WY& s sl Ol
oo 5 s

G



Yo | s Loy | e (8 guan o8 CuylS i 5e Jolse iy ounT

2l ol 2 6B s M D) dtee b 5 it Ll o L Gollae
OMGg g 43 (g0 300 Dl &) )3 (0 5e figp S )S 2 J 50 Jalse o (ol 50
IS sl 53 ymnesls GeS 3,05, 6,8 8w Julse 45 555 0 otaline
Sl Jlo b onli ¢ oo smn sn 5 Jliomrs S G855 o 3 bl o (on 00
Jolse opl cditan IS 5T Lol ge Ol geas 0SS Jiaws Slediall g 5 55507
d 5 51 23Y 63l6 ol 5 Sl Sl e S (5ol Sl
S o @l 3 1 Jlim s (1S 5 (8 s g iadi g gl S5l il 5

SoSen plaamt By (68 S (51 (055 Slantie 01 hy ol o 55
sh oo 0bles pdo 3T alge (idw j3 S Sl olalsle ) slul 5 S o
b 010 e slazel 5 olar| 5 pds ile e Jolge &7 505 oo oalie (Cpioen
Slacsle ) sl (o pas 5 (oo laslg Ole S e (sl
(Jolse ol s s S Julse Olge ChSTL slaesls 4 g s 5 455l
s i o e I il 5 jesls SIS CuiS Gl jhe Sdse
sloul 1y p3¥ S b Ll 5 Jlo (s paly i KPR A TR
353 g0 (a1 diadipn 3l 22 5 by 6l i ol s sl Jal b S
5 Aen S8 ST 3w glacln 5 SLIWI 1 wlSal Julse 5l ames ol eopl ol
s sk 4 15 i LOT 05

Slsle Caglis 2alS 5 5uid Co ple g a5 Jole &7 558 o0 adalin (ulg o
s 4 3ge0 Ol kb Jele ol Ol s Ll SRt ol Olgeas 55T 5 ol 5o
Cooglie ((giduim o b ol Lo lo sy o hae (5 18 ol 3 5L
ool AS e b Jiea |y (o gan S ga l il a5 Ll 5 e aslg 5 0L
Ol 5 ME 5T Jolse idu ) Olse a8 5,15 15 55U &K 285 ok oy pke
s s 4wl e b s 0l 503 S i | s 5T else ool

JJL«:@ V‘A‘f b P Sleds BE



VT Sl |V ooslead | ¥ Jl | (oo me Olods o nde Ol | Y5

S5 eSS 5 Loy
Sl 53 (Fsan e CesS g fhe Jalse P s plulid (G5ST ae o
sl Bl sl CU:., SRS &, 5o GAlST 25 Olbs gl 4 oages Sleds
S ald jn S o Wl eses slazel Co st g Olds CalS s (Subled
e 3 (S sl S5 s Ul 3 (slodyl b e L il 58 SV o
() geandls G:\Ja.i>- Wlysls sl ) Ooman Julge 5 58 00 (a6 ¢4
S dzus Jo leaia Llg o g (o3 paly ol s Sl 55,5 25 seT
I s J s a3 5558 O aanlw i gl 03 50 .33 5 (osas 25 5o
(e S S e 35 & Ll o Jolge p) (50T cdiadipn S
Fan P d g (s Ol b 4 (o0 ga8 Slods Ik dru 5wl digy Janads
S Jolse hasedn T tass ol plasl 51 Coda sy cmen 1350 e 011 5o
Bp Oy b 4 oo ses Slods &1l 53 osime Ja )5 5

sgenadls G838 55 6 S ) w Jule 457 3 pd bzl Ol 5 o sl alag s
23 (Frrn e Caw)lS js Cudbge &S das s 0L e ses L;)‘f;omﬂ\:nﬂ B
(ol slazel BB 5 G35 laesls e (Sl ;S manal 4 aily oo poe Slods
RV CE I IPRCION K GO TN PP PO I u(,;wis\ 3, ay ol O
o8 s bte .l SralS Sleds Cblid 5 T8 5 Lgd |l pabed slad 2
Ans o Sl 11 ey SN ukos S 545 genosls S cdiai g g5
) aie) e (sLaedls 5 0358 o0 30 (50 508 Dlasendl Tus g e S5 sl S
CoiSTLosls opl posdle S o wal B tonie BB 5 S el (6,8 el S
Fror Gbable 3550 e 5 e @l 1 el SIS QL3 OIS
ol Oad Al asls 5 Shee Sl 5 6,85l Ly e Ll (o s
Bl o O gl 5 Lsdo oML 5 68 g el s bagn, S el 5

Sl 30 G2 goenols 3,8C 55 ¢ ol plo 6 2l 1) (g5l a0 OISy gd slazsl



YW e Lo,y | e (8 gumn o8 CaylS 5o Jolse iy o

J.i.i ol wl o goledadgn gladnl b slad &S 5,5 1) ogias Baa (B me
S o

Sl OT Sly (simn ign 5 Jims g gy o 3,8l ol ol
Sisr Silwosly w5 1y sy 5 Lolle (Sialen 5 o oy 4t &S5 5429
S sl LTHSL sla g 108wl 5o 52 SaSTT, 5l5 AS o Culda o sinme
23 U el Ol s gl 4 Fse 5 4 LSS Sleds &1yl Sluaie; 5l ol ¢S
3l Bl sl Y b el oS53 g5 Ko T (65108 o Sl
Sladely (61> diad g (slacs)5ls |5 (sl o 5 Slags sl SlaeSiu ) u pita
Lz odoey ol 5 al ¢ SO

«.s'il:"""‘)("" s Ol g e 4 Olads 43\)\36_9};.,4.4 LR ‘Sl.a.axas\)
568 ek 5l 505h a2l GO e dbacs,ls g (a1 s Ol Slosenad
(OAS Slo s omn sl Ll g5 g0 5,8l ol 3 g5 pde S e 6,5 s (o3l Cuglia
L oS G wlons o s paly el 655 (e eldie & olaws 55 SIgL 5 oSy
9 dly s y3 1y sas s (":'“”3”';‘ L;\klwafxf@‘_}ap(t&m
Skl 5 5 sl Sl Jbo mle ool Jolo coiman 5jle o olda Il
AST e gmn hgn 51 6o 53 il Gl 0,5 B LSS Jliows
QLS Sjlgs Sl,) 5 jates SjeT Opb (Al 4 iy (6)old iz 63
Lo el axlse Gl b e gee Oleds €11 s Ladgon slaaibele 5 (g 5luesly
Sl o508 b 55 ol Jlo el el oo 2l O g 4 2 kS
amaler $SG DI g 48 4 ongae Slodst L)) 5 (8 gamn 59 din 55 (S 53T ) et
bl CallgS Wl Sl cleaus saae i glaodsn 1n) ¢l
Al (6 ol Sl g Wosls Sl g,a

35h o e Sk IS wlem OlUE (5T e ST Slasl
on 5501l e MK g ShaleT Al e Sl (ilediedia slasss

(oplply 658 o (65l a4 slazel il 9 Sljle Cuglie el Coge OLS LK



VS Sl |V ooyl | ¥ Jl | (0508 Olods Sy e Olalls | YA

Caolans )31y o simn ign 035 Slhes Ol5 S 5,05 g3l ol i Jule o
TV 0, 5 S ol mgn glaanl b jidu ol laasl S o el 3 s
5 S Gl ) (B Lawss Ol 45 Lae Cpl 4 63,03 s Slgbeen
@ pses Obds &Il js saas G CawylS Wlg o Sl slals sde
e U R e KVEN P U A PN
b ppee St LT @l cLiKaly Ll o awe) ol 55 Esias Jisa
AL Ol g s

sbel g olerl i pdy (lo i Jale o5 3508 Dlizal 0155 0 cp9s alay 5o
Slods )3 Ssas Jad Caw)lS Culdge 45 das o OLiS (5,0l 4 Ol el
(nlaesls 3l aslizal 53 bl 5 Cotal o Sl 5 030 slezel o o s o gue
orlge golezel o b Cuslie b g Laailele o S iy (g ol By Dok
Sledst )5 (8 gman Jisp Cuddge A 6l o alS WOT idw 3l 5 A sl
e c@ly 53 6l Oy, olorl By g slazel & sl (305 A U (oa 50
Dliredsl La 5 831 Ooliail 5 el (bl 1 oS S o Jolos batilali b p o Sle
) osls Caw sl ot 5 &8 jlie 2alS (o glie il 5 o slazel Ola6 . ALSL acils
oo 3lzel (65 S ale pur A sl JalST (5 )5k3 ST o ekl axals JUis &
ol tms e Bl (6 et S @ 5 O 48 ol 5 Sy £
5wl blslu,; o She o8 uS o Jos sl sl Olgea fle
Al o S 55 1y (S

5 ol ol Kby o sas 5 (o3 slolg Ole i3uim $)SKer bols
S/an ol tul b 5 2T cosls Jols (sl Calies sla om0l Soalen
5355 Sk s FauaeS G Leder ghable Gluesly 555 0 Cr s
5 93 Gl ibu Ol 3o Jelw ) 633 5 151 01y 4 4 ¢ jar LSS Sledst
Fan Ggn ey Sl it 5 e ST Jalse 1 (SC oo g
Sleibe 6,8 3b 5wl 5 0303 Jsls LSSk Ole (Soalen Jole ol il 53 6l



Y4 | i Sl | e (8 5ms isn Cn )8 5 S50 Jalge cdagiedsT

Syl 5 Gslwesly Sy il 5l daa ja 2alS o s (65K pl ST a1
S das o Oli 5k Gl saS Dl sd s Ol ,ed 4 4l Sl
23 o (5,8 sl wlin SUST 55 iy on ok e (B a3
w53l 6ol Lod b oSy s BB a5 Glles 1B oa Jile () canT
S g @l 1) e a5l I e 6013 e

B sbaaly p 5 CaSTh slaesls 4 o iws 5 ks Glacst 5 sl Jale
ol 5 olio (ol 5 O 63,13 ASTE o grme o gn S )8 Sledb|
o 3oe Slads w15 Casls sl 1 Y oL uﬂ),ﬁt olael B 5 385
Fp B Sleesly plel (laly 580 el sl Gl Ml L didsa
S Sl mlr tCal gl ool ClS 5 6l Galsle s 5 o sian
568 LSl sl oS S o T sl § b sladide 5 Jlas S
351 deal g slezel LB s U5 4 5308 L5 S0 (3 slaesls

3l cglol o 5lute S S 3L Ol CaSTL 5 4 LSS (slsosls ¢l 5 05 53]
4 e BT 3 508 a5 Jlomys S n ol 315 015 6 SLa3L dm iy 5 Dlaus
Sl 5 ST A 5 ey (Sl s o dal g e TG 5 (68 g
Olsea Jole cpleopl plo 66,515 ST s see slezel 21330 5 (555l 5 pdy yoeals
Sl e 5 a8 o oy 1y pdo 36 5 10850 Jelge ple SLdbI 5 8Os
.AJjT@rA\Jé\)JMili)M}AQLuB-

63,05 s Sl sean (YY) 01K 5 T imgs laanl b jide opl claasl
st Sy 5 mosls oot s ¢ a5 SN Blis 3 ) 50 3 L SIS 4 L ol
S o Jole O e 4 Sl Sl 53 o gae isn 6,8 Sy ) o
Esrn oon (659l 4 Ol g gd slazel aey Ll 5 0 50 el pl a5 A 6 55
.:jbﬁ\}bgﬂ&b.\&-dbb:

Coaglin ol 5 odi Sy ke 4y a5 Jolo o7 3508 bl 0155 0 5T alay )



VT Sl |V oosled | ¥ Jl | (0508 Olods Sy e Olalllaa | ¥

OLSH al e 5 oy 4 aS el aul g baosls 5 (6550 4 g5 & oo gos Slodst
5 Sl kS 503,50 S ke |y s Ceaglie 45T S laOlejlu 63,05 S 55
Liad s gaalls LTG5 (gilwosly 53 @S b 5,8 o odisb 1y guul b
o Slgrean (Y2Y0) (6ol Zags claasl b iow -ul glaasdl 5 4d oo 4|30
Sl U b slinly js bl Ol s (6l silwain) a5 Las opl 4 63,15
SRS s dmsler G Ol 48 4 (o ses Slodst G )3 (o san Sap p e
Je 5 Bls ladely b s oS Cu e LSl el nl 5 03 3131 sl
S s o e (Slodst &1 53 QLSS o Sl oy ¢ n goe Sl (55T 5
RGO B P PP

By g 25 63 Glaslgiiy (Bagn mlS Ll
bty sl 2 n g0 (HME Canlw 53 5 gmmnosls oS 5,55 6,8 )84 -
Waosls jleslinnl gl » Colid (gla faadly s o g5 5 g3 ladlejlu s osls Jdo
Lok Cosl 1) ogee Slodst 53 T8 5 dldiad gn L;udﬁfr,‘wx R
dal gl e Oleead sl gladul p (giles lllinl 5 avads Lgbav.; slow!
75 5 ) 518wyl e e 53 Lol el o 2lST St (gllas Jlai| 5 Bl ]330
RCO I W T <P
(she ol 4k Ll 5 (b e gan S g s Jod (bs) (e 2 sl e -
(atie sl 5 basle (Olal L (e siae Bar 5 s Jpv Gl
1) et pn (lao3s p (sl 5 s Il 1) Calibee (slaslys Ole (Sialon L5 o
Ll 5 o3sn  (Sialen (slaazaS sl 5 (63 a1y At 35 L S fogd
sdalive ol Ol,uis 4 S O Lo 51 siides Canglin Sl S Lol 645 5 0
55l
sy parass U, Jisws iledially 5 el Sl Jb mle ol -
5 e Glroyss NS 5 osan Jism 05 53 QLSS sl gl Sy



Y| e SLo | e (S siman s )l i e Lol ss iyl T

3B edloplb el o 2l 31 OLS T (g 90 0 o Jos (slroy 93 5 435 (552008l 2 L
213 535 a0l 5 mlie et g 4
Sl S Gl i6ysle 4 Ol b slazel 5 slal G d il e -
Lo gp Slads o gale uls ialad 5 Wesls I ealizal (5lacslis o i AET
Lodas ol bl oswae San Oleds Judy gos,S Ll 0 dlazel Ll 5 oo
S Ll bl o 2153 (65518 5y O 48 b atns Jolas 5 s Sl s b
s | p 508 slazel (Dleds LS00 s ol
2 G wlp 1CiSL Glaosls 4 o fud 5 a5l Slasle ) sl -
G35 5 e 213 Ol (g b el 5 0303 S e cam ) LSS SLedbl slasilels
S e sltely b i o e |y L e Slaus S o.ajfr_a\)é Iy Waosls
sl oK gladn ja Ll el oo WLl Sleds 3 Shes (ol glaaSs 5 o3l
SO AP RCRPNU PN
Lol 1S 5 ieusT 9 2l s Slosle Cuglie [2alS 5 ok Cu s 4 4> 55 -
sl 5 bzl b (b s DS CS e (o pie i (BjseT glasly g
35 Esan s Gpds g alS 1y sl Cuglie Ll e o 55551 Gl pe
I i s (Bl s (S e el 5 L ST e 1y L0
Wl O3l (Kia 3 2l 5 pslibe (6,80 e Ll il e
GoSar glap iy (S5Iblely 1o a5 (Ho3 gLl Olbe (Eduim Ko —
Sleisn Slal L5 (oo sas 5 (Ho5 Sion Ole 425 5 0305 Joly (S i
Sl b s Bl OG54 4 S5 mm 5 LSS Dleds 5 ST g | diad 5
Ll bl or 35 oSy (Sualen cosls &S 281 (slantnem 5 )Ken slaslsyl 3
Bad o pde Ll o g r.:f)'lc,éb&ja:b el Jlewe

Dy o T 25 SRR alghe (s i el
G b ) Ll oo Kadgn Sledst danw g 53 LS, 5 Olaied 28 oS o +
Ab Ol 5 s olla)ls (s OLSLE L s glaaslas



VES Sl |V ooyl | ¥ Jl | (0508 Olods Sy e Olalllas | FY

ST 5 Fady r poses slazel mhaw 5 bl Gla 5SS ¢ SlojlecSin 5
ST ()t ) (Fsan gp Dl
Noslial b o gme figr p (o (gngoe Slods I OMI 40 425 (AS anlllae +
g 5 WL bl Wl e el b leans Slaaslae 5 S et slaeg S
Ssld 4 (o iws 5 byl B L8lad (Ol i S Lakaly)s 1) o0 ol
Ny ol Ll oa

Pl 5 R S e (g S el
SLaobbe Ol e 5 Bl w5l Jola 08 5 1T Jtass ol 3 Olidses *
b 3kl g 08 o 5l 6 Ko oS 5 el (Sas U lals S 05 Ao
i3 8y 1) sl cedd el Sladl iy
Iy alie W02 YoYO b Y00 sladle Sloj o3l L3 Shags opl 45 Oliiswe *
S 5 el o5l Ol s ek b ol San 1 6kl a5 sty 5l 5 Lol

. g Sglae "Qﬂ.bu”" "@L’S}ou\ﬁ: diqu LQLAQ‘%
@’l:.a ool
3y e s
./
) Bl
2 S s slaolile Ol pde 5 A1 Al i pel ey 0 =l
Db (G130 5 S5 LS s ged (6 en g ol plawl sl

ORCID

Behrouz Rezaei Manesh https://orcid.org/0009-0004-2380-1000



https://orcid.org/0009-0004-2380-1000
https://orcid.org/0009-0004-2380-1000

V| e Sy | e (B 5an ga Sy 5 Jalge imgrons T

@l;.a

e Shame ((slgn (Sl (S350l lie (o5 e (2 8 (Flownl )
Ol ) oMl (65 s drome s § Cnliw Jilus (i 51 (VP YY) daim ¢ oS
doi: 10.22111/jipaa.2024.447250.1166 AY-V¥ ((\F canw 57 5 oS>

e (T g cdoen 3] pmoellies (e g ol (L els Olesl (g, STT LY

(-LE G T, sl s s osn slas SH8 iludde 5 gluls (VP2 F) o

doi: NPV-WNY (YWY Ol oo Cops Dlaflls . o s0s Sl &1yl 5 (550l
10.22034/jipas.2024.401497.1607
BE) oT J‘PJ 9 P E Sleds r}yu (\va%) e (g 0305yl ¢ = dozes cg;c)\j Y

doi:  ¥Y-4 (OPNA (opee G sk e S8 Sy g
10.22054/qjpl.2017.8834.1193
oS e jlex (6 s Dleds jy osae Saa 3,8 (VYY) Sl el LT

Ol ) lams 5 (St o ke ((Solome Ol e 53 g5 sla g (Madl oy
/https://civilica. om/doc/2188836

Fsr GME I s () el (ST e WSS ST e Glle 0
ASONS tasdllans g0) a5 0T 5,855, b O s (S CokS 550 5 o5 sns
doi: M=% (D wsed wpwly s slasl (dghs
10.22034/uep.2024.442663.1461

Glua sl 5 pllid (VP F) o (o ja i () L e (oa g (SE ST
(AT S 55 b pgn o5 53 0T Oy (515 (Sla Sl dnw 5 (S0 2y
doi: 10.22034/0bs.2025.2055410.3527 #F-YY (YN Lo jle b, Solellos

Sledst 1 Ol ol sladnlay 5 bunliy slels (VP Y) g, Ol Y
doi: NP (YN (esee Dl G e Oleflhs L ages
10.22054/spsa.2024.78484.1036

awy p g GOy s 9 olels LOFY) sdmn (Lelanl (dame (Hsul A
(5 omo = olw 35T ailate tanlllaesyge) panodnT 5,55, b g Kis 8
doi: 10.30479/jf5.2023.17629.1421 XO¥-YYY (VDA O/ a0 |

9. Ali, W., Khan, A. Z., Ahmad, F., & Mahmood, F. (2024). Exploring
Artificial Intelligence Readiness Framework for Public Sector

Organizations: An Expert Opinion Methodology. Journal of Business



11.

12.

13.

14.

16.

Vo Hlp |V oosld | ¥ Jl | (o8 e Olads o de Sl | Y'Y

and Management Research, 3(3), 85-129.
https://doi.org/10.1080/09585192.2016.1277362

. Alshahrani, A., Griva, A., Dennehy, D., & Maintymiki, M. (2024).

Artificial intelligence and decision-making in government functions:
opportunities, challenges and future research. Transforming
Government: People, Process and Policy, 18(4), 678-698.
https://doi.org/10.1108/TG-06-2024-
0131?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3
Darticle

Anshari, M., Hamdan, M., Ahmad, N., & Ali, E. (2025). Public service
delivery, artificial intelligence and the sustainable development goals:

trends, evidence and complexities. Journal of Science and Technology
Policy Management, 16(1), 163-181. https://doi.org/10.1108/JSTPM-07-
2023-
0123?urlappend=%3Futm_source%3Dresearchgate.net%26medium%?3
Darticle

Archana, T. (2025). Artificial intelligence (Al) and digital competencies
in the public sector. In Digital competency development for public
officials: Adapting new technologies in public services (pp. 95-120). IGI
Global Scientific Publishing. https://doi.org/10.4018/979-8-3693-6547-
2.ch005

Asta, N. P. R. N, Rizalfi, V., & Wei, S. (2025). Al-Powered Governance:
Exploring the Role of Artificial Intelligence in Shaping Public Service

Innovation. Journal of Social Science Utilizing Technology, 3(2), 78-89.
https://doi.org/10.70177/jssut.v3i2.2288

Bright, J., Enock, F., Esnaashari, S., Francis, J., Hashem, Y., & Morgan,
D. (2025). Generative Al is already widespread in the public sector:

Evidence from a survey of UK public sector professionals. Digital
Government: Research and Practice, 6(1), 1-13.

https://doi.org/10.1145/3700140

. Bullock, J., Young, M. M., & Wang, Y. F. (2020). Artificial intelligence,

bureaucratic form, and discretion in public service. Information Polity,
25(4), 491-506. https://justinbullock.org/wp-content/uploads/2022/09/

Charles, V., Rana, N. P., & Carter, L. (2022). Artificial Intelligence for
data-driven decision-making and governance in public affairs.



https://doi.org/10.1080/09585192.2016.1277362
https://doi.org/10.1108/TG-06-2024-0131?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3Darticle
https://doi.org/10.1108/TG-06-2024-0131?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3Darticle
https://doi.org/10.1108/TG-06-2024-0131?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3Darticle
https://doi.org/10.1108/JSTPM-07-2023-0123?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3Darticle
https://doi.org/10.1108/JSTPM-07-2023-0123?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3Darticle
https://doi.org/10.1108/JSTPM-07-2023-0123?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3Darticle
https://doi.org/10.1108/JSTPM-07-2023-0123?urlappend=%3Futm_source%3Dresearchgate.net%26medium%3Darticle
https://doi.org/10.4018/979-8-3693-6547-2.ch005
https://doi.org/10.4018/979-8-3693-6547-2.ch005
https://doi.org/10.70177/jssut.v3i2.2288
https://doi.org/10.1145/3700140
https://justinbullock.org/wp-content/uploads/2022/09/

YO | o Sy | e (o 5an gp Sy e Jalge iagironsT

18.

20.

21.

22.

23.

24.

25.

Government Information Quarterly, 39(4), 101742.
https://doi.org/10.1016/j.g1q.2022.101742

. Garcia-Carrera, P., Bernardo, G., Fuentes-Calcino, A., & Auccahuasi, W.

(2025, February). Application of Artificial Intelligence in Public
Management Processes. In 2025 4th International Conference on
Sentiment Analysis and Deep Learning (ICSADL) (pp. 1525-1530).
IEEE. https://doi.org/10.1109/ICSADL65848.2025.10933089

Gesk & Leyer (2022). Artificial intelligence in public services: When and

why citizens accept its usage. Government Information Quarterly, 39(3),
101704. https://doi.org/10.1016/j.giq.2022.101704

. Giudici, P., Centurelli, M., & Turchetta, S. (2024). Artificial Intelligence

risk measurement. Expert Systems with Applications, 235, 121220.
https://doi.org/10.1016/j.eswa.2023.121220

Hanna, M. G., Pantanowitz, L., Jackson, B., Palmer, O., Visweswaran,
S., Pantanowitz, J.,... & Rashidi, H. H. (2025). Ethical and bias
considerations in artificial intelligence/machine learning. Modern
Pathology, 38(3), 100686.
https://doi.org/10.1016/j.modpat.2024.100686

Henman, P. (2020). Improving public services using artificial

intelligence: possibilities, pitfalls, governance. Asia Pacific Journal of
Public Administration, 42(4), 209-221.
https://doi.org/10.1080/23276665.2020.1816188

Jiang, Y., Li, X., Luo, H., Yin, S., & Kaynak, O. (2022). Quo vadis
artificial intelligence?. Discover Artificial Intelligence, 2(1), 4.
https://doi.org/10.1007/s44163-022-00022-8

Ma, Y., Geng, H., Leng, A., & Zhuang, Y. (2025). Bridging the
Interpretability Gap: Public Preferences for Explainable Artificial

Intelligence in Public Service Decision-Making. International Journal of
Human—Computer Interaction, 1-14.
https://doi.org/10.1080/10447318.2025.2480845

Mainardi, I. (2025). Change management: artificial intelligence (Al) at
the service of public administrations. A/ & SOCIETY, 40(5), 3953-3981.
https://doi.org/10.1007/s00146-024-02136-2

Mikhaylov, S. J., Esteve, M., & Campion, A. (2018). Artificial
intelligence for the public sector: opportunities and challenges of cross-



https://doi.org/10.1016/j.giq.2022.101742
https://doi.org/10.1109/ICSADL65848.2025.10933089
https://doi.org/10.1016/j.giq.2022.101704
https://doi.org/10.1016/j.eswa.2023.121220
https://doi.org/10.1016/j.modpat.2024.100686
https://doi.org/10.1080/23276665.2020.1816188
https://doi.org/10.1007/s44163-022-00022-8
https://doi.org/10.1080/10447318.2025.2480845
https://doi.org/10.1007/s00146-024-02136-2

26.

27.

28.

29.

30.

31.

32.

33.

VT Sl |V oosled | ¥ Jl | (o0 me Olods o de Ol | Y5

sector collaboration. Philosophical transactions of the royal society a:
mathematical, physical and engineering sciences, 376(2128),20170357.
https://doi.org/10.1098/rsta.2017.0357
Misuraca, G., & VAN, N. C. (2020). AI Watch-Artificial Intelligence in
public services. https://ec.europa.eu/jrc
Nzobonimpa, S. (2023). Artificial intelligence, task complexity and

uncertainty: analyzing the advantages and disadvantages of using
algorithms in public service delivery under public administration
theories. Digital Transformation and Society, 2(3), 219-234.
https://doi.org/10.1108/DTS-03-2023-0018

Ogu, O. A., Nkemjika, A. K., Oraneckwu, D. C., & Okoye, A. T. (2024).
Optimizing public services delivery through artificial intelligence:

challenges, opportunities, and future directions. international journal of
public administration and development studies, 1(1), 156-164.
https://doi.org/10.51519/journalisi.v6i4.969

Osborne, S. P., Cucciniello, M., Nasi, G., & Zhu, E. (2022). Digital
transformation, artificial intelligence and effective public services:

challenges and opportunities. Global Public Policy and Governance,
2(4), 377-380. https://doi.org/10.1007/s43508-022-00058-7

Poudel, N. (2024). The Impact of Big Data-Driven Artificial Intelligence
Systems on Public Service Delivery in Cloud-Oriented Government

Infrastructures. Journal of Artificial Intelligence and Machine Learning
in Cloud Computing Systems, 8(11), 13-25.

https://epochjournals.com/index.php/JAIMLCCS/article/view/2024-11-

07

Reis, J., Santo, P. E., & Meldo, N. (2019). Artificial intelligence in
government services: A systematic literature review. In World

conference on information systems and technologies (pp. 241-252).
Springer, Cham. DOI:10.1007/978-3-030-16181-1_23

Susar, D., & Aquaro, V. (2019, April). Artificial intelligence:
Opportunities and challenges for the public sector. /n Proceedings of the

12th international conference on theory and practice of electronic
governance (pp. 418-426). https://doi.org/10.1145/3326365.3326420

Van Noordt, C., & Misuraca, G. (2020). Evaluating the impact of
artificial intelligence technologies in public services: towards an



https://doi.org/10.1098/rsta.2017.0357
https://ec.europa.eu/jrc
https://doi.org/10.1108/DTS-03-2023-0018
https://doi.org/10.51519/journalisi.v6i4.969
https://doi.org/10.1007/s43508-022-00058-7
https://epochjournals.com/index.php/JAIMLCCS/article/view/2024-11-07
https://epochjournals.com/index.php/JAIMLCCS/article/view/2024-11-07
https://doi.org/10.1145/3326365.3326420

YV e Sy | e (B 5an gp Sy 5 Jalge imgirons T

assessment framework. In Proceedings of the 13th international
conference on theory and practice of electronic governance (pp. 8-16).
DOI:10.1145/3428502.3428504

34. Van Noordt, C., & Misuraca, G. (2022). Artificial intelligence for the

public sector: results of landscaping the use of Al in government across
the European Union. Government information quarterly, 39(3), 101714,
https://doi.org/10.1016/j.2iq.2022.101714

References [In Persian]

1.

Akbari,I. , Vaezi,R. , Aslipour,H. , Abdolhosseinzadeh,M. and
Shahrayini,S. M. (2024). Identification and Modeling of Artificial
Intelligence Functions in Enhancing the Efficacy of the Administrative
System and Public Service Delivery. Journal of Iranian Public
Administration Studies, 7(12), 111-147. doi:
10.22034/jipas.2024.401497.1607

Anabestani,A. , Tavakolinia,J. and Niknami,N. (2024). The Role of
Artificial Intelligence in Improving Citizens’ Quality of Life with a
Future Study Approach (Case Study: Mashhad Metropolis). Urban
Economics and Planning, 5(1), 6-21. doi:
10.22034/uep.2024.442663.1461

Eshaghi Gordji,M. , Zarei,A. A. , Hamzavi,H. , Asadbak,M. and
Mohammadi Shir Kalai,H. A. (2024). Prioritizing Environmental Policy
Issues of the Islamic Republic of Iran. Governance and Development
Journal, 4(1), 74-92. doi: 10.22111/jipaa.2024.447250.1166

Kooshki Jahromi,A. , Zarjou,S. and hamzavi,H. (2025). Identifying and
Prioritizing Drivers for Developing Behavioral Competencies of Future

Leaders in the Third Millennium: A Foresight Approach. Organizational
Behaviour Studies Quarterly, 14(2), 33-64. doi:
10.22034/0bs.2025.2055410.3527

. Motazedian, R. (2023). Identifying the Antecedents and Consequences

of Citizens' Satisfaction with Public Services. Studies in Public Service
Administration, 1(2), 169-195. doi: 10.22054/spsa.2024.78484.1036

. Najarzadeh Hanjani, M. (2017). The Concept of Public Services and its

Evolution In the Light of Public Function Doctrine. Public Law Researsh,
19(56), 9-32. doi: 10.22054/qjpl.2017.8834.1193



https://doi.org/10.1016/j.giq.2022.101714

VS Sl |V ooyl | ¥ b | (0508 Olods Sy e Olalllas | ¥A

7. Shahriyari, Z. (2024). Application of Artificial Intelligence in Urban
Services. Proceedings of the 14th International Conference on
Innovative Research in Civil Engineering, Architecture, Urban
Management, and Environment, Tehran, Iran.
https://civilica.com/doc/2188836

8. Yasouri, M., Esmaeili, S. (2023). Identifying and explaining the driving
factors affecting tourism development with future studies approach (Case
study: Anzali Trade-Industrial Free Zone). Journal of Iran Futures
Studies, 8(1), 222-253. doi: 10.30479/fs.2023.17629.1421

M‘b\)é & e yp:'}ﬂ C,.w-v)lfjjjﬁ J"‘}’ g&h}ﬁa-\.{“(\?'v) Ty ‘u:*‘ &Lﬂ) V| 7Y Cﬁ" 4 Sl
YA=N Y ¢ o pae Dlockst o ke Dlafllo O 5 45 & (g0 g08 Dot
doi: 10.22054/spsa.2025.89580.1086

Studies in Public Service Administration is licensed under a Creative
Commons Attribution-Non Commercial 4.0 International License.


https://civilica.com/doc/2188836

