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I ntroduction: Citizen trust in urban governance represents a critical pillar for enhancing transparency,
operational efficiency, and the overall quality of urban life, while also mitigating unlawful behaviors and
strengthening democratic legitimacy within complex administrative systems. Trust serves as a foundation
for the relationship between citizens and public institutions, influencing how residents perceive and engage
with local authorities. Elevated levels of trust foster greater cooperation, compliance, and public support for
governmental initiatives, facilitating smoother implementation of urban policies and development projects.
Conversely, a deficit of trust can erode legitimacy, heighten social tensions, and destabilize political systems,
potentially leading to civic disengagement and resistance to urban reforms. Social cohesion, community
participation, and public satisfaction are closely linked to citizens’ confidence in urban governance. Ac-
cordingly, investigating and evaluating the factors that shape citizen trust is both essential and imperative
for effective urban management, enabling policymakers to design strategies that strengthen accountability,
transparency, and ethical conduct in city administration, ultimately promoting sustainable urban develop-
ment and improving quality of life for residents. In rapidly growing metropolitan contexts, where governance
structures are complex and socio-economic inequalities are pronounced, trust becomes even more vital.
Transparent decision-making, responsive service delivery, and meaningful citizen participation can reinforce
institutional legitimacy and reduce conflicts between urban authorities and residents. Moreover, sustained
trust enhances long-term policy stability and encourages collective responsibility, thereby supporting resil-
ient and inclusive urban governance systems.

he Purpose of the Research: The present study aims to assess the factors influencing citizen trust in
urban management, focusing on District 6 of Tehran Municipality as a case study.

I\/I ethodology: This study is an applied research aimed at describing and explaining the factors influ-
encing citizens’ trust in urban management in District 6 of Tehran Municipality. District 6 is one of
the central and strategically significant areas of Tehran, located adjacent to the historical core of the city and
characterized by its administrative, commercial, and socio-spatial importance. Given the complexity and
multidimensional nature of trust in urban governance, the study adopts a mixed-methods approach to capture
both the quantitative patterns of trust among citizens and the qualitative perspectives of urban managers.
The research follows a mixed-methods design, combining qualitative and quantitative techniques to provide
a comprehensive understanding of trust-related mechanisms. Data were collected through semi-structured
interviews, documentary studies, and a structured questionnaire. This triangulation of methods enhances the
analytical depth of the study and strengthens the validity of the findings by integrating multiple source of
evidence.

.
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+ The qualitative component of the study is based on semi-structured interviews conducted with eight urban managers and experts
< from District 6 Municipality. The participants were selected using purposive sampling with the aim of concept development and the- ¢
: oretical saturation. The interviewees were drawn from various municipal departments, including urban planning, technical services, :

< inspection, public relations, planning, financial, and administrative units. On average, participants had approximately 15 years of §
: professional experience, which ensured an informed and practice-oriented understanding of urban management processes. :

: The interviews were analyzed using directed qualitative content analysis. This method was chosen to allow the analysis to be guided :

.
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by existing theoretical frameworks on trust and urban governance while remaining open to the emergence of new categories from the ¢

X

.

data. The analytical process focused on two main dimensions: 1- characteristics of actors external to the trust relationship (structural,

< legal, political, and managerial factors), and 2- characteristics of the trust relationship between citizens (trustors) and urban man- ¢

oo

. agement (trustees). This approach enabled the identification of underlying mechanisms, barriers, and contextual factors influencing
- trust in urban management.

« The quantitative component of the study is based on a citizen survey designed to measure trust and its related dimensions. The ques-
< tionnaire consisted of 47 items, developed to operationalize the main dimensions and sub-dimensions of trust. Each indicator and :
< sub-indicator was measured using multiple items to enhance measurement accuracy and reliability. This multi-item measurement :
: strategy allowed for a more comprehensive assessment of trust-related constructs and helped reduce measurement error in statistical &
< analyses.

: The sub-indicators of each dimension were operationalized through sets of items covering different aspects of the underlying con-
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< cept, ensuring conceptual breadth and construct validity. Responses were measured using a standardized scale appropriate for atti-
: tudinal and perceptual variables.

.

X

The sample size for the citizen survey was calculated using Cochran’s formula with a margin of error of 7 percent, resulting in an
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. estimated sample size of approximately 196 respondents. A final sample of 200 citizens was used for the analysis. Statistical power

X

< analysis indicates that this sample size is sufficient to detect Spearman correlation coefficients equal to or greater than 0/2 with 80 ¢

< percent power at a 5 percent significance level. Moreover, for correlations of at least moderate strength (p > 0/3), the 95 percent s

< confidence interval of the Spearman correlation coefficient falls within an approximate range of 0/22 to 0/26, which is considered

X

- methodologically acceptable for social science research (Bonett & Wright, 2000).

+ The external validity of the questionnaire was evaluated as satisfactory given the sample size and a margin of error below 5 percent.
¢ Internal validity was assessed and confirmed through expert review and feedback from both specialists and citizens. The reliability §

: of the questionnaire was tested using Cronbach’s alpha coefficient, which exceeded 0/7 for all dimensions and indicators, indicating ¢
< acceptable internal consistency.
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Data analysis was conducted in two stages. First, descriptive statistics were used to examine the distribution of responses for each
dimension, indicator, and sub-indicator of trust. In the second stage, inferential statistical analyses were performed to test the study

hypotheses. The normality of the data was assessed using the Kolmogorov—Smirnov and Shapiro—Wilk tests. In all sub-indicators,

eee

< the significance values were below 0/05, indicating that the data did not follow a normal distribution. Consequently, non-parametric

.

< statistical methods were employed.
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< Spearman’s rank correlation coefficient was used to examine the relationships between trust and its key dimensions. Based on this s
< analytical framework, the alternative hypotheses (H1) of the study posit that higher levels of benevolence, better staff position and :
< behavior, greater credibility of urban management, stronger citizen preferences toward urban management, and higher levels of s

« citizen satisfaction are each associated with higher levels of citizens’ trust in urban management.

ecccoe

indings and Discussion: The findings of this study indicate that citizens’ trust in urban management in District 6 of Tehran &
Municipality is at a notably low level. The quantitative results reveal that trust has not progressed beyond the initial stages of :
interaction and remains largely confined to the level of information penetration, as conceptualized in Hansson’s model of citizens
articipation. Even at this basic level, communication between citizens and urban management is weak, fragmented, and predomi-
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nantly one-sided, reflecting a fragile relationship characterized more by caution and distrust than by ethical, reciprocal engagement.
Statistical analysis demonstrates that all examined dimensions—emotions, benevolence, position of urban management staff, prefer- :
ences, and credibility—have a significant relationship with citizens’ trust (Sig < 0/05). However, the mean values of these indicators 3
are generally low to moderate, suggesting that citizens evaluate the performance of urban management as unsatisfactory across most s
dimensions. Among these variables, emotional satisfaction emerges as the most influential factor, exhibiting the strongest correla- &
tion with trust (r = 0/647). This finding underscores the central role of citizens’ subjective experiences and emotional evaluations in *
shaping trust toward urban institutions.
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The emotion and benevolence dimensions show strong relatively strong correlations with trust (r = 0/641 and r = 0/510, respective-
ly), while credibility, position, and preferences demonstrate moderate correlations (r = 0/451, r = 0/447, and r = 0/313). These results
suggest that deficiencies in relational and ethical aspects of governance contribute more significantly to declining trust than purely
functional or demographic factors. Notably, individual characteristics such as age, gender, occupation, education level, and job-relat-
ed stress do not show a meaningful relationship with trust, indicating that distrust is primarily structural and institutional rather than
personal.

Within the benevolence dimension, indicators such as justice, transparency, commitment to promises, integrity, and impartiality all
display significant relationships with trust. Despite their importance, citizens’ evaluations of these indicators range from very low to
inappropriate, revealing a substantial gap between public expectations and perceived institutional performance. Commitment to prom-
ises and transparency exhibit the highest correlations within this dimension, highlighting their relative importance in trust formation.
Similarly, in the dimension of staff position, respectful behavior, professional conduct, staff competence, and work ethics are assessed
poorly, though they maintain moderate correlations with trust.

The credibility dimension further emphasizes the importance of accountability-related mechanisms in fostering institutional reliability
and sustained public confidence. Responsiveness to criticism demonstrates a relatively strong correlation with trust (r = 0/504), indi-
cating that the ability of urban management to accept, process, and respond to citizens’ critiques has considerable potential to influence
public trust. Other indicators, such as the quality of public services and institutional oversight, are evaluated unfavorably and show
moderate correlations with trust.

Qualitative findings derived from interviews with urban managers reinforce the quantitative results. The analysis reveals that citizens’
influence within the urban management system of District 6 is minimal and that genuine participation rarely occurs. Managerial, legal,
and political barriers are identified as the main obstacles to trust and participation. From a managerial perspective, the lack of distinc-
tion between participation, supervision, and accountability, reliance on service-oriented digital platforms, and weak belief in active
citizen engagement limit meaningful interaction. Legally and politically, centralized governance, limited democratic regulations, and
political interference in urban management reduce institutional autonomy and weaken participatory capacity. Collectively, these fac-
tors contribute to a persistent deficit of trust between citizens and urban management.

Conclusion: This study highlights the critical condition of citizens’ trust in urban management in District 6 of Tehran Municipality
and contributes to existing literature by prioritizing the relative importance of trust-related sub-indicators within a comprehensive
empirical analytical framework. Unlike many previous studies that emphasize transparency, institutional efficiency, or managerial capac-
ity as the primary drivers of trust, the findings of this research demonstrate that emotional satisfaction and responsiveness to criticism are
the most influential determinants of public trust in the studied context.

The results suggest that trust in urban management remains confined to a low and unstable level, where interactions are shaped more by
precaution and skepticism than by mutual ethical commitment. The persistence of trust at the information penetration stage indicates a
failure to institutionalize meaningful participation and accountability mechanisms. Citizens expect high levels of responsiveness, justice,
professionalism, and fairness from urban management, yet these expectations remain largely unmet, reinforcing distrust and dissatisfa-
cation.

Despite these challenges, the findings point to clear priorities for policy and governance reform. Strengthening emotional satisfaction
and enhancing the capacity of urban management to accept and respond constructively to criticism represent the most effective pathways
for rebuilding public trust. Improvements in related components—such as fulfilling commitments, reducing administrative corruption,
increasing transparency, encouraging willingness for repeated interaction, and expanding participatory mechanisms—can significantly
enhance trust when implemented in an integrated manner.

The qualitative results further emphasize that trust deficits are rooted in broader structural and systemic conditions. Political centraliza-
tion, weak democratic frameworks, limited legal support for citizen participation, and managerial inefficiencies collectively undermine
the realization of urban democracy and participatory governance. Therefore, restoring trust requires not only managerial and technical
reforms but also institutional and political changes aimed at increasing the autonomy of urban management, improving inter-sectoral
coordination, and strengthening accountability structures.

Consistent with previous national and international studies, this research confirms that low transparency, administrative corruption, lack
of accountability, and citizen dissatisfaction directly contribute to declining public trust. The alignment of these findings with studies
conducted in other Iranian cities suggests that distrust in urban management is a widespread and systemic issue rather than a localized
phenomenon. However, by emphasizing the decisive role of emotional and relational dimensions, this study provides a more nuanced
understanding of trust formation and decline.

In conclusion, achieving a responsive, ethical, and participatory urban management system in Tehran—and particularly in District 6—
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requires a shift from symbolic participation and limited information dissemination toward genuine citizen influence and shared deci-
sion-making. Prioritizing emotional satisfaction and critical responsiveness can serve as a foundation for rebuilding trust and advancing
toward more democratic and effective urban governance.
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Highlight

- Public trust in urban management is currently at a critically low level, with citizens—at best—remaining at a stage of passive information receptions
rather than active engagement. Urban management therefore operates from a disadvantaged position in terms of cultivating and maintaining public trust
as contemporary interactions are shaped more by caution and apprehension than by ethical, reciprocal confidence.

- The findings of this study provide an evidence-based foundation for prioritizing policy measures within urban management that aim to rebuild and'
strengthen citizen trust.
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duties, the results of this study indicate that improving
the affective and benevolence-related indicators, par-
ticularly the sub-indicators of satisfaction and munici-
pal management responsiveness, has a significant im-
pact on enhancing citizens’ trust in urban governance.
Furthermore, macro-level government and municipal
policies aimed at the independence of urban institu-
tions, interdepartmental coordination, and transparent
responsiveness to citizens’ needs, along with educa-
tion and awareness-raising for active public participa-
tion, pave the way for accountable, ethical, and partic-
ipatory urban governance.
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