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Abstract

Purpose: The Holy Qur'an is full of principles and foundations that can be the light of the way for better
service from the agents to the general public. Therefore, the purpose of this research is to identify the
behavioral competencies of street-level bureaucrats based on Quranic verses.

Design/ methodology/ approach: The approach of this research is qualitative and its method is content
analysis. For this purpose, Quranic verses related to the behavioral competencies of street-level
bureaucrats were first analyzed and coded. Then the identified codes were compared, analyzed and
categorized with other authentic Islamic texts.

Research Findings: Findings shows that the behavior of street-level bureaucrats and many issues and
challenges related to it will affect the satisfaction of citizens. The most important behavioral
competencies that were counted from the Quran and Islamic texts in this case include: justice, anti-
tyranny and fairness, commitment to work, trustworthiness, good company, patience, moral virtues, the
ability to solve problems, provide information and respond accurately and calmly. The dimension of
"justice and anti-tyranny and fairness” includes the components of "justice among people, not
oppressing oneself and others, oppression by non-believers". The components of the dimension of work™
include "responsibility and accountability, acceptance of one's mistakes, advice for tact and rationality,
and keeping promises”. The dimension of "trustworthiness™ consists of 4 components: "observance
including promise and trust, handing over the trust to its owner, being trusted, and maintaining and
informing about assets and resources". The components of the "Patience™" dimension were identified,
including 4 components "Patience and Endurance, Punctuality (the value of time), reward for
meritorious actions such as patience, patience against the enemy's harassment". The components of the
"good association" dimension include 11 components of "cooperation and participation in good deeds,
sacrifice and self-sacrifice, forgiveness (forgiveness), forgiveness and correction, peace and humility,
effort and its reward, moderation and moderation." , mocking and not looking for fault, goodness and
service to servants (citizens or general people), anger, and spending” were identified. The components
of the dimension of "informing and responding accurately and calmly" including 4 components of
"informing role, helping people and the disabled, respecting the rights of others, and paying attention to
the environment as a way to meet needs" should be identified.

Limitations & Consequences: It is obvious that with a longer investigation and time, a larger number
of Islamic sources that have emphasized these indicators can be obtained. In this research, the effect of
each competency on the organization's performance and citizens' satisfaction has not been determined.
Practical Consequences: If street-level bureaucrats have superior behavioral competencies, public
satisfaction will increase and this will help to increase public trust, and ultimately, human and social
capital will be improved. In this research, the effect of each competency on the organization's
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performance and citizens' satisfaction has not been determined. In future studies, it is suggested to
investigate the correlation between the competencies of street-level bureaucrats and the performance of
relevant executive bodies, as well as to study and research the relationship between the competencies of
bureaucrats and the variables of citizens' satisfaction with the provision of services and public trust and
the level of administrative health. At the same time, evaluating the performance of the government and
governments based on the performance of the administration, one of the examples of which is the
behavior of street level bureaucrats, can be considered in future researches.

Innovation or value of the Article: First, most of the articles emphasized job analysis, which is a
retrospective approach, but in this article, it focuses on the behavioral competence of government
employees, and most of the articles examined the competencies of managers and high-level officials,
but in Here, the competence of street-level bureaucrats was emphasized. Also, in previous studies,
Islamic and Quranic texts were rarely used to adapt behavioral competencies.
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