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Introduction

The perceptions and judgments of Zahedan residents regarding the quantity and quality of green spaces
in streets and squares, urban parks, pavements, building facades, urban texture, city cleanliness, and
urban furniture reveal concern and weakness in city management. This study aimed to analyze and assess
these judgments and perceptions. The primary focus of the study was to evaluate and analyze the
performance of urban management in Zahedan based on residents’ judgments (about the social,
economic, and physical-spatial characteristics). To achieve this, two main approaches or analytical
models, drawn from management and economics disciplines, are usually employed in urban planning.
The first approach is "efficiency", and the second is "impact”. In the first approach, i.e., efficiency, the
emphasis is on "doing a job well and maximizing system output relative to primary resource inputs". The
second approach emphasizes "doing a good job and being effective to achieve the main goal, i.e., citizen
satisfaction".

Research Question 1: How do Zahedan residents perceive and judge the effectiveness of urban services
and urban management?

Research Question 2: To what extent do social, economic, and physical-spatial characteristics of
residents explain their satisfaction with urban management effectiveness?

To refine the research process, the second question was focused on three social, economic, and physical-
spatial dimensions.

Materials and Methods

This applied study utilized a researcher-made questionnaire and a two-stage random sampling method
to collect statistical data from 454 individuals over 17 years of age in Zahedan. The sample was stratified
across six zones (with Zone 1 being the highest and Zone 6 the lowest) and analyzed using non-
parametric inferential statistical tests, including one-sample Chi-square, Kruskal-Wallis, Kendall’s Tau-
¢, Somers’d, and Shapiro-Wilk.

Results

In total, 67% of Zahedan residents were dissatisfied with urban management, and 11% were satisfied.
The dissatisfaction index among respondents who were illiterate, had less than high school diploma, high
school diploma, associate’s degree, bachelor's degree, master's degree, and doctorate was 22%, 53%,
62%, 83%, 82%, and 100%, respectively, indicating an inverse correlation (p<0.001). The spatial
distribution of citizens' dissatisfaction across six zones, from Zone 1 (the highest) to Zone 6 (the lowest),
was 86%, 87%, 81%, 69%, 54%, and 31%, respectively. The dissatisfaction index was about 80% and
82% among government employees and students, while 62%, 58%, and 43% among self-employed
individuals, housewives, and workers, respectively.

Conclusion

This study analyzed the effectiveness of urban management in Zahedan, specifically focusing on the extent
to which implemented measures have been effective in achieving their goals (citizen satisfaction). As the
hypotheses were confirmed, the proposal to evaluate the effectiveness of urban management and, in
particular, to review strategies and policies by the relevant organizations was emphasized in this study. The
results from hypothesis 1 indicated that, based on citizens’ judgments, Zahedan urban management is facing
a significant crisis in the effectiveness dimension, i.e., ensuring citizen satisfaction. In this regard, in all
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different sub-sectors of urban services, the level of citizen satisfaction was significantly below average.
Notably, in tree planting and green spaces of streets and squares, about 72% of citizens were dissatisfied
with the performance of the municipality. It remains unclear to what extent ecological factors specific to
Zahedan, such as low rainfall, high temperatures, and elevated evaporation rates, have been taken into
account by citizens. Nevertheless, the findings indicated that 72% of citizens were dissatisfied with the
current conditions of leisure spaces in Zahedan. Moreover, 66% of respondents reported dissatisfaction with
sweeping, cleaning, and waste collection; 64% expressed dissatisfaction with the surface water drainage
network; and 57% were dissatisfied with the lighting conditions in public spaces of the city. Furthermore,
in this study, over 67% of respondents clearly expressed dissatisfaction with the overall performance of the
Zahedan Municipality. Inferential statistical analysis using the non-parametric one-sample Chi-square test
confirmed that these findings were statistically significant with a p-value of 0.000. Therefore, the first
hypothesis, which posited that citizens' dissatisfaction levels were significant, was validated. The results
also suggested a correlation between the level of citizens’ dissatisfaction with the performance of Zahedan
Municipality and their literacy and education levels.
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a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis. c. Based on chi-square
approximation
c. Based on chi-square approximation
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