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Abstract: This research was conducted with the aim of identifying the
drivers of e-governance based on social trust in the Iranian Tax Affairs
Organization. The present study is a qualitative study, in which semi-
structured in-depth interviews were used to collect data. The data
were analyzed using thematic analysis. The target population
consisted of experts from the Tax Affairs Organization, and interviews
with these experts continued until theoretical saturation was reached.
The research findings are categorized into three main axes: Support,
Strategy, and Culture Building, comprising seven sub-themes:
Political Leadership Support, Administrative System Support, Social
Support, Defined Strategies, Roadmap, Public Culture Building, and
Organizational Culture Building. Furthermore, these drivers were
categorized into three levels: The first level includes Defined Strategies
and Roadmap; the second level includes Public Culture Building,
Organizational Culture Building, and Administrative System Support;
and the third level includes Political Leadership Support and Social
Support. By strengthening the drivers of e-governance based on social
trust, social trust can be enhanced. The present study, by identifying
the hierarchical levels of the drivers, can increase social trust and foster
greater acceptance of electronic services.
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Extended Abstract

Introduction

E-governance is recognized as one of the fundamental pillars of modern public administration.
This concept refers to the use of information and communication technologies to improve
governmental processes, enhance transparency, increase accountability, and facilitate the delivery
of public services (Ismail & Samhant, 2025). By replacing traditional paper-based methods with
digital systems, e-governance reduces bureaucracy, accelerates administrative procedures, and
improves interaction between governments and citizens (Honnurali, 2025). Furthermore, by
providing 24/7 access to government services, this approach strengthens public participation and
lays the foundation for sustainable development and social justice across various societies
(Journalism University, 2024).

In recent years, digital transformation in the implementation systems of e-governance based on
social trust within the Tax Administration has brought significant benefits for public management
and citizens. It has led to increased organizational transparency and accountability, reduced
corruption and administrative errors, facilitated tax processes, and enhanced citizen satisfaction
(Ghorbani et al., 2024). Moreover, establishing social trust between the organization and its users
has not only paved the way for faster acceptance of electronic services but also reduced cultural
and organizational resistance (Taheripour Kalantari, 2023). Overall, studying and understanding
the effective drivers of e-governance contributes substantially to better managerial decision-
making, strategic policy design, and efficient utilization of information technology (Khodabandeh
et al., 2023). In this regard, the Tax Administration, as one of the key institutions in delivering
public services and collecting taxes, plays a vital role in implementing e-governance based on
social trust (Ghasemi and Rezaei, 2023).

Despite the importance of this issue, limited research has been conducted on identifying and
analyzing the drivers influencing e-governance based on social trust in Iran’s Tax Administration.
Existing studies have primarily focused on technical and IT aspects, with less attention given to
the social and cultural dimensions of this process (Ahmadi, 2023). Neglecting the drivers of e-
governance based on social trust can lead to widespread and negative consequences for both the
organization and society. If these factors are overlooked, the organization may face reduced user
trust, cultural resistance, inefficiency in service delivery, and an increase in administrative errors
and corruption (Ghasemi and Rezaei, 2023). This situation not only results in decreased tax
revenues and public dissatisfaction but also affects the efficiency of electronic systems and the
overall productivity of the organization (Ahmadi, 2023). Therefore, addressing this issue and
identifying the effective drivers is essential for strategic management and the development of e-
governance within the Tax Administration (Adaman, 2022).

Accordingly, this study was conducted with the aim of identifying the drivers of e-governance
based on social trust and seeks to answer the following question: What are the dimensions of the
drivers of e-governance based on social trust?

Theoretical framework

E-governance streamlines administrative processes and improves the delivery of public services
to citizens. This approach is not only dependent on the development of technological infrastructure
but also leads to the redefinition of government-society interactions and increased transparency in
institutional activities (Dukati et al., 2019). In this sense, e-governance enables governments to
respond more effectively and efficiently to complex social and economic challenges.
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A key aspect of e-governance is the active participation of citizens in decision-making processes.
UNESCO emphasizes that e-governance goes beyond the digitalization of government services
and should serve as a foundation for enhancing accountability, transparency, and public trust.
According to the organization, the intelligent use of information technology can empower citizens
to engage more actively in public discourse, thereby improving the quality of policies and the
legitimacy of governmental decisions (Vinod Kumar, 2015).

Social trust is a deeply rooted characteristic of society, and its positive impact on economic
performance has been widely documented across various domains. However, its influence on the
non-economic aspects of social progress—characteristic of advanced societies—such as personal
rights, freedom, tolerance, inclusion, and access to advanced education, particularly at the national
level, has yet to be thoroughly studied. As demonstrated by the European Social Progress Index
(2020), presented by the European Commission, European regions show significant disparities in
these non-economic dimensions (Piero-Palomino et al., 2024).

Methodology

This study is a qualitative, fundamental-exploratory research conducted in 2025. Employing a
thematic analysis approach, it was carried out within the Iranian Tax Administration. Data were
collected through in-depth, semi-structured interviews with 16 experts from the organization.
The researcher initially contacted the experts, established communication, and obtained verbal
consent for their participation. The time and location of each interview were arranged according
to the participants' preferences. At the start of each session, the study's purpose was clearly
explained. Interviews commenced with the opening question: “Please share your experiences
regarding e-governance (e.g., electronic administration, electronic services, or electronic
participation).” Subsequently, guided by the research focus on the drivers of social trust-based e-
governance, exploratory questions drawn from the literature and the interviewees' previous
responses were posed.

All interviews were audio-recorded, listened to subsequently, transcribed verbatim, and then
coded. This process was repeated for each subsequent interview. Data collection continued until
theoretical saturation was achieved.

Discussion and Results

The findings of this study indicate that e-governance based on social trust within the Tax
Administration is underpinned by three main drivers: support, strategy, and cultural development.
The interplay of these factors facilitates public acceptance, enhances citizen trust, and contributes
to the successful implementation of the e-governance model.

Within the support dimension, political leadership support, administrative system support, and
social support play a pivotal role in reinforcing social trust. In the strategic dimension, well-
defined strategies and a clear roadmap ensure coherence, purposefulness, and evaluability in the
execution of e-governance programs. Finally, in the cultural dimension, both public and
organizational cultural development foster public acceptance, ease the implementation of e-
governance initiatives, and reduce institutional resistance to technological change.
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Conclusion

Governance in this context relies on three interconnected pillars: support, strategy, and
cultural development. These dimensions collectively foster public acceptance, strengthen
citizen trust, and enhance the effectiveness of digital governance initiatives.

Support from political leadership, administrative systems, and society plays a vital role in
building foundational trust and reducing resistance to change. Strategic planning,
including well-defined policies and clear roadmaps, ensures coherence, purposefulness,
and evaluability in program execution. Cultural development—encompassing both public
and organizational spheres—facilitates smoother adoption of digital services and
promotes long-term sustainability.

Ultimately, the study underscores that e-governance is not merely a technological
transformation but a multidimensional reform that necessitates attention to human, social,
and institutional factors. Recognizing and reinforcing these drivers is essential for
advancing digital governance and achieving greater transparency, accountability, and
citizen satisfaction in public service delivery.
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