MIDOCEA|

UNIVERSITY

BY EVERYONE'S SMART UNIVERSITY

ol
alygiGall da yal Jasauwill dagyhal dlai £ 4 piiso

g ) 43l ¢ 5ind

Lol jas ) deus Bage e AaSeatl il
B adles Lkl e Adedas dulys

1y 5olady) ARl o gind)

THE IMPACT OF GOVERNANCE ON THE QUALITY OF MUNICIPAL LICENSING
SERVICES: AN APPLIED STUDY ON THE JEDDAH GOVERNORATE

MUNICIPALITY
laudl ol vt oLl o
233001796 : R Y pé')."

LR a1

£2024 - »1446

|
MIDOCEAN S s il e g 55

vvvvvvvvvvvvvvvvvvvvvvvvvvv




Ll yd| Aatda

@ 4eSozll tg3lin Gardas g Allall bz sally Jlas¥l @lle 3 Sl sslatdl s (3
el Tylas Bl by gyl oy 2uSymdl cmpal (ol of aladl el cilelaall Calzsa
Syl teales adans Joudl oradl e H1al Clualy cpeiladly ilegSl alotal
Alais sLazdl sl i Al Sliagus Gaimid i3y alelhall aes e Laslaly
2023 w3 Slaal b 3 seiie

Aaarzmll Leluros Lplelad 3 LaSymll gadaty @Iladl Calises 3 Joul cuals il
seidl 33ay gl Jlecl pliab ugloly anizelly cibolgald SLell B9 (s yghas due
Ulaall AaSomtl 1" e Lalial 8y5dde 2ulys @ (Berson, 2022) uSsy co (g3laidyl
31l slaadl 2l e Qi Leo Jlas¥l pllad § Wsludls 23l a) 5527 9 ealud

Baga Sytun Cnued ] (635 09 1da Oy cimbiall wilialy o petiadl 445 (10 33239
Cdeaall aleusl!

8l i) e 33 buisdl Al pulas sudas (T JI (De Niclon, 2006) Laf LS
¢ guo (e el A1 la¥l (631a5 § mqmans e Maadly (o patiand ] e BNl Craumiy B gislly
Ladgy . Jlad JSn Lelsl lyataoly caluasl] 7 i 8 e LS JUI cedlall =¥lsng 5,153
Slbeadl Adlad 5u5a3 3 ealud dlasdl s Adoudl 2dlaall daate eyl dwlyd
(Transparency International, 2020) .cyislgald AST L3 Gudzeiy Ao gSen!

Slucaosll pren 3 2aSoodl ardot penty uald Lyl Layouty Logandl 2yl 2Skelly
el e wSaty 090y @ Sleasd Bagar Cnwmiy Jlas¥l g (lesad cilalailly
LasSoddl pllaall apeze Alald 2aSs> Gudms J) Aol aud o Led BolaidYl
Jead 2agS> Sluie (£ Lo Ll ols Apasdl lucslly olobaills (Lolslly
Uglly ololall alall Wlall Guamd) auds cnibolgall Lelods @aas (e LIS (e 2ol
Bl Spiun cruces J) 28La] (Lr¥lme prazes Loliad| Agaiall Colual udoes j5a3s (las
Geaoss Blhaie (o Byl s lous Gazmsg Ablall chshanll 8195 Jlest 2y 3559
AL 3zl

3 Lalsy lelbaall o S § L)) @il Glyaxdl oo Luall slya) @
Loladlly selarll slelie cdg bl as [ Slelya] allas Jiaad @3 dus galdl ¢ llaall
glad  pnoitud] Sl liis | £505 48 1gag A gaud] A pall ASeLl 3 3Lasd¥g il yenll
sda celeg Aledll cladlly cppeiiadl clalls 2l J) 28LaYL claly aaadl
Lalaall (e Tge Guamd (Aolazadly dlaladl 2eaadl dlual o B culiyassl|




e S Loy onddtucl] Aedal) Sleasdl Bag2 adyg e Al leliz] (3 ASsaly
Agagadl A pall ASLall 3 HLediudl &ndle uiaiy Jlae¥! Aty Gpuus

Sllly @lslyarly ldate J) zlimsy dole Biay o3 ulidl pars U1 o Sy
o) uad Ayl Jloe¥l gz dladd Llmialy L Blat ey | JST A il claylay
& palud Layaas @y wlela¥ o iSO e gkl g laall e 1550 ol &1 ol il
A Lediedl Andl Grumdy (ALY Apylmtl) (aus AN Slel s ] AaSs

e 355,59 b el Lloas oas & Aaldl clellaall asT galdl g aall (31,1asg
ga3a J9lis Ol Lpea¥l (o O (Bgaiatll Al 5l yatanly 8 yatandly S galipd] Aa syl
a1 Ly lize by B Agis Al Lonas () 4al ) (as AN lens Baga (e AaSyll nils
Aoyl ALl 3 Hleiladlly dparddl Alme @ews Layoay @lly guldl plhaall ciluga
Lol (e U Aeus Baga e AaSomdl il gous g Aulyull sia Jolids Cigung Ays g2l
dous Bogx Cnewdy LaSemdl tsalee o A8Mall (e a1y (B Aadl> Llel Lanias &1
Aaldl jays A

il s Auely ] 2 e

zel Apsgadl dpall ALl Landd (&1 4,lo¥ly Aalard¥) okl Yl 8
Slaal Geasiy saill &yt lagat Luaboll @ligle¥l ual dalall ciloaill 852 Cyuses
3,0 gl Jaetll zals s day Shila Tyghas L0 52wl 2o yall 3Ll o A89 2023 )
Cepzmg « yndg gy raeaiandly Gribolgall Llons @uudt] dpasSall luwsll calizs
s (o Lgus Te 5o siady iz Aladlons Lilal Lotds (&l clesdl us i 2ouldl (ags LA
lia (e mexll (809 «gramdl glatlly slidly 2ylaetll Jlas¥l puds § e g 29!
Lo Loatds (§ 8 Lasdlg Adladdly Adlaslly slaws Siliues dalgs loasedl (aay JI55¥ auadll
oo Bl 8oz s § Lo oo conls @1 B, ) AaSsmll (0lin bt J) Al 5
Gl (& bl Lz lgn § Apolael puolic (29 dlualy Aeludly Adladd) 5u5a3 I
Jabaad of oMl Voo mzasud (a1 sudall cilel ¥ (iam 3529 of (aus A Hlass) wsls
kil

Slods 8392 Caseet] Apedy alasl 4 @3 By Aladloee kel yuyaxl Lasgg
IS Jlasg clel o) aywd 3 Ladlad dalas¥l) s il udy (Apudd) (aus A
e Lli Agasy 111.000 (o AST B Aladlxs Lilal iy 401 2020 ale a8 (AylsY|
B LS (s e Joad 2aSoaells oyl 2a8 ) O e a8 Los (9 ASIY Ll
(2021 3oz Wadles Llal 40,45)




& iyl Syl 3adas o (e (Aal33) slual) 2diSas 4,18, Aua yla5 8555
G le L2 07 LS il 483 (o dosug ol (058 (o My 2 gSnd) Lo
sl Aalaal) oIS il (e Masg 5o laS HST culosd) Jazes 3dgg—wlly Adla 4l @l
(2023 (aaly) Leladad of jays Al

Slelaall § 4 ola adly 5eLaSh o wees e 35,5 2030 ASLll 209, o)f Cmg
& ol ¥l aliall usl piay LeSsmll ool Gaddas ol el dl 203§ Ly 2n oSl
Jie pasSll Slaasdl § (08,0l Jomtll Gy lilaall 2 dlad 5alssg ccdu ]l |ia Buaoes
Jelass ol 835 (el gom Bty Bolas Jha3 sLidl aus 539 Ay lantll s U
(2023 (3o dladles Blal) 2ubsl, 89 aldl

LaSsmtl Badat () dagS> Sl e Bpalaall oty il wwlyudl e dpaall 1S53
oo Lol ady o 46091 ey g 3 LaST1 (e Ladd oy Zuod ¥ il s 1 lans e
529 Gatatuall olall & pmetll et § ey Slaall ¥ lazs | oo Masg Sladsll 5352
Apssaed) A yal) aSlaal) dolaiad | dpardl clallas e oilaz Lo

Slelya! e gl g Uaall § AaSomdl 3adas £ wn50 Jolis Leea¥l (e oIS 1
AU s oty (B Aadlxs Llel § Aoniiel g Gpuams e U5 wilig 2uuldl oy | AN
Bl @ Ll (aus U deus 8392 e daSgad| 80 Lo : sy ]l Sl 3 2 sl, ]l
Sou> ddadles
(Gdedaitly a Jaidl) Ayl dcoal

& Leoles Budaty WaSoml Jo 2yl 5u5ad 3 g LS dnlyudl Apcal (105G
A3Lo) o8 petad ] 38, o1y Sealipdly s (31 Bgumedl olellaall oy 5)liaely gl ¢ sl
Leotds &) 2okl (o s LA Ao Logias g cleasdl Baga e AaSomdl 10l dcal )
lelaall 3 AL &layl ahelatll o dus «cpaaiudly cpiblgall us Aladlxs wila]
Slacsodll 3218 ] Gy 9500 ol lls Jaz (0801 gl Jgontll iy day 2uasSxll
ol e 4T LS Aenall cloasdl Baga ruxiy jughat Cduge guldl g ladll 3 A gSxll
Ao luwsll of lelaall (amy eIl ¢ ¥) A sSll ciluucogll 45,1 gl auaddl (ye
Sldlaie wyl35 aeg leands G leasd) 3elaSy clel2¥ 5ls) deyun § Bodaie IS
Adladg de g 5elaS AST AesS mlons e Jguamll caibsloll ol L9 dpaintl Alac
cuds Sloas pdgs e Joall B> Aladles kel o 2 sSodl bl e Ll o
ldlate ) 7 lissg do e By yo3 aldl (a1 o G Au8la 4819 Ay udlg B9l
Jle¥l zilad dlmraly (L @lan sla] ST 2oy wlidy claylasy @ldly wlelyaly




Slelya¥l oo S e galdl g laall e T50 wlbe (Gl ool pddl cdezdl uas Asux|
Ldl prumiy Aoladdly Ll=dl (e Al Slela] ASe> 3 palud Lajay @l
LgaSommg Bl paus LAl Bons e 5855 @ Auapladll clalyadl 8yl Tlasy aylatia]
Aalydly Eemedly g aunsll ia Jolind Zule Al lia (old (Jlpums sus dadlee Lkl

1 Losd ALl eyl Al Jiazs

H(pladdl) deelall 2eeadl -
Geaxtl clbaiog pla e 4395 disS Syl paunge ueal 3 ple JSdo O
el LasSedl g laall § Weludly 2iala sl

Lo Baga (et (e LaSsadl 0l paunga dpeal § Auhull eal 5159 O
Bz Aiye Bl ol d) oy [

2030 A3 Blual meus G clulyudd 28Las Aayd wluslyidl sda e piad O
A gSoell laucnosll 2aDo (3 ol Ll s (Sl 1da § ontis Ll Ll
JleeM izl paall Luldl cluglly bl ols Sy iz

E (Bl e Al Sleas 3 4eSeadl p9ng0 cdolis Jl wlulydl s o
Slozel Baga (i) dxla 8y 9,4 (29 Agued| Slrlbaiall (o LaSodl o
el e Wataldl layliely (k) g lhaall 2o s g A sSanll luedll 3
- Soletiadly g3lazdVly il el

{CV-PACH) A VL VOV

QW) gzl e (g Aalisee yglomay Alyadl o) Bualall 2aal Lags)s

Ll o A daus Bogn (rwd e ASoxdl ool Gudas SlwlKail O
el CBlualy 2023 4y, blual Gua=d 5y90s ASextl of Hlacl,
Aolawd |

Jiell lda 3 Lealn Gudaty Luld) o AN 2aus 2eSe> agdo ceundSy O
ot wlul 83859 W8lae 2eiS LaSom)l wSais tos BuS Aucal
dadie pddes Loy nibslgall deuall uldl 2esSedl closd) Cpuceiy
(gl sLaza¥ly alall &lLall

e UL Al w3 sleakl Bogx e aSextl il e Bolazadl O
oo Ll pags LA STy clelya] 3 2udladdly Ulaall Gaamd 2ouldl
Al Gd 3 el @lyshas el S Jlas¥l Aty 3a




A3 crasats oibolgeld 0285 Ao Laylite b bl s LAl g 9490 Aol O
Aads 33239 « apetlad] dizg Jeall paydy cileasdl (e peizell Sl L
ozl Gleall sl

Loyl L) o g (31 i) § Teoe Aaly)l 2aal meanss IS ©
Bolatls Luldl as Ul Zeus 8592 e 1aSad| adas il Jom ALl
2l sda oo 6,51 ApasSadl Sl

sl I laal

oo Apaldl Gaus A deus Boga e AaSomdl Al foun g0 dwlydl sda Jobidls a9
Losd Zlyull CBlual (aslisg Bue dladles Blel 3 2aSII biledlgl ol gl Julms M

B ERE IO P JENE A [PY (7 0 PR RVOREWES D JE-13 E TR | JEN 0TS U W ES
AUy Ll datlas gl &ylang clousedl duais de pu e Weludly ddla it
Buz Aladlee Bkl § L) (aus AN daus Bage e el

oS IS (0 B Aadlxs Blel 3 cloaied) B39 e AaSsmll gole ili ol Y
LaSomlly Aalaill oldgiuall nabosl) @d gan usdly «Cpaiaiud) (52 s
Awlydl g 9in 90 dousedl Bag e I3 b gaeg Lgaliag

Ayl oY) e lasdl (e asdly cnals bl elol rus 3 Gedaidly e lued) T 0l ol Y
Buz dladlee Bl § Bl o A daus Baga e 355 allg

otezes e Aaladl bl 00 olia) 2aSemdly Adlaidl olidge alasiwl £
28,0 asSll plhaall 3 sluall Julasy ue Aladlee Lkl § Ldladd) Slgiue
Bz Aladles Bl § Laldl (as Ul Sleus 859> Goius

O PN | Iy P
Wl Aeyall el e LY IS (o el J3Ladll e LY oy 35

B oS de s w (s (ya9 Aedla &) jusatd laglall Lo 1gisS (sus o 48Me Sl Ja )
T8z Aadlxs Bl 3 Luldl as A daus @guas

e Lanilio 2aSsmlly dalasll byt wold (ralagll wd (e LaSomll oolin ,395 a8 .Y
A3Mall 13 Aol wleusd) Baga e cparatwdly (uibololl Liny gy cdousll 8og>
T8z Aadles kel 3 Luldl (aus LU Aeuky

o)) elas (o amedly ol gl elol cpues § Bebaadly Uelwdl Sl b g o .Y
TBue Aadles Lkl 3 Luldl o AN Aeus Boga e 355 &I

6




&Ua.&.“ ‘3 Sluadl Judas de cdeludlg adla &I Mé.” Ulasll LeSexll 55528 ¢
C8us Aadles Llaf @ Lol o U Sleus 8aga Cpwees JL‘L‘L@ goﬁs_xj\

tdwly ) Sl o9
Lyl A8 Lelo @3 88 LE¥ilady duwlyadl clpdze o 28l e Tl
Lods Bag2g LaSeatl gl Budad (s Ailas] AYs &3 ABMe wargs A Aewss ]|
(29 Aeyd Sliusyd Bule By yall sl (e a0 By Aadlos Lol § Ll s LA
G5 IS (o Audla A Budoms o Aslaas] AV I3 ABMe wags 2 Jo¥l Ao il )
Llel @ Ll pas LAl Aeus B39 Sgtus (a—umd (9 Slaglall LizglgiSG
Bus> dladl=s
Lawiliy aSgmd! toolin Gudat (s ASlyas| AN 13 A8Me U gy sl Ay pall .Y
oo Ll pa s A Aeus B Gy (puatwdl (aor9 (alogll 0 b St e
Buz Aladles Bkl Labsge Jas dag
ke edadly Ul oIl w8l cns dslias | 0¥ &l3 28Me um g s A pall Y
Gilal 3 Lol (a5l &eus Bagar Gramd g dnyla¥ ] el ilasy cals sl olof
Bds> dladl=s
Jacdid &) Allaal) AaSgmell 0l o Auslas] A0 13 88Me uz g sday W) A yall ¢
sSetl g laall § ol wall (gotwe Julas e 5elaSTg dllaall (el wll caibla_all
Bu dladlee Bkl § ) (ays AN daus Baga Cpensel O

e Ayl Bie Al al o Ailias) ¥ 13 39,8 Hlia il &g ,all .0
A 2| Sl piiald (6325 (Buald) (o LUl Zeas Boga « 2aSgad!) Ayl ol it
Aadsglly




sy :.bg.u

Lads Baga> e (Jaiue yaie) Lgolwy Syl Al Ayae e dwlydl sln pods
z5903 Ol Auolyll lpand Toliaoly B Alsdlos Lkl § (mU piie) Luldl Lars |l
QW) IS0 dliies (Sag Aaalyll

v
ln., !‘ "... !‘
(@S )
&QUJ\ _pasiad|
(Dl ass| Al dods 85 ¢) ~ alasdl
~ S8l g dlslinad!
< BelaSUl g Al ladll

Jolis e LS lgaliny Syl paunge; Aalatll il oy En Ll p5d, Cagu

gy paldl (e U deus Bagx e AeSsadl Al 24418y Lapolicg Sasxll asia

i el o> Lo ginger Al A Ladl Slallly cilosl Lulull sia (o atad
(2020 . gorasell) Y1 a3 iliall Lulonss

14aS g2t

4aSpll Csyad
oo Acgazma’ Lily LSsxll (OECD) dueidlly galmid¥l glatll dalaia &jad

Beazt! Lolall loleadl duawig 3)15) oo LSty wllaludl 4395 &I KSllly olileall
(OECD, 2015) ."aJsles Alladg Adla s das,ka, AS,LaL1 ColaaYl

3kl 31a) & Abludl UM (0 opled gl sledll” Ll Joadl clidl Lday LS
(World Bank, 1992) ."2uaall guaset) sSSLU de Loty 2ualumzay|

s e @ty gl allaihl" Ll e (ot LaSeol] disyad olé LaSexll Joudl aall Li
& Aalizll LY Sldgiung Gado dyizm (et sy Lpd @Sy lucdl] 4zl




et Silel 2 ¥y delgdll dyasiy Apdeaiall )10y Byla¥) Ludamo Crealudl Jio Lucwsll
(I1A, 2013) "l &l

ZPCYES | FTX P
calrsay Slucsll @ L iy 1 2l 6oLl (10 A o (e aSgll 2943
Loy 4y JaST e Bogdill Blua¥l 3uams (lasd pn Jlad (qunia o1l Gudxs lellall
Lo cdzball Gloisly soeomll zotae Sy wloglall adss JI dug sadladdl )
luwdll Dol Slaoliw od Adoe (po et
2 @ pabug Les oy ellocl (e (logudl Asluna 859, (e uSs5:ddelud | Y
5y15¥1 & laall 3aazeig slusll
Les ,lyadl 3lasl aulas @ ASHLALN Ao yd (b lolly Axbiall Gl ¥ s S LaL ! Y
Lo g 451 maygado (e 35
2o Sl 55l0k) 8T alusialy Cluall Gudms (e Byuall aaiiBelasdly adlaall ¢
lazedl @839zl palac alAYI
alally oilsall ae Aadlgta ol 21y alyl,all aan 058G O (resaT 10 galadl Balews .0
A, &l

sSell g Uadll 3 LaSomll dcal
At 359 Aeladl ulousell 39 Cawmt] Hualaal 8101 o gSoell g Uaall § AaSgmell pral
i Lo (Badzmd Sty LaSomedl iolin Badas 5 (pad pn Sl llly bl
Slelyr] Olasss Aadais Sl ausg e AaSodl uelud :alodill 8392 Cpuses )
$obaid¥ Golatll Aalaie Ll w8y Alle Bagag 8:LaSy ol 895 Alas
s Slidee (s d) ¢330 Usludly 4lasdl 3505 oF J) (OECD) apeidly
A P APV R TP IAPNES |
oo 55m Weludly 20l all Jto 2aSyml toolin Gaddas o) tudligally 4Gt ju3ai .Y
b b Ogibolsall hyad Jany sygus ly (AuagSall luasll § cubololl a3
Aua Sl ol 21 § Aalzig Allue
303a3 IS e &1¥) sl (pe el Alad AUy LaSgmell da roluad) (po izl Y
Wl o JIa, s allesly plelz) oo pLad¥l calogadl al3lly 4ualadll
World Economic Forum, ) .6,la¥1 Jeadl i (pe sy 45958 pe Dlalas 5929
(2020




bl o delazll (o yall @oadsy ASLALL 50525 IMS (e o8 T lg 580N aum iS¢

s 3 palad (31 8,8l Joloelly HIS8Y1 7k auoe 43 (Saa9 « yoally AuagSnl|

Aol lousd!

s (3 LSzl et Apeal J) Al yladlly lalydl (o dydall ol
cide 3 Jodl oyl Ladlas il @l cadsaradl Loy Gedzmsy oolodsel) 5agag 5elaS
Olsiay soball Joudl bl a5 STy Sl clelbaall § suudl 2aSyxl
& palu LSyl ol de lagSxdl slezel o “Governance and Service Delivery”
(World Bank, 2022) .cleasdl o0 el (S 3edomi dubslydg adl clel oW Julas

S Bl RaSamll Sl 7l ciide (S Joall 5l (0 8y58liu yiady
& ol Los Adla sl ST jshaty daylo Al Aalail pglaty 398 laiend) 2agSinll ol
oSl allas” 2 Aall olaldl o (e Agll Slucsae Adlad 3Lss dalall Aossell Cpuues
(OECD, 2021) .z 53518 alsraoly Allady colosell s oo 332 gl SU1 el

sLad) I e Aedzll (9aadl 8yls) 3 Adlasd! Tuwe (e Shlaall uczel LS
Lladll e P e gSadl ayLadl e il (e Jguasdl cridslgall s A9 ASI iyl
59> 50525 (3 cuedlug Aol 2ogSanll § il loll 455 oo cunly Au8la sl sda e laza¥l
(2022  Joul! il 4n,85) lanisd|

psds tum ¢ JolSll Aol ] AaSomell 73505 S0yl l¥sll (e piall casl L]
Sl 4z g3y paizll la b Jule) Zasall bld) alusiwl el cllall)
Julzes ool (JUL Juws e "Liyead € 4y codld=dll sda e 2Ly Sloasdly
(2023 « Mlall galimzd ¥l gumidl 15,55) 5 9,Mls Jaull culeas cpuces) @bl

| o2y o o Jlad Sy Adell LelogS> 3 el oLl Lilll il LS
Slacaoll Joad Aasls Slanlyey yladal mlaie U e @bhall 3! § oublsll
SHLY Ayms dueal a5 ¥y Lxedlads ja5ady Slbaldl elol gruss 3 aclu lia Adl
Olb) Jio Aedoell 2aSgll 313 3 @ hEKLY! o dpall Gadaty cuold (@) szl 2,2l
A Aegiie 4agSs Sleus (e Jguasdl publgeld mady I TSI (35 dgue” g9,
Agelaa¥l 3)lgall Julase deasedl (Sgiun s (§ pyeun bow (a8 Il ila sl

adlasdl e vatad @ Adall aSexdl o e Adoudl coladdl pren S
Slesl Baga Cui § Bygme Beo cals (Jlad UKy Lz algiSall alisruly celudls
(World Bank, 2022) .20 58]l

10




Sloustl Baga

conbatad] Slitys waladys easd) Le ol (@1 2oyl Lol ayad cloasdd) 892
Ot 38193 (gey Slousell Baga (elBy (Birato Loyzmd slmyly Dleall Loy (e (§ paludy
#Meall dadgiy Lag Aol aide daudy Lo

o el Sleasdl 33> of I Parasuraman, Zeithaml, & Berry (1985) ,Lalg
il alera¥ly (L (Bgtoll Almiadl Lo slai s IS5

83g2tl tgolea
LQ.E..Q.E_'L"' Olassg Sleusd! Cnueedd BTV Jes )Uol 229 @ 5&5;;)‘ GJL{.A ML/—VS
iiealdl sl p.mi oo cadlaally 3. el Adle pulal
uLL L(f)...\ﬁ dLC' VL] EPWES| CL‘L@ ‘354‘_7,‘\ JSJW R eMaaIld e Maall (_SLC'J.‘.SJ.“-N A
Geazig edheatl ao Agd lEMe sy 3 paluy Tudl lia w@lityg @grla Ll Ads
M\q&)
S Bagaetly £15¥ a8 3 el yerad!) sl gmd pudl: peialdl pumsd) LY
B35l Blual g Jaall 51,0 duzss § Loga Thos caals 8alall :laall slall ¥
bl oGO e eiaie 439
i (§ delug Slel ol wasig Sldeall e nSA Lol e @slall zdl ¢

Adlaallg 8. LasT
O O Bagll (i g § (rabgll aes lpa) iiakelall dI) aS LA Lo
i lolesels el A
sdbas L | bl

aSsdl gainge clolis G Aasladl colaal )l oy Tode Baolyll sda (oyad iy
Loyl i 18 cyametd U3 g Al yud) ol paiie slanly las Log s sl lonsell 899
e HLasly coloa¥l muasais (lelo¥ (8 Lo Balazad] ey aaludl ool yuld 2ewdlly
NEPOPPRPNE: () JUNPL JEON PV SCR DR PN (UL P TOM DX S P LRS- NP P PRE DRI |
e DYy BLasY! dagl mussil (Al Byzall Lt Lole codaslly oLl aga,
ALl byl

11




rdo yall &lwly |

Bage gt 5 Auig ASTYI LaSomtl” 10lgimy (2022 « poug Gobems) dwlys
Man gaadl Aol

Lous)l Boga e Aoy TN AeSemtl wili e e Ejasdl ) Ayl cdua
oo Trnganll Slasill B3yr (raemsy L3 o e CBpatl] ) 28L) 315l Zuagenl
e sgaall slally dlgn Gaiiadly Reasl oude onr Gis ASIYI olsll Jiluy S35
el ¢ il Ageadl Sleasdl (8 Bagadl Sotun ady 3ud=T (o i (G iligall
Sl el madl e iU

& Laygng wlalll dadyly aug ASIYI LaSeadl™ :0lgimy (2022 pualy]) dulyo
"Ll leds (e

Ll bl 0¥ 5053 8 Layeng lalll eyl ye0 amdss JI el lia Ciua
3l Ot LS el il (@1 1385, Ao ASTY ) AeSomell agin il ingng ool 3
gliag Blydise bl comingl @l ) 48La) Lelagiag Lelsaly Lebyimay Luailas
Ll Gyl gy Liad¥l cilonsed) @gaadd cbuldl shas 3 Laygag duig ASTY daSsxl
s

Bage e AaSomll tesles Gubas 1" 10lgiay (2022 (o 9y5ly slge 5if) dwlys
Maddawdall loglall Lo 6153859 ¥ Las¥l 5yl § clousel!

@ Slousel Baga e AaSomdl tsolie Bashas Al guke e Byandl ) Ayl ibiia
ekt oo ol il O Ll sty e wlall Cilaglall Lz g 151859 ¥ Las¥I 3,15
Of Jl Aulydl clings (Aalsgas calbga 226 pe dolydl Line Sy cAulylll sl ¢l oY
B39 Jid (e il sleasdl 89> e lmly yale 4l 4 LeSoxll gl Gudas
Ao sl Sloglall Lix 193859 ¥ Lasy|

Sledied| Bag2 e LSt sulan 80" 10l (2022 (095515 qiadl) Auslys
Soabll e ol ddues A oSl Lxsall
Loall cloasdl Bage e AaSeaddl lan ST de Byl ) 2uly,udl céun
Aol mall alasiwl @3 dwlull Cdlual Guasily Apagaadl dopall ASLAL 2w sSall
Lypiey Ll Slusll @ otlalall ez oo Adldl Byl paizes (58G9 < eloell
ALl (ol & mall cilucasdl § ctlalall o dlyidl Bige 6655 Coo (2L,
zaliyy plasial @3 ady (bl aesd Gluradl cnis Ll susiuly da,3 (78) easae

12




oo adat Ayl clin gt e bo e 945 B9 Ayl Slily Juledd SPSS las¥ Jdedl|
Q aSsmll yulae adly slagl Jo 2ualyudl 51,87 clbilzminl § JS ol Sl of Loal gl
Lzmiall clull § onelall o szl sd (ol Ay esSl small g llaall
Ot e daadl 859500 Cogl Bl Ll cibimgs @1 bl e 2Ly ool Aigoiey
oskas UMS (e Bls Il B0 SuiaTy (peSadl piall plaall § aSomll ulas adly
oo Ll e Joally cplladll s ol dpagadl SRl das J] Bug Lpls¥ dmpliu
Gdadl )l oSl gmall gllaall i) Ablasl Slosly cadlul ushs I
geeall plagll 3 2aSsmdl julas adly e cnaslally 2aSemdl 8510) ot bo eiad! Gewdally

L Basd 28Uty el g laall CBlual uims 3 ol Ly osSinll

s o 2aSynl gobes Gardas " r0lsiny (2022 (i o) Ay
RS (P RN PO PPV P54 [ ICA PRES [FXYPS

Sledsd) Baga cruses e LaSgatl ool uddat Wil oo duuees ) Ayl i
ro el Giosdl madl e sleie¥l @ G BuasSodl 5uSiSu Analmy Apadadl]
Cdiosd cAaaladl § calelall e B3 yde 328 Lasue Alsde dipe e ey il ol
Gsius § i)l e 50 Lagdaddl Sloasdl Baga Soiun 3 a0 %36.2 o dwlyull
Anallly daSgoell gl Gaslas

e A9 ASTY! &aSoantl allai Gaas 1" :0lginy (2020 agdacy (£92) dulys
U3 BES It -4 PV TS PEXVRTIE IPPCSS FEAPWES I NI

Laslaals g ASIY) AeSymell allas 5005 gote (pe o 4TI ] At dl 280l 010 bt
dezel e Jab oes 8 il3mll @) ogisdl calialy @ ApasSaedl claasdl g lhad ¢lol e
A se 50360 Lam> Ailgdie Aipe o lotinl p355 03 Sa « asos]l el e ol L)
oo Aegazma SPSS zaliyy Jlerialy Slas¥l ot @il i 1B 5.3 il gl alyly
Ale 8elaS &il3g Byslate Auady Auizd Ay Auig ASIY) AaSondl Baslad o iy tlanl gl
53520l ] LT 459 A8T) louts 055 35l (3 Angaadl Soluuaosl] (o gl o LS
A ASIY AaSoandl allas oy Abias] AV @13 A8Me umgs ¥ il ) A8Ls) (gllall
dagdagll 5 28 aasadl ol piiall (ad degSoedl ciloasdl g Uad ¢lals Laslals

Sloglall 403 dSg> Sldhia” (plgins (2016 (g gextly Olowdl) dulys
AL S @Blatl Loy deladl B podl § Ul dulys toleusedl Baga Cruses § Laygng
"ol C)La

13




(Slaasd) Bage (rus § Dloglall Aas slazel guw e Bl J] dwlyudl cdua
ozt il Plis @ by Bl z LY Zelall 2oppull clyl,3 2adlie J) 28La)
auld5 o Wigmdl Aalaill § Aossedl Baga Cracss § Laygas loslall 2uds AeSs> wualic
INS (e Sleusedl Boga aud (§ Laygag ileglall 40as LaSe> (e Auilageg 4las @llas
Ul maisg Al (oo L 95 1 oDISCaL ¢ patael Wglomag 48,41 3 @iLal) aui gl Auslys
LSood § 29 Slai o] Bygly § Aealudly Asli AL (oo Lalamsly Ayl om0 (ol
Cr M)l tpuzet) (bl 73505 maasa @3 nlipdatlly eealill Taaie culoglall 4
el yld 315 LI Gl L) ptieialy clansd] Bogg ciloglall 25 2aSs> ol i
Jels 03 U8y <Ayl Jee 45,801 3 cholall (o als5a70 sute 3 Ayl Lige e
Loyl L) o 31 gl el ol (SPSS galiyy pluiianly il all jlasly gl
3 loslall 485 )Ty lossell 8352 i) Ly g,uall Slga¥ cye diad aloglall 2as ¢
AUeld 29 7S] aSe> 7 3g0i cdlats (ol Plus) 28l 2Blall 7 LY 2oladl 2pall
Ll 28Me 252y pludl coylsl LS (olebaill) BiS,41 daSe 73505 po 38152y Joall
Sleosdll (0 Aegazme Sl pudy dotiell B9 Cilaglall 2uds Al Oty Soine ilio
Bag> (0 33ad9 Lliolss ,dg s e claglall 4uas Al ey jrwyd § lia
NL PWES |

Joud! oylamtd A s Alia] (o pe Autiod Acay sSH1 olualy ol inmy dglis Lo
L ool gl ol ila el Cptanms Buie Aloel| AaS gl Bedas §

Working Across Boundaries: The Role of " :;lgiay <(Boston, 2017) duwlys
Collaboration in Achieving Effective Public Governance”

cdali o A gSeddl SOl (& luibies Loyt paye ] Ayl sla cléua
L5 iy daly (Al oo gSll 5515 3 Sy Il AaSgoll ponld laubsgs Baudas e ¢ guinll
Otz J) ol e Ladlg 2u8laad) 35039 4038, goes &amoll iluoliaedl () dolyll sia
Soienn e AaSomll St Leal (e wuSTy conblsdl Loy 8ab5g Aalall cileasd! 3¢ laS
BeasT1 Bobe Audliadl s Aloell illali)

What Is Government Good at? A Canadian " ;| giay «(Savoie, 2015) dwlys
“Perspective

ol set) 2SI BogSinll gea e 5 gundl lall J) Aalyld] s cubiia

e Byl Alaall LeSsadl Gadas § 1S 2 pms et dalydl cdglis (il gl Aouall

15 3 S htld) o gl il g iSO Agloell 1o 8 2eSsed) golso ke s

14




b of @ludl cdig el s @ oublsll il Lsladll e 5855 bl Sl
Slucwsll § Aalall 4aall 8aLjg lassedl @uids Gt (§ Grues

" The Politics of Urban Governance" :()1gias «(Pierre, 2011) dwlys

RERNEAPPLI ENESUEPLYES e WA ¢ TP [E VS S RUE RS TONE YDA
bl Tl SlagSall Statel dom Aaall Aulell LaSpnll Gadas 3 501,01 ALY
eyl o 3055 oyl cnelsl Amated 3, Lakls ABLE L s ol e 3555
Sl Loy Ay Bleiwl Gadzdy deadll Sleasdl pruss J) @ol Slulewd! sda of
ERRY

Aslaal) e wernd 31 ReSemdl et o e lulll sda e w5 1S3
Ly 83l lawill Basa cneens 3 S S paled Heladly cnaiznll 4S)LL)
Alal) Beail) iy AoasSonll Slucul] 3 281 5503 et oo ccpibolsl

e d! Bomalle ddlud! Silul,dl de cadadll

AU adsls @ 30l alahull e adlxdl duludl b ol ele d> e
Lolydl ey Lo ling B Aadlxs kel @ Luldl (aus Al deus Bag> (e LaSyll
o o G tale IS Ll Slensdl Bag 3 iy (@) Adsladl Slulyull e 2L
siohatll § Leseal oo eyl aaLadl lalydl e 61 @ ol pas 1A Aess Ll
Leedas Apanly LaSgmel Alyty 2ayladl olaalyull Canial udg cApalmtd ¥l daiilly il peall
oebadlly miall alises Slellad (§ AagSdl wlousdl Baga (rus=d] (p58dl g lladll (3
Ly ous duaee 9 ple IS0 ¥ LYl ¢ lady

L6319 AaSgell § 94 g0 lglis oS @ Aol Aoyl e ALl byl Lt
(e l]) (2022 ¢ yaug Golizs) Aslys Jie ApasSimll Slaniell B Goiun huxs e
dacy £92) (2022 (Airusg Grue) (2022 guiall) (2022 (55515 sl5e 04l) (2022
(Pierre, 2011) «(Savoie, 2015).(Boston, 2017) «(2016 « 5 s5.zls (s Leadl) (2020

e 4 Ludl sl caerel e 2wyl sl ] 3 puseiadl maldl § o las LS
Sl e Lo byl sda Jil 2wlid] 2alall zaldl (o 4568 Addtll aiosll zll
Aylas clalys <ol Eys (Pierre, 2011) (Savoie, 2015).(Boston, 2017) duied|

Slalydl pamy (Gabill Jlrey 208U sguzdl § 2Ll Syl ae calisg
cale IS Bl csleusd| 8o (Soius Crues (he AaSsodl il §9ui gy ciaial dagledd)
@olems) Aulys Lol 3l (2020 cibacs (£52) (031 3 (2022 pualyl) dulys Jio
@ Ll Slusl gruxs e LaSemdl Al pousge cdols aad (2022 ¢ eus

15




g3250 (2022 Aitug Gruo) Awlys ol LS (abydl Anae § AesSal Sladiwdl
(09,319 3ge gul) Aualya Lel . 5152l Aean el Aaulasll ciloiell B9 e La il LaSexd!
Sleasll 8392 e Lapdlis 1Sl gounga cdolis aad (2016 « g ysuzlly olowadl) (2022
LSt golin addas wuglis (Boston, 2017) dlyos el ccloglalll dyiasy c¥as¥l ¢ llas 3
Lualys Celag ¢ Juilign @ Lnageadl ilonsd) BelaS s e Lapiliy Aeludly Abla sl
Ssius (i) LSl slald) 3 Alaall LaSeadl Al e uS5a) IS § (Savoie, 2015)
dsgudl § syl (Pierre, 2011) dwlyng (Aaldl Slucwsd] (3 Aa20 8abje ciloasd) @guds
ez 2l Oplal (Renall cleused! et dacazll 4S5Lalls 2bladd) pounge sl
Slelaall @ cloasdl Sosa orumd e Lapiliy daSsxll foibg0 Laal byl ola
Jledl 2ol @ Alladl laraall ealy (Aol aiud ] Aeaiall Calual usT Laylie s dungSnl|

oLl lg 2,812 80 daSomll tsolie il goia90 Jobis ey By ALl dlyull 3
e A 8392l yumlic ggalia ) § uldl s Al &eus Baga cpesed (e 3¢ aSIl
o1 ayloely Bus ladles Lkl e dapdasy Wlasll 8ol@lly yerwd! Cruceilly ¢ daall
Aedy cCpaiadly oublacd] Luldl e s Al Lens auds (G duesSadl ilucsl
@ Bosmll Goiun a8y plasat Belaslllg Abla sl adle Ay @ (2030 4h, Slual b=
§o5a Ol Em ALl Solaalyudl e ALt Aoyl e L g Al om0 dauis
Lo Alydl i 0655 g LS oL Baolys (gl 3 Laians lglis oty @] ] s (AN
Al paus U 4aSe> g ool dlacg duele

Jlme bzl o A8Mall) Lol cilazdl (e sie e Lalyull oo 2985 By LeS
pass LA das oda e AaSoll golie Gaidad e (e Byatlly «(Blizell Adly Guidadd|
WSy 3 gl GISdly Gilaadl selatll 3 4 593 (e LI W B aiie &Ll 3 Aualdl
sl 3 alazd¥ly Hlaiiul

16




4| ol Lelds yadg !yl Sl ine

Lol alxlball o paad gllg daliell wlpaadl J) Le gidg09 2wyl lgie ado

Al (e AN Basll (AaSsmdl i 2 dulyull g laill S 3 Laluseiwl @i (&)

Governance Corporate ASextl -

SEREPC DI ERVRCIPRENTES [ L DA P PV AT ACA VARV SR PLYES ]
Acpudl o asill slass] ] (6355 Are sulas 389 e Byguay Llaly axlall 5515l
G Ll fas Ul cleasg dla il elal e 4oy AW 481, Lo Adladdly (8o lastly
(APM, 2022) . s> dladles kel

esbaizg lua¥l guamd oldogudly bl sumy g ddl HUY1 Ll daSsmll (3,28 LS
colannl) CBlaa¥l gl Weludly 3)lsbl a3s3 pasans s Agiall BLLYT py 23Mall
Ulaally dladdl Gazes J) o (@) Al Sl ldeall J) 2aSgmdl il (2lliSy
(UN, 2007) Azl i dlaadl 3eazsy 2atll jiad ol oo Weludly

3515¥ (S Liyi Loy o Slilas e Byl tlels Tl ] Bl ciupal Koy
Lo yolae (389 Lasles Byguan Liplaly dmLilll )lsdl o o3 LIS (40 oty Ayl oy | AN
slal e ayla¥ly AW 2810y Adlaadly 3elasly Aoyl (oo il clags) ) 5255
Bu Aladlee Bkl § al ) ey LA Slaus g dla il

:Quality a9t -

2o 3915559 ¢ Maall ciladons ol of clanill Le s @1 Aoyl Lely s3agmell il
(Juran, 1988) 5sustl cldlazlls sulall

Sleadl cilo il 2uls) arall peemtll Zulony alUY1 Lel Uad 83gmll 8,03 LS
(Crosby, 1979) . Guds JSlio mladsss

iOlonsl Bag> -

Bagadl yulas 3ams Aeds eids e ducwll 5yu8 Ll e cloasdl 83> opaly
Gl e LSl Dlucwsll 3 2831 G519 o Deall I Loyl ot crums 3 paludy
(Parasuraman et al., 1988) .qladss jglmiy clol 4dg3

sl s Mleall Lisy 3 by cmotsdiand] it g iladgs el Ls s @) mplll”: g
Los Zootill alie docy Lo (o 33151) ke oledy ool g (Blassy c5ipate yms
(Parasuraman et al., 1985) ."sYlaall dadgis

£eall cilades pa 38155 Solods @i 3 Aalaill 2dlasl B age molossell 5392 ataly
(Gronroos, 1984) .ciLdlis e WL3sg

17




Luddl pas Al -
oo Ls3SLl 2adlsll ga guldl Gaus Al ol Buldl Gaps L clela] allad (asg
Loapds Lao (63 pasdd OIS g 2ug,alls Ll (958l 81590 Al baldly S LiLeY|
Slaldl allas § 5ousll Log, a1 389 ((nas pBga (e boLad g¥ Jors mad of sl dgine o
(3o AUadloma BLal) 4y Aalazll wilolll (5,4l
olsald Jumed) loat alaall of dlad] Aa i baldl Layiuas A mybat (29
(World Bank, 2017) 2Ll zilslll
igae Aa gl Luled S, a1y 31,80 mied aligdl el e Ul Lianyai Sy LS
(International Finance MLl sulas Alis alall alladdl Je Llaxll o
Corporation, 2021)
Alaally 8eLaSIl lae d] Budd) pags LAl 3oz seds i &add] paus Al Baga
@ palud Lol tum (6598 JSCin Lelelia ] slgly paus A1 Sluua] Adee @ 2o yully 2800 2]
(World Bank, 2021) .oyl g Jlee¥l 2 (ruces
b sl Loy gudmt] 2ulelay 3: oS jaus LA Slonis euudny ol 2oys el dya
(OECD, 2019) 4Laz8¥ Zaiall 3axiy il ls

Buid e B Aladleo 23l 8,48 duld) jaus | deds Bagat il po¥ Cauyadll

Los Luldl o AN Aeus e a Ll La )31 gaoey (o) ISl cibslolly croanaiad | ol

Aadls Bilol Loty G Aoased) 5lams) e yug 2ulladg 8o laS (e atudl Siladss po 3sllasy

deyudly 3:lasdly adlaadl o Jle Gorun 3ami G WSexdl plas Hlb] ois

Loy Ledhoe (g Bz Aladls Wilal puide on 8l Ju3ay retud!) cpenzmt)] Glosad 2ulelally
Jlec¥l g llad § dasyudl clyshad) pe cnlily

18




:a_w‘)..d‘ Q‘;‘,.?-]

sy Zeo

allall i my J1 Cootge slll il Aol il il sl o By
el L8y Laslal el Lbelons o3 (a9 3483 S Loy J| Butag cpBlell 3 (2 LS
Fila> e ise ol litiwl (] dgwo sl Lbloiy Lasaty SUladl pea i Lll zall 1da
(Creswell, 2014) 223l

sy e g 2aizes

ylo¥l Sbsiadl § onabosll apez oo Alyll paime O3S0 Ayl paima ©
o sl wlylodly alud¥l § sl 1oYW Goradls (dawslly « Llall
(550) Luyas Lpdloga sae gl gilly Bax Asdles kel § 2paldl (ays Al
(R (PR VM [JENWEIN U PUPERCACE py (DM I [FOCZIUONEL Y CIIP R 2908
eyl sl 38 Supaty Joladl Jutedll § ealu Las oalasll 5535 olaa

Leladl 8,091 3 oylo¥) sl (o Aegazma 3 Aigall Jiams iyl s @
Sle ] duais oo olgtadl cnalsglly uuldl aus 11 8,ls] (3 alud¥l clud g
Sz Aladlos kol 3 ars U1

Al gdall Aadall Lall das,kay Lall las ) p Bgw: digall jlasl iyl @
20 Loz iy Aslgdiee danylay 2ads (S (o (e due Hlas ] piy By WS
de gite Apyla) Sbsiun (o —alsge 550 S patzell sue () Commg « JSTI izl
300 ( oogill 6lo¥) Sorad! § ilbge 200 (Lilall § alsga 50) : K dejse
x> olud (laygey (S Jou plusiwby (Lol @bls¥l § calse
OsSss « %5 Uz yinlag % 95 4aill Gatun K 1318 ((Cochran, 1977) diall
) Aslall ol aseialy cals ge 231 Lo yas digall e

S= N
1+N.e?
S oslhll el g o s
N Dzl px>

e (5% 51 0.05 sslc) Undl Jisla

19




(B il izl ¢ ALY saalydl Sgu>
B Alsalee ikl e Al 2lyald ASISL sgusd| yyntas Cagu asSL sgusdl )
Asgaadl Ao yall aSLell
sLiaydg elyall (e alaedl daolyald 4y sl sgumell patas Cagu siydadl sgusdl LY
Stz Aadlee kel 9 2ol (ars LAl e cnlgiad] Cralaglly aluddl
2022-2024 57l 3 duolyl] 2uia3ll 39l Jtats skazll sgusdl LY

0 pyu | A B P ao> Jilwg

salall e @bl pen e 2 wlull i gylasll HUaY1 3 o Ll datay (g
3 39l alalylly Agalall cilong L1 can Lbly CaSl e cilaglall jslime (yeg Zugilt]
2SI bled! Jeloes o LeS cAlondl 2ty pguin g cilglis (G Lapeg uliyoudly cidloel
Leaozmag Lamqing Ldlaaly dalyll 2anbs (3llaie (g cduolylll 348 M5 2l jays AU
o 2alaall Aod) Slilidly Slaglall pazt (goladl el codlal alui il @iy Chgu
Lo ccnalaalyodl o g9l i 8 Laloser aalg Legu & el culgnl AST o dad (&g Al
iy Ayl B Aol 89 imy LIl muesaty Cox Ll a5dy g aud Ladadll Cailz])
Tolias] s cubladl Julns o (309 < Lglal ¢y B3lataddls 2asLadl colah,udl e LY

Lo ol Ll 8 uldly Ayl gl (e LY due

i Adll Aoyl olatlall
Loyl aiad Bgan Laar @iy Ao () ULl Jelxsg Aol Clual guamad
aslall Aslas¥l apmll maliy aliiialy (il 2alas¥l LSl (e sae e
Albasyl Ll alaziwl @ ey cdwldl Slasie on A8Mall 5LasY (SPSS)
ik LS (29 @l e Jgvamld @bl Jeloesd 2Ll
e szl o) il uLal (Regression Analysis soall jlosei¥ Jul=s -
L A8t syumig Aay ) ol il
81a¥ dalizll Holell il Jolas wlus] ‘Alpha Cronbach's) ) CLuj)SLn_“ Jolaa -

Ayl

20




513¥ 51001 3Lud¥! Buse wlux! (Pearson correlation (swp bLs,l Jolas
Ledd=ig lpad) o A8Mall olidg eyl

Shleiwl Bly=il sue e dyaill ¢ (Standard Deviation) )laall C8l,=3¥)
ool e sgmme S5 Ayl ciliane wililee (e Blee JST Awlydl Aige s1,80
@lusdl Llassis (e 2yl

o Ayl Ae oL81 Slblziwl glas)) e Ayal (Mean) lusdl Lol
e glell iy (§ iy clldg (bl il sgia) s ) 5okl (e Lo Lases
(Pl augia el

Bl Blid oy alesll olusl U39 (ANOVA) slms¥l bl alitll Julns 5Liis|
ABLLA gles Jg> 2uls 1l

21




oy Aas Jdis olglas

& Hld) pars L) s Bag e BaSomdl 10l pguge Bults om Ll gk Bga
Luas ) Aoyl 5d @ oy Do LeS c Julomillg Aol y Iy alglisy « Bt Aladlrs Hilel
Gk Lasgﬁj PN
g Aol y 8| A diay i patll i Jo¥) Jpmall -
Aouzll @
Ayl dSse @
Al c¥ill @
Lwlydl Lol @
Ayl alaal @
Al Slys,s ®
Al Slllneg cualic @
ety ALl &Lyl @ lanll Uyl S Juaddl -
oty Gylaill Sy Yol @
ASexll O
Sleusxtl sog> O
Luldl e il deas O
Ll (o A Beus a9 e LaSemdl gudas 3G O
Lelke cudanlly 2Ll byl Lol @
Lele g Byl Ruzmio 1t Jumsll -
Auhllzie ®
Lgallgdulull paizma @

Lalyull 31
Laalyoll Gadas Sils 2]
Loyl iy bl Jeloes sl 0l Jumall -
Eilmgilly il ey Auolyull agele 1 ualsdl Jpmall -
axblly solallaals -
Ml Al -
ety Gudsil] pptdl] od) <l Sl
Ctbeost Iy o Letil) @il o Lictews (e polaally Ebaally Sl Ll oy 4l caely

22




gyl gL

el Al Al ool lonts i G Laggog lill] dd iy Ty deig ASTY) LaSl] (2022) B paes cpsnl )
50 suall  slall

Slowit] glbd o /o] e duig ASTY) dosSall pllii Gecdai T ioplginy (2020 ) padl Adae Ampus (Eox
Aaland¥ danald &5l Al guifind] Gl Cpimll bl § Ao sSCr)

il e dedisr dulys AaSen)l Olelbio Jeadi) A5 dam ] dicbsg ¢ 15] gka7 (2008) b (ool
Byalall Zasls 8,lentl 28« cnolitly 85109 Awlall Ams « Logewd/ daall/

ol Gsils § daSamSl poles us S Adliidly Flady] (A daSe (2012) e aasl uas
raladl LSl s s, Syl

i) aSs> Joo Jo¥ aladl sa3sll « mag 0¥ Ul Ayiliiais LaSor] mpalio (Y2 4) W colas)
39381/ Jo1 (33,43 15- 16  3dias « slatd YW DLl 3 Layesg

Al & 2 ¥l Byl Jgidl § wSTl loas @gais die A51) B8aall agall soull aylg <l Uae (Juls
il 3805) Bl LaSss Hlb) @ a1l Gl Je> Jo¥) alall assll ceuasll 4uSLal
Y1-Ye ol adondl elegyradl 5850 o(elivall B8 ad! 34805 AJW) Slucwglly cd)lall 34805
Y0 paiuw

LSsdl " iAtle § Aodda das Adyg Apall Ayl (o0 ae &15¥19 JUI Dlaily 2aSsll 355 Jale <))
el A yall Aadaill Slygdide a YoV teiiee Y Byalall ae oSl clucsl) G )la¥ly JWI sl

Ly Slop¥l 2z lod ucu sl LaSoml @Sles slugy] (2017) .8yl alall aieg azdl ol o9 dlo Mat « ilias,
saadl (3) bzl (Jlae¥lg slazdM 2 llall dlall callall lS, il b aSt AW mlaslly olodl @a¥
282-267 4o «(3)

Sl sl Aadall (2 Lae 2alys) la¥ly QU slaall Zamllas 3 lS, 4l aSs> 593 ilaimn damma (Olore
S PO NTC R - TP PS|

b5 G 4 Laygog loglel] duidi daSy> lelhazo (Y V1) s 5lye ¢ osumd) . Ogias dasl 31 ylasdd)
Uy  3lyall ~dumsll Brale < potll oo A5l SI A5US) £ L5Y dolal] oyl ] § Ul Luolys iloctt)]
3670 T auall ()M A pall Al (8y5dide ptunle

e ddedai dwlys Aouil] 4o sSat] o)) 539 e diad ) Gedai 10T (2023) mpaly) Jole eles g
14 za 1 ouall i yall Sbyoull Lpal/ cilual dxlno

Aebyall Caysll e Gabatlly Jeadl eal rums @ Laygng 2aSemdl STy tsoles (2011) ks clagl e
(V) sl cBa @ Al (Apilie Ay i pyall

23




bag e daSamll e 1505.(2022) (9,519 ale Blgs cquiall . izme §yliin ¢ awail) Al ot gquial)
polall dlma ctilm ¥l 809 polall Apyall Al ol dpto Sleddiluey deosSall demial] Cilo]
26 saall Agilally dyla¥ls LalazsY)

Luebyall 58l § sl ¥ e Layily 23l AuaSladl (2016) lall coazag 3311 due ooleis
331-31500 ¢3! ((21) sadl e lalg Zaala (2l 0¥19 Aaliazd W) aglald oSl Alma 2 )Y

il @sall Hls « Jo¥l Aadall <200 5 9007 350Y) llbaiog dlolid) 535201 813/ (2005) il qaeld (ylsle
03 = ples 39l

A9 o Ay loY deaitl] 5 Laygg dein ASTY] cMalail] (2018) gy tan < s3aaia ol .l die dasT (5 paall
98-79 11g « 6ze « Auiloglaall Adoudl A yall Al 4oLl dibaio 5yLofs plolel) L

Ayl dagall @ Aebuall Aladdl C8yatl @ sl ¢ 10Y) s @ By10¥1 (ullzms 595 .(2021) g ey
otadd il Aaals Bygdiie Al picwle &Ly

> dwwlys : daSgrl (goleo slay] (§ duig ASIY] 510 3T (2022) Bjamm Buisyg @ileadl (5h5 Aan,S colye
689-679 g « 7ga cBylmilly Jlas¥l clyoliandl dla 58w duilicd/ Luusosl/

adl) slis Sl cctylandd galidl QU elo¥ duwsll LaSsxdl olay) (Gilaid] oMo s (ol
Yoy ool -ollee ca952ll

.http://www.kenanaonline.com :&bulyuld LS adgo « Leig ASTY/ L09SC)/ 4aS5> .(2011) | (g3,

Byalatl Ayl o¥! Aoentld A yall Al 1L« oo st/ Snd (auswil] 10 oled (1999) iall die ¢ yauies
| g’

e dpiligs 2uays) Geuioil] ZuaSTod) oold Lidg duollith] e sbolil e 5,350 Uolsal! (2016) dazms o £50
0391 (Byall ccudl Il Aaale i be Wy « (2 ¥ Dy lmil] pid]

Buz Apalall 03)le3 LaSa (&)oY Dlode ez §5,L) (2018) 59915 Gy e 2l

ciny) dolel) daalud ! clouit] B o] e S| LaSg elsd Gaiai 3T.(2013) U8 yae ol

u..bi” GULA.C Awl—(‘-“ a_i.A‘RJ‘ cB)j—&.LAJ}Q—CMLA MLwJ

24




EWEPC{PUNRY

Abdallah, H. and Valentine ,H.,(2009), Fundamentals and Ethics Theories of Corporate
Governance , Middle Eastern Finance and Economics,4,pp. 88- 96.

Aggarwal, p. (2013). Impact of sustainability performance of company on its financial
performance: a study of listed Indian companies. Global Journal of Management and
business research (C: Finance) Volume, 13.

Alareeni, Bahaaeddin & Hamdan, Allam. (2020). ESG impact on performance of US S&P 500-
listed firms. Corporate Governance: The International Journal of Business in Society, 20,
1409-1428. 10.1108/CG-06-2020-0258.

Amacha and Dastane.(2017). Sustainability Practice as Determinants of Financial Performance:
A Case of Malaysian Corporation, Journal of Asian Finance Economic and Business, Vol.
(4), No.(2) 25 -22..

Amel-Zadeh, A., and G. Serafeim. (2018). why and how investors use ESG information:
Evidence from a global survey. Financial Analysts Journal 74 (3): 87-103.

Aouadi, A. & Marsat, S. (2018). Do ESG controversies matter for firm value? Evidence from
international data. J Bus Ethics, 151, 1027-1047. https://doi.org/10.1007/s10551-016-

32138.
Balatbat Maria.(2012).ESG scores and its influence on firm performance: Australian evidence,
School of Accounting Seminar Series. Retrieved from

https://www.researchgate.net/publication/260907931_ESG_Scores_and_its_Influence_o
n_fi rm_performance_Australian_Evidence#full TextFileContent

Bernow, S., J. Godsall, B. Klempner, and C. Merten. (2019). More than values: The value based
sustainability reporting that investors want. McKinsey & Company. Available at:
https://www.mckinsey.com/business-functions/sustainability/our-insights/more-than-
values thevalue-based-sustainability-reporting-that-investors-want.

Boffo, R., and R. Patalano (2020), “ESG Investing: Practices, Progress and Challenges”, The
Organization for Economic Co-operation and Development(OECD) Paris,
www.oecd.org/finance/ESG-Investing-Practices-Progress-and-Challenges.pdf

Boston, J., & Gill, D. (2017). Working Across Boundaries: The Role of Collaboration in
Achieving Effective Public Governance. Institute for Governance and Policy Studies.

Chen Meng-tao, Yang Da-peng, Zhang Wei-gi,Wang Qi-jun, (2022). How does ESG disclosure
improve stock liquidity for enterprises — Empirical evidence from China, Journal of
Environmental Impact Assessment Review, Vol (98),
https://doi.org/10.1016/j.eiar.2022.106926

Cohen, J. R, and R. Simnett. (2015). CSR and assurance services: A research agenda. Auditing:
A Journal of Practice & Theory 34 (1): 59-74.

Collie Andrea (2003). “The history of family business”. Cambridge university Pg.: 2000-1850.

Croshy, P. B. (1979). Quality Is Free: The Art of Making Quality Certain. McGraw-Hill.

EFQM (2013). EFQM Excellence Model 2013. European Foundation for Quality Management.

Enterprise and industry directorate-general European commission- overview of family
business relevant issues: Networks, Research, Policy Measures, Report Final of expert
group, (2009), pg.:10.

Fitzgerald, M., Kruschwitz, N., Bonnet, D., & Welch, M. (2013). Embracing Digital
Technology: A New Strategic Imperative. MIT Sloan Management Review

IFC (2014). “Family business governance”. Pg:12.

ISO 9001:2015 standards. (International Organization for Standardization).

Kosack, S., & Fung, A. (2014). Does transparency improve governance? Annual Review of
Political Science.

Naseer, s. Khawaja, k. F., Qazi, S., Syed, F., & Shamim, F. (2021). How and when information
proactiveness leads to operational firm performance in the banking sector of Pakistan?

25




The roles of open innovation. International journal of information management, 56,
102260.

Nitesh Pandey (2022). “Mapping the corporate governance scholarship: Current state and
future directions”. Department of Management Studies. Malaya National Institute of
Technology, Jaipur, India.

Oakland, J. S. (2014). Total Quality Management and Operational Excellence: Text with Cases.
Routledge.

OECD. (2015). Public Governance Review. Paris: OECD Publishing.

OECD. (2021). Governance and Quality of Public Services. OECD Publishing.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of Service
Quality and Its Implications for Future Research. Journal of Marketing, 49(4), 41-50.

Pierre, J. (2011). The Politics of Urban Governance. Palgrave Macmillan.

Public Administration Review. (2023). Impacts of Local Governance on Service Quality.

Rogers, D. L. (2016). The Digital Transformation Playbook: Rethink Your Business for the
Digital Age. Columbia Business School Publishing.

The Institute of Internal Auditors (11A). (2013). International Professional Practices Framework
(IPPF).

The World Bank. (2020). Enhancing Government Effectiveness and Transparency: The

Fight Against Corruption.

Westerman, G., Bonnet, D., & McAfee, A. (2014). Leading Digital: Turning Technology into
Business Transformation. Harvard Business Review Press.

World Bank. (1992). Governance and Development. Washington, D.C.: The World Bank.

World Bank. (2022). Local Governance and Service Delivery. The World Bank Group.

World Economic Forum. (2023). The Global Competitiveness Report.

Savoie, D. J. (2015). What Is Government Good at? A Canadian Perspective. McGill-Queen’s
University Press.

26



http://www.tcpdf.org

