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ABSTRACT

Urban digital services, as key components of smart city initiatives, play a crucial role in
facilitating urban operations, reducing costs, and enhancing the efficiency and sustain-
ability of urban environments. This article aims to design and present a policy-making
: framework that guides the development of these services with a focus on citizens’ needs
Available Online: 21 Sep 2025 and participation. By conducting a systematic review of the literature and semi-struc-
: tured interviews with experts, this research provides a comprehensive framework com-
prising the dimensions and components that influence the development of urban digital
services. This framework assists authorities and policymakers in identifying the neces-
sary policy axes and domains for developing citizen-centric urban digital services. The
proposed framework, focusing on technological enablers, governance enablers, com-
munity enablers, knowledge mediators, participation enablers, functional enablers, ac-
ceptance-development enablers, and adaptation enablers, helps identify citizens’ needs
and priorities. This approach, by increasing citizen participation and trust, prevents the
formation of manager-centered island projects and paves the way for the realization of a
citizen-centric smart city in Iran. As an example of the application of the proposed frame-
work, the “Shahrzad” application, one of the prominent projects in the field of urban
digital services in Iran, was selected and analyzed in 2024, considering its characteristics.
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1. Szarek-Iwaniuk & Senetra
2. Nam

3. Roy

4. Hivon & Titah
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6. Degbelo

7. Tokareva

8. Szarek-Iwaniuk & Senetra
9. Hojda

10. Hatuka & Zur
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. Michielsen

. Salim & Haque

. Treija

. Diaz-Diaz & Pérez-Gonzélez
. Stratigea
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. Santos
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10. Salvia

11. Alba
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. Berntzen & Johannessen
. Vorobeva & Manzhula

. Taratori

. Cavada & Rogers

. Russo

. Aguilar

. Prandi

. Vanolo
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1. Afzalan & Muller
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3. Kopackova & Komarkova
4. Bricout

150 2870~ Nig e e JUard Olodd dauwg’ () E Colows (511 (o192 S0 9 WIS drgioe




S LA IS5 o )fj:@

B oLl VD 0,90 NF+F Lol

(g il 28

(VYoo San 5 Zhlal )

bl a) geogeuly ool
(VoVY (e 5 555) Ol (33 p9lwal 3 5 iy e
(@5 Lo
(VN2 ,9) (6).9‘,1';QL4‘.\>'){L.;14)‘5§.&L@
VeV T 5 5h8) (V7Y (blsz 5 s SLLT s p el o9 lmnns) s il b e 5
E3 kg SR NCSLP

e eaalio Sl
OB 2 ) g S8
(Y-YY ‘r))hli..fw 510ed) (VoYY (6) (V- VY LISl (Y2 VY dys)l 5 G3sS) ol g 08 goiie b
5069 S UL e saddans s e ol g i) (VoYY ¢ Loy 5 5L (Y- VY (o5 5 Si) cohiadlis 5055 ¢ gy 15255,
Y-V~ ;Ql)lS.o.m 9 usl'LS'?'gE?) (YY) g9) (Y=Y ‘QUU? ‘Ql)f.;bo; ‘OI):;LQ/: ‘Q\@Lm

adai g drngy (sloluaiailys

1. Beliatskaya
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4. Praharaj
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