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Abstract:

This study aimed to identify and prioritize the components of operational governance appropriate to the structure, missions, and organizational
requirements of the Social Security Organization. This applied study employed a mixed-methods exploratory sequential design within an
inductive—deductive paradigm. In the qualitative phase, the study population comprised academic and organizational experts in management
and governance, of whom 18 were selected through purposive and snowball sampling until theoretical saturation was achieved. Data were
collected through semi-structured interviews and analyzed through coding procedures using MAXQDA 2020. In the quantitative phase, the
components extracted from the qualitative analysis were incorporated into a fuzzy Delphi questionnaire and evaluated by experts in two
successive rounds. The validity and reliability of the instrument were assessed using the Content Validity Ratio, Cohen’s kappa coefficient,
and test-retest procedures. Sampling adequacy was also examined using the Kaiser—Meyer—Olkin index and Bartlett’s test of sphericity. The
qualitative analysis and fuzzy Delphi procedure resulted in the identification and confirmation of 15 operational governance components. In
the second Delphi round, the highest defuzzified values were obtained for organizational structure design (0.969), governance values (0.965),
macro-level policymaking and strategic orientation (0.952), senior management leadership and commitment (0.941), risk management and
internal control (0.937), data governance (0.933), and information technology development (0.932). All remaining components obtained
values above 0.895. Furthermore, the differences between the defuzzified mean values of the first and second Delphi rounds were below 0.1
for all components, demonstrating expert consensus and stability of judgments regarding the identified dimensions. Operational governance
in the Social Security Organization is a multidimensional construct whose effective implementation requires simultaneous attention to
organizational structure, governance values, strategic orientation, risk management, managerial capacities, information technology, and data
governance. Organizational structure design and the institutionalization of governance values appear particularly central to establishing a
coherent and effective operational governance system.
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Extended Summary

Introduction

Operational governance has increasingly emerged as a critical concept in public administration because organizational
performance depends not only on the formulation of sound policies and strategic plans but also on the mechanisms through
which such policies are translated into coordinated, accountable, and effective operational practices. Operational governance
occupies the interface between governance, management, and day-to-day organizational operations and determines how
responsibilities are distributed, decisions are made, resources are allocated, risks are controlled, information is exchanged, and
performance is monitored. In complex public organizations, the absence of a coherent operational governance framework can
create fragmented decision-making, overlapping responsibilities, inefficient resource allocation, weak accountability, and a
widening gap between strategic intentions and actual implementation. Accordingly, operational governance provides
institutional arrangements through which strategic objectives can be converted into consistent and measurable operational
actions (Hill & Hupe, 2021). Evidence from public organizations further indicates that desirable administrative performance
depends on interconnected principles such as transparency, accountability, administrative integrity, meritocracy, justice, and
effective institutional control (Ghaffari et al., 2025). Organizational structure is particularly important in this regard because
the distribution of authority, clarification of roles, delegation of responsibility, and coordination among organizational units
directly influence agility and public value creation. Research in public services has demonstrated that flexible organizational
structures and organizational agility enhance innovation and responsiveness to changing stakeholder expectations (Almazrouei
et al., 2024). Similarly, operational governance studies in smart-city contexts have emphasized the importance of defining

institutional roles and establishing effective coordination among governmental, private, and civil-society actors (Karami et al.,
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2024). Governance is also increasingly shaped by digital transformation. Data integration, artificial intelligence, information
systems, and smart monitoring mechanisms have expanded the scope of governance from conventional administrative
supervision toward data-driven, adaptive, and technologically enabled forms of organizational control. Contemporary studies
emphasize that responsible technology governance requires coordinated frameworks involving transparency, accountability,
risk management, role clarification, and continuous oversight (Batool et al., 2025; Sayan & Bueechl, 2025). Fragmented
governance initiatives may weaken coordination and reduce institutional effectiveness, particularly when technological systems
are deployed without integrated organizational arrangements (Attard-Frost et al., 2024). Digital governance and smart
technologies can simultaneously improve information flows, traceability, operational efficiency, and coordination among
organizational actors (Alshurideh et al., 2024). Another fundamental dimension of operational governance concerns risk
management and internal control. Governance structures can strengthen the identification, disclosure, monitoring, and
management of operational risks and provide mechanisms for preventing organizational failures (Elamer et al., 2020). Adaptive
governance perspectives additionally stress the need for continuous learning, feedback, flexibility, and organizational capacity
to respond to changing environmental conditions (Cosens et al., 2023). Operational governance also requires the
institutionalization of transparency because visibility of organizational processes and decisions can strengthen stakeholder trust
and engagement (Buell et al., 2021). Furthermore, governance produces meaningful organizational outcomes only when its
principles are embedded in operational processes, suggesting a close relationship between governance quality and operations
management (Sancha et al., 2023). Studies of collaborative governance similarly demonstrate that both formal and relational
mechanisms influence operational effectiveness under conditions of organizational complexity (Schmoltzi & Wallenburg,
2012). These issues are especially relevant to the Social Security Organization, which operates through an extensive
organizational network and simultaneously manages insurance, healthcare, administrative, financial, and investment-related
responsibilities. Its numerous stakeholders, geographical dispersion, complex processes, substantial financial resources, and
increasing dependence on digital infrastructure necessitate an integrated operational governance framework. Therefore, this
study aimed to identify and prioritize the components of operational governance in the Social Security Organization.

Methods and Materials

This study was applied in purpose and employed a mixed-methods exploratory sequential design within an inductive—
deductive paradigm. The research was conducted in two interconnected qualitative and quantitative phases. In the qualitative
phase, the study population consisted of academic and organizational experts with specialized knowledge and professional
experience in management and governance. Participants were selected through purposive and snowball sampling. Sampling
continued until theoretical saturation was achieved, resulting in the participation of 18 experts. Data were collected through
face-to-face semi-structured interviews based on open-ended questions designed to identify the dimensions, components, and
indicators of operational governance relevant to the Social Security Organization. The interview transcripts were analyzed
using systematic coding procedures with MAXQDA 2020. Extracted codes and concepts were subsequently returned to
participants to confirm that the interpretations accurately reflected their intended meanings. The qualitative analysis generated
basic themes, organizing themes, and overarching themes that formed the conceptual structure of operational governance. In
the quantitative phase, the components extracted from the interviews were converted into a structured questionnaire and
evaluated through the fuzzy Delphi technique. Linguistic response categories ranging from very low to very high were

represented by triangular fuzzy numbers. Expert judgments were aggregated, fuzzy means were calculated, and defuzzified
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values were obtained to determine the relative importance of each component. Two rounds of fuzzy Delphi assessment were
conducted. Consensus was considered achieved when the difference between the defuzzified means of the first and second
rounds was less than 0.1. Instrument validity and reliability were assessed using the Content Validity Ratio, Cohen’s kappa
coefficient, test—retest procedures, and expert assessment of content validity. The Content Validity Ratio exceeded 0.72 for all
indicators. Cohen’s kappa was 0.679, indicating acceptable agreement. Sampling adequacy was also supported by a Kaiser—
Meyer—Olkin value of 0.863 and a statistically significant Bartlett’s test of sphericity.

Findings

The qualitative analysis identified 15 major components of operational governance: macro-level policymaking and strategic
orientation, senior management leadership and commitment, legal and regulatory frameworks, organizational structure design,
human capital management, resource management, process management, performance analysis, risk management and internal
control, information technology development, data governance, stakeholder management, accessibility, organizational culture,
and governance values. These components reflected a multidimensional conception of operational governance encompassing
strategic, structural, human, procedural, technological, participatory, cultural, and ethical domains.

The first fuzzy Delphi round produced defuzzified values ranging from 0.869 to 0.921. Senior management leadership and
commitment received a value of 0.921, organizational structure design 0.919, risk management and internal control 0.914,
macro-level policymaking and strategic orientation 0.911, accessibility 0.908, human capital management 0.895, process
management 0.890, resource management 0.889, data governance 0.884, stakeholder management 0.879, performance analysis
0.876, information technology development 0.874, legal and regulatory frameworks 0.870, and both organizational culture and
governance values 0.869.

In the second fuzzy Delphi round, the relative importance of several components increased. Organizational structure design
obtained the highest defuzzified value at 0.969, followed by governance values at 0.965 and macro-level policymaking and
strategic orientation at 0.952. Senior management leadership and commitment received 0.941, risk management and internal
control 0.937, data governance 0.933, information technology development 0.932, legal and regulatory frameworks 0.923,
accessibility 0.922, process management 0.921, stakeholder management 0.921, organizational culture 0.915, human capital
management 0.912, resource management 0.910, and performance analysis 0.895. Thus, organizational structure design,
governance values, strategic policymaking, managerial commitment, risk management, and data-oriented capabilities emerged
as the most strongly emphasized dimensions.

Comparison between the two Delphi rounds demonstrated that the differences in defuzzified values ranged from 0.014 to
0.096. The largest difference was observed for governance values (0.096), while the smallest difference was related to
accessibility (0.014). Importantly, the difference for every identified component remained below the predetermined threshold
of 0.1. Therefore, expert consensus was achieved after the second round, indicating stable agreement concerning the relevance
and importance of all 15 components of operational governance.

Discussion and Conclusion

The findings indicate that operational governance in the Social Security Organization should be understood as an integrated
organizational system rather than as an isolated managerial technique. The identification of 15 interconnected components
demonstrates that effective operational governance requires alignment among strategy, organizational architecture, leadership,
regulations, human resources, operational processes, risk controls, information systems, data, stakeholders, culture, and

governance values. The particularly high priority assigned to organizational structure design suggests that clarity of authority,
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role definition, delegation, and reduction of excessive centralization are fundamental conditions for improving operational
governance. In a large organization with geographically dispersed branches, multiple service domains, and several managerial
layers, unclear structural arrangements can generate duplication, delays, inconsistent implementation, and diminished
accountability.

The prominence of governance values further demonstrates that operational governance cannot be reduced to technical
control mechanisms. Organizational justice, administrative integrity, professional ethics, and accountability provide the
normative foundation through which formal structures acquire legitimacy and effectiveness. Similarly, the high priority
assigned to macro-level policymaking and strategic orientation indicates that operational units should not function
independently of organizational strategy. Operational governance must ensure that decisions and activities at branch,
provincial, managerial, and service-delivery levels remain aligned with the broader mission and strategic objectives of the
organization.

The importance attributed to senior management leadership and commitment highlights the enabling role of organizational
leadership. Implementation of governance mechanisms requires sustained managerial support, allocation of sufficient
resources, enforcement of accountability, and coordination across organizational boundaries. Risk management and internal
control were likewise among the highest-ranked components, reflecting the substantial financial, administrative, healthcare,
insurance, and reputational risks associated with Social Security Organization operations. An effective operational governance
system should therefore integrate preventive risk identification, internal controls, continuous monitoring, crisis preparedness,
and corrective mechanisms rather than rely solely on retrospective supervision.

The high rankings of data governance and information technology development reveal the increasingly digital nature of
operational governance. Integrated information systems, reliable data, secure information exchange, digital services, and
business intelligence can support timely and evidence-based decision-making. However, technological development should
occur within a coherent governance framework that defines data ownership, access rights, accountability, security standards,
and mechanisms for information sharing. The results further demonstrate that process management, stakeholder engagement,
accessibility, organizational culture, human capital, and resource management remain indispensable complementary
dimensions. Their slightly lower rankings do not indicate limited importance; instead, the expert consensus across all 15
components suggests that operational governance requires a balanced and coordinated approach.

Overall, the study concludes that strengthening operational governance in the Social Security Organization requires
simultaneous structural, managerial, procedural, technological, cultural, and ethical reforms. Priority should be given to
redesigning organizational structures, institutionalizing governance values, strengthening strategic alignment, enhancing
managerial commitment, developing comprehensive risk-management mechanisms, and improving data and information
technology governance. Integrating these components into a coherent operational governance framework can reduce
fragmentation in decision-making, improve coordination between organizational levels, strengthen transparency and
accountability, facilitate evidence-based management, increase operational efficiency, and ultimately contribute to the

sustainable provision of higher-quality social security services.
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