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Abstract

With the rapid growth of emerging technologies—particularly in the field of artificial
intelligence—municipalities, as providers of public services, face numerous challenges in
implementing, transitioning, and operating intelligent systems. One key challenge is the lack
of a localized, comprehensive, and actionable model for transferring and deploying Al-based
conversational assistant platforms in urban services, a challenge clearly observed in the
Municipality of Shahriar. The main objective of this study is to design a practical model for
the successful transition of Al conversational assistant platforms, considering technical, data-
related, human, organizational, and governance dimensions. This applied research employed
a mixed-methods approach (qualitative and quantitative). In the qualitative phase, thematic
analysis was conducted based on semi-structured interviews with 15 experts in municipal
affairs, information technology, and urban management. In the quantitative phase, structural
equation modeling using SmartPLS was used to test the hypotheses, and data were collected
via a researcher-made questionnaire from a sample of 200 employees, managers, and experts
in Shahriar Municipality. The findings revealed that four main components—including
“infrastructure, technology, and security,” “human interaction and user experience,” “data
governance and policymaking,” and “resource management and value creation”—
significantly influence the successful transfer of these platforms. Ultimately, the final model,
supported by strong goodness-of-fit indices and high explanatory power, provides a
foundation for urban decision-makers to move toward the realization of a smart city powered
by conversational Al.
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