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Abstract: The concept of resilience has gained significant prominence across various disciplines,
particularly in the context of regional development. Specifically, the Social Responsibility of Local
Public Administrations (SRLPA) may play a significant role in fostering resilient territories. This
study proposes a second-order model utilizing Structural Equation Modeling—Partial Least Squares
(SEM-PLS) to investigate the complex relationships between the SRLPA and citizen participation in
municipal affairs. The proposed model comprises six dimensions for the SRLPA: good governance
values, efficiency, transparency, economic issues, environmental concerns, and socio-labor matters.
One of the primary contributions of this study is the development and operationalization of a scale
designed to measure the construct of the SRLPA. Additionally, empirical analysis shows that the
relationship between the SRLPA and citizen participation is indirect. Instead, SRLPA exerts its influ-
ence through two mediating variables: citizen connection with the municipality and the perceived
bond with the local government. The findings suggest that to positively impact citizen participation,
the SRLPA must strengthen relationships with citizens, thereby enhancing their engagement in
municipal affairs.

Keywords: local public administration; regional development; responsive government; resilient
territories; scale; social responsibility; social responsibility of local public administrations (SRLPA);
sustainability

1. Introduction

In recent years, the concept of resilience has gained significant prominence across
various disciplines such as regional development, particularly in the context of cities and
climate change. While definitions and measurement methods may vary among sources,
there is a broad consensus on two critical points. The first is urban resilience, referring to
the need for territories to fortify themselves against a diverse array of shocks and stresses
arising from climate change (Meerow et al. 2016; Ribeiro and Gonçalves 2019). These
challenges demand adaptive strategies that enhance a territory’s capacity to withstand
and recover from disruptions. The second critical point is the effort to create synergies
with urban and sustainable development (Zeng et al. 2022). The efforts to bolster resilience
should be integrated with initiatives aimed at promoting urban development and sustain-
ability. For instance, promoting synergies between urbanization and the achievement of
Sustainable Development Goals (SDGs) (Chen et al. 2022). The interplay between these di-
mensions is considered essential for creating robust and thriving environments. We argue that
the Social Responsibility of Local Public Administrations (SRLPA), seen as an adaptation of
Corporate Social Responsibility (CSR) to public entities at the local level (Sánchez-Hernández
et al. 2020), may contribute to fostering resilient territories. Aligning regional development,
sustainability, and innovation could support municipalities in adapting to change while
addressing the well-being of their inhabitants and the environment.

Much has been written in the social sciences about CSR. However, the academic litera-
ture on the SRLPA as an expression of democracy and the link to the processes of citizens’
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involvement in urban resilience is still at an early developmental stage (LopezDeAsiain and
Díaz-García 2020; Levitsky and Way 2023). After reviewing the scarce antecedents of the
topic, this work offers the conceptualization of the SRLPA, a tentative scale for approaching
the construct, a theoretical model linking it with citizen participation as an expression of
real democracy (Michels 2011), and a path for building community resilience (Mahajan et al.
2022). In addition to validating the scale and the model, an empirical study is carried out
with a convenient sample of 669 citizens in the Autonomous Community of Extremadura,
Spain, located in the west of the country on the border with Portugal. It is important to
highlight that the region is classified as a “Less Developed Region” by the European Union
(EU) (Nieto Masot et al. 2019). This classification is based on specific economic criteria
used by the EU to allocate structural funds aimed at promoting development and reducing
disparities between regions. At the same time, this region is considered a resilient territory
due to its ability to anticipate, prepare for, respond to, and recover from disturbances and
changes, whether economic, social, environmental, or institutional in nature (Gómez-Ullate
et al. 2020; Navinés et al. 2023).

Several factors contribute to resilience in Extremadura. The territory has made sig-
nificant efforts to diversify its economy (Madeira et al. 2021). Traditionally dependent on
agriculture, the region has been developing sectors such as rural tourism (González-Ramiro
et al. 2016), the agri-food industry (Martínez-Azúa and Martín-Vegas 2019), and renewable
energy (Jeong and Ramírez-Gómez 2018). Extremadura, which possesses important natural
resources, such as water and fertile soils, has significantly invested in solar energy and
biomass, developed strategies to adapt to climate change by implementing sustainable
agricultural practices, and is efficiently managing its water resources (González-González
et al. 2014). It is also relevant that the region has a public university and several research
centers that promote innovation and the development of local skills (Gallardo-Vázquez and
Folgado-Fernández 2020). Additionally, communities in Extremadura often have strong
social ties and a high degree of cohesion, which is crucial for social resilience in times of
crisis (Gurría Gascón and Nieto Masot 2020). To reinforce all these factors, regional policies
and support from the EU, through structural and cohesion funds have been vital in driving
development and modernization projects in the region. These policies foster institutional
and economic resilience by providing the necessary resources to face challenges and seize
opportunities.

Despite recent progress, Extremadura has faced challenges that may impact its re-
silience, particularly depopulation, and an aging population, especially in rural areas
(Serra et al. 2023). However, the findings from this exemplary European case study sug-
gest that efforts to foster and enhance the SRLPA can contribute to strengthening local
democracy, promoting sustainable development from the grassroots level, and creating
a pathway toward more resilient territories. Extremadura was selected as the case study
due to its unique socio-economic and demographic characteristics, offering a meaningful
context for examining SRLPA and citizen participation. Its low population density, rural
landscape, and policy initiatives aimed at boosting civic engagement make it an ideal
setting for understanding patterns that may be applicable to other similar regions, thus
enhancing the generalizability of the findings

The first objective of this work is to define and clarify the concept of the SRLPA, focus-
ing specifically on the social responsibility of Municipal Councils. The second objective is to
develop a tentative measurement scale that accurately captures the construct of the SRLPA.
The third objective is to construct a theoretical model linking the SRLPA with citizen partic-
ipation. This model will be empirically validated, to assess how SRLPA efforts contribute
to promoting local democracy, sustainable development, and territorial resilience.

2. Theoretical Framework
2.1. Social Responsibility of Local Public Administrations

Although public administrations might be assumed to be socially responsible a priori,
reported cases of poor social or environmental practices and corruption indicate otherwise
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(e.g., Villoria et al. 2013; Meza and Pérez-Chiqués 2021; Romano et al. 2021). Thus, the
SRLPA is not yet institutionalized and cannot be taken for granted (Green et al. 2009).

In general terms, the SRLPA refers to the ethical and proactive commitment of local
government bodies to contribute positively to society, the environment, and their commu-
nities. The SRLPA goes beyond providing services and maintaining infrastructure. It in-
volves fostering an environment where citizens can actively participate in decision-making
processes, hold their local government accountable, and contribute to the sustainable de-
velopment of their community (Ricciardelli 2018). This active engagement of citizens in
local governance is a cornerstone of a healthy democracy (Michels and De Graaf 2010;
Sánchez-Hernández et al. 2020; Hendriks and Dzur 2021). There are some key issues to
understanding this novel concept.

First, the Triple Bottom Line Approach, originally defined by Elkington (1998), ad-
dresses the economic, social, and environmental goals of businesses in the 21st century.
The SRLPA requires local councils to actively consider social and environmental factors
in their decision-making processes. It transcends mere legal obligations emphasizing a
genuine commitment to the well-being of citizens and the planet. It encompasses three
interconnected dimensions. One dimension is social inclusion, ensuring that policies and
actions benefit all community members, especially vulnerable groups. For instance, in-
corporating the 2030 Agenda into local policies for social transformation (Ríos et al. 2022;
Vela-Jiménez et al. 2022). Another dimension is environmental sustainability, promoting
practices that protect natural resources, reduce pollution, and mitigate climate change. In
this respect, Serrao-Neumann et al. (2015) studied public participation levels in specific
local contexts in Australia regarding climate change adaptation. The third dimension is
economic development, which balances economic growth with social and environmental
well-being (Bennett et al. 2004). Additionally, recent works such as Cárcaba et al. (2023) in
Spain focus on the subjective well-being of citizens.

Second, in the United Nations (UN) Sustainable Development Goals (SDGs) approach,
the SRLPA aligns with the SDGs, which aim to create more empathetic, resilient, and just
societies. Local governments play a crucial role in implementing SDGs at the community
level by addressing issues related to social inclusion, environmental sustainability, and
economic development (Silva et al. 2023a).

Third, in the Co-Creation and Stakeholder Engagement approach, the SRLPA encour-
ages local administrations to actively involve stakeholders, such as citizens, businesses,
and civil society organizations, in shaping policies and solutions. It recognizes that sus-
tainable development requires collaborative efforts and participatory decision-making
(Sarmah et al. 2015).

In summary, the SRLPA concept encompasses the social responsibility of municipalities
through its multi-dimensional approach that addresses economic, social, and environmental
concerns, intersecting with territorial resilience as discussed in the next section.

2.2. Linking SRLPA and the Resilience of a Territory under the Lends of Institutional Theory

Territorial resilience refers to the capacity to withstand, adapt to, and recover from
various shocks, stresses, and disturbances, such as natural disasters, climate change impacts,
social disruptions, or economic challenges (Toseroni et al. 2016; Pignatelli et al. 2019; Oliva
and Olcina 2022). It involves the ability to absorb and respond to these challenges while
maintaining essential functions, services, and structures, ultimately bouncing back stronger
and more sustainably after a crisis (Houston 2018).

Institutional Theory is a framework for understanding how institutions—defined
as established laws, practices, and customs—shape social behavior and organizational
structure (David et al. 2019). The theory posits that the nature and variety of institutional
processes influence organizational behavior (Oliver 1991; Lawrence and Shadnam 2008), as
well as of organizations belonging to public administrations (Carpenter and Feroz 2001;
Hronec et al. 2022). Institutional forces, both internal (e.g., the commitment of the municipal
government’s team) and external (e.g., citizen pressure, national or international normative
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pressure), drive public institutions to be more ethical and socially responsible (Amaeshi
et al. 2016; Risi et al. 2023).

This theory explains how institutions adopt practices and behaviors considered ap-
propriate and legitimate in society. It focuses on the norms, rules, and expectations that
influence the actions of these institutions, supporting the importance of the SRLPA in
enhancing resilience and fostering regional development (Sjöstedt 2015; Vandergert et al.
2016; Horeczki and Kovács 2023).

In the context of public administration, Institutional Theory provides valuable in-
sights into how public organizations adapt to their environments and maintain legitimacy
(Silva et al. 2023b). Public institutions often develop and implement policies that align
with societal norms and expectations to ensure public trust and legitimacy (Wallner 2008).
Regarding research on the imitation of CSR-related practices, the concept of mimetic iso-
morphism has been applied to examine different decisions around CSR adoption more
thoroughly (Han and Ito 2023). Accordingly, the organizational structures of public agencies
may change to mirror successful models in other regions or countries, driven by isomor-
phic pressures. Regulatory compliance is another critical aspect, as public administrations
adhere to established laws and regulations influenced by institutional logic and the need
for legitimacy (Lee 2011). Furthermore, institutional change in public administration is
evident in the adoption of new technologies, practices, and policies that reflect evolving
societal values and norms, as has been demonstrated by Gascó (2003) or Haug et al. (2024).
By understanding these principles, public administrators can better navigate the complexi-
ties of organizational change and ensure their institutions remain effective and legitimate
in the eyes of the public. Concretely, several key components of the SRLPA relate to the
principle of legitimacy within the Institutional Theory as follows:

- Law and regulations that institutions must follow (Chiu 2018). Institutional theory
argues that public organizations operate in environments governed by both formal
and informal norms. The SRLPA enables municipalities to conform to those norms,
demonstrating their legitimacy within society. For example, a government may enact
laws requiring companies to reduce their carbon emissions, ensuring that companies
act responsibly towards the environment.

- Stakeholder dialogues, including conversations and consultations between the in-
stitution and the various affected groups (Riege and Lindsay 2006). Institutional
theory emphasizes that organizations must manage relationships with stakeholders
to maintain legitimacy. Legitimacy is reinforced by how well the municipality meets
the broader community’s expectations (Mättö et al. 2020). For instance, a city might
organize meetings with citizens, community organizations, and local businesses to
discuss sustainable improvements to urban infrastructure.

- Historical and political determinants (Dudchenko and Vitman 2018) refer to how
a place’s history and politics influence social responsibility practices. Institutional
theory posits that legitimacy is essential for an organization’s long-term survival
(Ahn and Park 2018). For example, in a country with a strong tradition of environmen-
tal activism, local public administrations are likely to implement stricter environmental
policies due to historical and political pressures.

- Social mechanisms such as discourse and normative learning (Bice 2017) are ways in
which social and ethical norms are communicated and learned within a society. The
SRLPA also encompasses the ethical framework where municipalities are expected
to consider their societal and environmental impact, often exceeding mere legal com-
pliance. It includes discursive activities on ethical labor practices, environmental
sustainability, and community engagement (Feindt and Oels 2005). For example, pub-
lic discourse on gender equality can influence organizations to implement policies that
promote equality. Normative learning suggests that institutions adopt these ethical
norms through education and social interaction.

Regarding territorial resilience, institutions with strong social responsibility are better
equipped to handle crises and disruptions (Rizzi et al. 2018). When local public administra-
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tions prioritize social responsibility, they invest in building institutional capacities essential
for effective crisis management and resilience. This includes enhancing human resources,
developing robust emergency response systems, and creating adaptive policies that can
respond to changing conditions (Salvador and Sancho 2021, 2023).

Additionally, socially responsible local administrations gain greater legitimacy and
trust from their communities. Trust in public institutions is crucial for effective governance
and resilience. Local administrations that prioritize citizens’ well-being, transparency, fair
practices, and disclosure can potentially enhance trust and legitimacy (García-Sánchez
et al. 2013). Social responsibility also enhances social capital and strengthens community
networks. These networks are critical for resilience, as they facilitate information sharing,
collective action, and mutual support during crises. Local governments that engage with
community members and stakeholders build stronger, more resilient networks (Aldunce
et al. 2016). Furthermore, socially responsible administrations are more responsive and
accountable to their communities. Accountability mechanisms, such as public reporting
and community engagement, are hallmarks of socially responsible governance. These
mechanisms ensure that local administrations remain responsive to citizens’ needs and con-
cerns (García-Sánchez et al. 2013). This responsiveness is crucial for resilience, as it allows
for timely adjustments and interventions in response to emerging threats and opportunities.

According to Fenton and Gustafsson (2017), social responsibility also aligns local
governance with long-term SDGs. Responsible administrations prioritize sustainable
development, balancing economic growth with social equity and environmental protection.
This alignment ensures that regional development is resilient and sustainable, addressing
the present needs without compromising future generations’ ability to meet their own needs
(WCED 1987). Sustainable development practices build resilience by reducing vulnerability
and enhancing communities’ adaptive capacity (Benito et al. 2023).

Finally, social responsibility fosters community empowerment and active participation
in governance. When local administrations act responsibly towards their communities,
they encourage greater citizen participation and empowerment (Vigoda 2002). Engaged
and empowered communities are better able to contribute to resilience-building efforts, by
offering local knowledge, resources, and innovative solutions. Active participation ensures
that resilience strategies are community-driven and contextually relevant.

Considering all the points discussed thus far, we can conclude that SRLPA initiatives
undertaken by municipalities can significantly enhance territorial resilience. Economically,
municipal SRPLA practices such as promoting local businesses, investing in infrastruc-
ture, and fostering job creation can bolster local economies, thereby strengthening the
economic aspect of territorial resilience. Socially, SRLPA activities focusing on commu-
nity engagement, providing social services, and promoting inclusive policies can build
social cohesion and capacity, essential for a resilient territory to withstand and recover
from various challenges. Furthermore, environmental SRLPA efforts, such as implement-
ing sustainable development policies, promoting renewable energy, and enhancing green
spaces, directly align with the environmental aspect of territorial resilience, mitigating
risks posed by climate change and natural disasters. By integrating SRLPA principles into
their governance and operations, municipalities can proactively contribute to territorial
resilience by fostering economic stability, social cohesion, and environmental sustainability,
ultimately supporting the overall well-being and adaptability of communities in the face
of adversity.

Some studies suggest that social responsibility at the regional level enhances terri-
torial resilience by promoting community resilience, shared governance and sustainable
development (Rela et al. 2020), and effective public–private networks (Del Baldo 2017). For
instance, Yang and Wang’s (2024) study examines and verifies that urban resilience has
improved from 2005 to 2021 in China. The study’s findings provide valuable insights for
policymakers by identifying the best- and worst-performing provinces in terms of urban
resilience, allowing them to learn from successful strategies and address weaknesses in
underperforming regions. In Spain, García-Fernández and Peek (2023) emphasize the
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transition towards smart regions and the importance of digitalization, social innovation,
and climate change adaptation in rural communities. This study advocates for smart
development in rural areas as it can bridge the gap between rural and urban realities by
leveraging technology, innovation, and community engagement to create more inclusive,
sustainable, and resilient territories.

To summarize, the SRLPA impacts citizens’ connection, attraction, and identification
of the municipalities, increasing citizens’ participation. Similarly, analyzing the social
responsibility of municipalities within a particular territory will aid decision-making in
favor of resilience.

2.3. SRLPA and Citizen Participation

Recent studies suggest a strong link between sustainable regional development and
citizen participation, highlighting its role in decision-making, technology assessment,
inclusive governance, and resilience planning (Bouzguenda et al. 2019; Matamanda and
Chinozvina 2020; Weinberger et al. 2021). Constantinescu et al. (2019) argue that increased
citizen participation in decision-making can generate better public policy outcomes and
positively impact citizens’ quality of life.

Building on Canyelles’ (2011) theoretical approach to the SRPA, the following outlines
the actions expected from a responsible public administration:

- Strong values and improved governance: Social responsibility must be an integral part
of public entity management, embodied through strong values enshrined in codes
of ethics or conduct. These codes define the principles guiding their behavior and
outline the tools for ensuring compliance with these values. Therefore, Canyelles
(2011) argues that SRPA management should be formalized. Enhanced public gover-
nance enables the public sector to better address the challenges of meeting the needs
of citizens, public employees, and all stakeholders. To achieve this, trust must be
built through promoting dialogue and authenticity. Just as good governance is de-
manded from the private sector, the public sector must also adhere to high governance
standards. Territorial resilience, cultivated through responsible strategies, promotes
shared governance and sustainable development among local actors.

- Efficiency of public policies: Public administrations’ primary responsibility to society
is to achieve positive results and sustainable impacts within their scope of action
(Sisto et al. 2020). This is crucial for all organizations, including those in the public
sector, despite not competing in the market. For public entities to generate signifi-
cant impacts, be efficient, and address the concerns of citizens, they require a more
specialized and close-knit management approach. This means having a functional or-
ganization where teamwork is predominant, and efforts are directed towards current
preferences.

- Transparency: Just as the private sector is required to disclose information, pub-
lic administration must go beyond mere accountability (Greiling and Spraul 2010;
Cuadrado-Ballesteros et al. 2023). It should not only adhere to ethical values, princi-
ples of sustainability, transparency, and social responsibility but also determine how
to exercise its power. Specifically, it must establish the mechanisms by which citizens
participate in decision-making processes and ensure that these decisions are made in
alignment with the public interest (Armstrong 2005; Fung 2006, 2015; Porumbescu
and Grimmelikhuijsen 2018; Chan et al. 2022).

- Legitimacy: For public administrations to achieve the necessary presumed legitimacy
(Olsen 2004), they must focus not only on implementing good environmental and labor
practices and acting transparently before the citizenry but also on creating public value.
Legitimacy is primarily attained through the trust of citizens and, most importantly,
through the administration’s ability to understand and address the problems faced by
the public (Kettl 2015; Scherer et al. 2013; Moura and Miller 2019; Elston 2024).

- Economic issues, environment, and socio-labor concerns: Public administrations, like
businesses, must aim to create economic, environmental, and social value, enhancing
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the common welfare of both present and future generations (WCED 1987; Silva et al.
2023a). Economically, this can be exemplified by promoting local procurement or
reducing the time required to pay suppliers, as well as shortening the time needed to
process administrative permits (Eckersley et al. 2023). Environmentally, this includes
the use of clean energy. Many municipalities are already making environmental
improvements through Agenda 21, which serves as a benchmark for local commitment
to sustainability (Bisogno et al. 2023). Socially, this encompasses human rights, health
and safety, non-discrimination, equality, integration, and work–life balance. In this
regard, equality and work–life balance policies are the most frequently implemented
by public administration.

Despite the wide range of actions that social responsibility entails in public administra-
tions, they tend to focus on very specific aspects, such as social clauses, ethical codes, and
the publication of sustainability reports. The inclusion of social clauses in public administra-
tion actions provides several advantages to the administration itself, the citizenry, and the
territory. These include increased legitimacy of the administration and an improved quality
of life in the territory. In public procurement, applicable social criteria refer to the quality
of working conditions, social inclusion, environmental sustainability, ethical management
of organizations, and territorial solidarity, thereby promoting social responsibility among
their contractors.

The need for resilient territories is inherent to the current environmental, social, and
governance (ESG) discourse and essentially includes balanced economic, social, and en-
vironmental development and a commitment to democratic processes and participatory
governance (Yeh 2017). ESG considerations have become a significant priority for govern-
ments globally. Local governments, in particular, face heightened responsibilities, as they
are directly involved in the execution of numerous ESG-related initiatives (Armstrong and
Li 2022). Within the framework of the SRLPA, the responses to challenges such as climate
change, community engagement, and the evolution of governmental structures, systems,
and organizational cultures demonstrate the practical application of ESG principles at the
local level. However, even if a municipality strives to improve the local government’s social
responsibility—its SRLPA—(Bisogno et al. 2023; García-Fernández and Peek 2023) it is diffi-
cult to imagine that this could have a direct impact on citizens’ participation in general and
on issues that strengthen the resilience of the territory, in particular. In fact, a key aspect of
the widely debated crisis in representative democracy today is the perceived gap between
policymakers and citizens (Koskimaa and Rapeli 2020). Vigoda (2002) and other authors
(e.g., Hronec et al. 2022; Zhang et al. 2022) point out that modern societies are witnessing
an increase in citizen passivity, with many opting for the comfort of consumerism rather
than engaging in the effort and challenges of active participation. The following hypothesis
is presented in negative terms:

H0. Policymakers cannot expect a direct relationship between the SRLPA and citizen participation.

On the contrary, it seems necessary for other variables to come into play and serve as
a bridge or link between the citizens’ perception of the local government’s social respon-
sibility and their active participation in the territory as an expression of real democracy
(Michels and De Graaf 2010; Sánchez-Hernández et al. 2020; Hendriks and Dzur 2021).

In this context, the personal connection of citizens with the Municipality Council could
be considered a good mediator. In the context of public administration, the relationship
between residents and municipal officials is crucial for fostering trust, satisfaction, and a
sense of community (Bruning et al. 2004; Lovari et al. 2012; Romero-Subia et al. 2022). The
following hypotheses are proposed:

H1a. There is a direct and positive relationship between the SRLPA and the personal connection of
citizens with the Municipal Council.
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H1b. There is a direct and positive relationship between the personal connection of citizens with
the Municipal Council and its participation.

Another variable to be considered is how citizens perceive their connection and align-
ment with the Municipal Council. There is a line of research in the social sciences to evaluate
the connection of individuals with an organization. This concept is directly applicable
to public administration, where citizen identification with their Municipal Council can
influence civic engagement, trust in local government, and community cohesion (Andrews
et al. 2008; Kiss et al. 2022), citizens’ participation being the consequence (Bartoletti and
Faccioli 2016; Bhagavathula et al. 2021). Based on these last considerations, we present the
following hypotheses:

H2a. There is a direct and positive relationship between the SRLPA and the identification of citizens
with the Municipal Council.

H2b. There is a direct and positive relationship between the identification of citizens with the
Municipal Council and its participation.

The theoretical model that emerges from the above is represented in Figure 1 as follows.
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3. Materials and Methods

This study, which aims to find the causal relationships proposed in the presented
theoretical model, has used Structural Equation Modeling (SEM) and Partial Least Squares
(PLS). PLS-SEM is a non-parametric method that allows for the estimation of complex
cause–effect relationship models by combining path analysis with latent variable modeling.
Unlike covariance-based SEM, PLS-SEM does not require strict assumptions about data
distribution and can handle small sample sizes and non-normal data. This makes it
particularly suitable for exploratory research or when the primary goal is prediction rather
than theory testing. The method uses an iterative algorithm to maximize the explained
variance of dependent variables, making it robust in handling complex models with
multiple indicators and constructs (Akter et al. 2017; Hair et al. 2019).

The SmartPLS software has been used, subject to subscription and authorization by
its authors (SmartPLS GmbH 2024). This software bases the parameter estimates on the
ability to minimize the residual variances of the endogenous variables by maximizing the
explained variance (R2) of the dependent variables. In this way, the main objective of this
technique, which is to predict the dependent variables (latent or manifest), is achieved. The
data are primary, obtained from a questionnaire focused on the constructs of this study: the
SRLPA, the personal connection with the Municipal Council, the Identification with the
Municipal Council, and citizen participation.

The scales have been developed based on previous works (Appendix A). Starting with
the scale for approaching the SRLPA, the following items have been extracted from the
theoretical work of Canyelles (2011).
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It is common practice in the social sciences to develop, validate, and subsequently use
measurement scales for research purposes, such as in the field of marketing (Bruner et al.
2005). However, Organizational Science research often adapts scales developed in market-
ing for its own objectives (Heggestad et al. 2019). In this study, to measure the variable
personal connection with the Municipal Council in the context of public administration, the
scale adapted from Gremler and Gwinner (2000) was employed. Originally, the authors de-
veloped the scale to assess customer–employee rapport in service relationships. Given the
similarities between interpersonal interactions in customer service and those in municipal
services, we consider that this scale provides a robust framework for evaluating personal
connections within a municipal context. Gremler and Gwinner’s scale measures the quality
of interpersonal relationships and the rapport between customers and employees, which
are critical components of effective service delivery. By adapting this scale, this study
leverages a validated instrument to measure the depth and quality of these interactions
within a municipal setting, ensuring the reliability and validity of the measurement.

To measure the variable Municipal Council–citizen identification, the scale adapted
from Mael and Ashforth (1992) has been employed. Mael and Ashforth developed this
scale to assess organizational identification, particularly how alumni identify with their
alma mater. Acknowledging the parallels between organizational identification and citi-
zens’ identification with their Municipal Council, this scale offers a validated approach
to measuring the extent to which citizens align themselves with their local government.
By adapting this scale, this study ensures that the measurement captures the strength of
citizens’ identification with their Municipal Council, providing reliable and valid data
for analysis.

Finally, to measure the variable citizen participation, this study employs a scale
adapted from Yoon et al. (2004). This scale measures the degree of customer involvement
through feedback, suggestions, and reporting issues. These behaviors are critical in a public
administration context where citizen participation is essential for improving municipal
services, enhancing governance, and fostering community engagement. By adapting this
scale, this study leverages a validated instrument to measure various dimensions of citizen
participation, ensuring reliability and validity in capturing how citizens interact with and
contribute to their local government. The adapted scale includes items that reflect typical
forms of citizen participation.

The data were collected by a team of surveyors who visited various localities in
Extremadura in May 2024. Participants were recruited on a voluntary basis and were invited
to complete the survey either electronically or on paper, according to their preference. The
survey was designed to be completed in less than 10 min. Participants were informed about
the purpose of this study and gave their consent for their responses to be used in statistical
analysis, with their anonymity guaranteed. Finally, the sample of this study was created
by 669 citizens from 18 different Municipal Councils in the region of Extremadura, Spain,
who answered a self-administered questionnaire. In accordance with ethical guidelines, all
respondents in this study were volunteers who provided informed consent to participate.
This study adhered to the principles of the open science movement, and as such, the data
collected during the research are available upon request for verification and further analysis

Although some authors have indicated that the rural development in the region is not
sustainable enough (Maldonado-Briegas and Sánchez-Hernández 2019; Naranjo-Molina
et al. 2021), recently, the Autonomous Region of Extremadura has been experiencing greater
awareness of community resilience. Different aspects of economic, social, human, and
natural capital promote resilient territorial dynamics in the region (Cárdenas Alonso and
Nieto Masot 2017; Candelario-Moreno and Sánchez-Hernández 2024). For instance, authors
such as Gurría Gascón and Nieto Masot (2020) highlight the polycentric system of towns
in Extremadura and how this good distribution is helping to stabilize the population as a
viable alternative to the demographic challenge. In the same line, Gómez-Ullate et al. (2020)
put the focus on how cultural heritage and cultural tourism can act as resilience factors in
the region.
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4. Results

Although PLS-SEM does not require normally distributed data and does not imply
meeting homoscedasticity assumptions, Table 1 provides a summary of key descriptive
statistics for the variables in this study and includes robustness checks as recommended by
Vaithilingam et al. (2024). First, values of skewness and kurtosis are outside the range of
−1 to 1. Second, Cramér–Von Mises’s test, an empirical distribution function omnibus test,
confirms the composite hypothesis of normality.

Table 1. Descriptive statistics of the variables.

Variable Mean Median Standard
Deviation

Excess
Kurtosis Skewness Cramér–Von

Mises p Value

ID1 4.906 5.000 2.565 −0.732 −0.163 0.000
ID2 4.556 5.000 2.565 −0.803 −0.109 0.000
ID3 4.852 5.000 2.675 −0.824 −0.187 0.000
PC1 5.960 6.000 2.773 −0.597 −0.522 0.000
PC2 5.637 6.000 2.795 −0.597 −0.393 0.000
PC3 3.939 4.000 2.815 −0.956 0.137 0.000

PART1 5.614 6.000 2.912 −0.863 −0.311 0.000
PART2 3.771 4.000 3.089 −1.093 0.316 0.000
PART3 4.410 5.000 3.124 −1.179 0.068 0.000

VG1 4.638 5.000 2.857 −1.025 −0.069 0.000
VG2 4.608 5.000 2.901 −1.037 −0.048 0.000
VG3 4.511 5.000 2.780 −0.948 0.001 0.000
EF1 5.151 5.000 2.692 −0.766 −0.287 0.000
EF2 5.000 5.000 2.639 −0.652 −0.208 0.000
EF3 4.854 5.000 2.557 −0.657 −0.268 0.000
T1 4.740 5.000 2.788 −0.927 −0.093 0.000
T2 4.553 5.000 2.755 −0.944 −0.094 0.000
T3 4.798 5.000 2.676 −0.780 −0.135 0.000

EC1 4.931 5.000 2.841 −0.954 −0.240 0.000
EC2 4.915 5.000 2.853 −0.995 −0.255 0.000
EM1 4.617 5.000 2.729 −0.859 −0.071 0.000
SL1 5.111 5.000 2.855 −0.881 −0.264 0.000
SL2 4.762 5.000 2.758 −0.975 −0.179 0.000
SL3 5.015 5.000 2.927 −0.999 −0.220 0.000

Source: Own.

Table 2 shows the correlation coefficients between the variables. Each cell represents
the degree of linear relationship between two variables, showing positive values and
significance at the 0.01 level. Tables 1 and 2 collectively provide a detailed overview of the
distributional characteristics and interrelationships of the variables, forming the basis for
further statistical analysis.

In the framework of this study, the first construct of the model—the SRLPA—is con-
ceptualized as a second-order construct with six dimensions, as grounded in the theoretical
background. A second-order construct, in simple terms, is an overarching construct that
is measured by multiple underlying dimensions. Each of these dimensions, in turn, is as-
sessed by its own set of variables (indicators). When a construct is considered second-order,
the dimensions themselves become the indicators of the higher-level construct, effectively
aggregating the information from the original indicators of each dimension to provide a
comprehensive measure of the overall construct (Sarstedt et al. 2019).
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Table 2. Correlations.

ID1 ID2 ID3 PC1 PC2 PC3 PART1 PART2 PART3 VG1 VG2 VG3 EF1 EF2 EF3 T1 T2 T3 EC1 EC2 EM1 SL1 SL2 SL3

ID1 1.000

ID2 0.813 1.000

ID3 0.751 0.749 1.000

PC1 0.601 0.563 0.643 1.000

PC2 0.511 0.521 0.551 0.606 1.000

PC3 0.568 0.633 0.656 0.507 0.594 1.000

PART1 0.435 0.432 0.484 0.495 0.541 0.481 1.000

PART2 0.385 0.436 0.430 0.376 0.451 0.570 0.516 1.000

PART3 0.395 0.417 0.446 0.438 0.503 0.576 0.522 0.719 1.000

VG1 0.743 0.732 0.697 0.574 0.494 0.580 0.459 0.454 0.446 1.000

VG2 0.690 0.725 0.653 0.525 0.511 0.567 0.421 0.428 0.408 0.786 1.000

VG3 0.671 0.673 0.637 0.522 0.501 0.569 0.397 0.429 0.422 0.733 0.818 1.000

EF1 0.716 0.716 0.683 0.550 0.515 0.544 0.472 0.407 0.407 0.766 0.776 0.789 1.000

EF2 0.668 0.665 0.636 0.564 0.519 0.547 0.468 0.403 0.405 0.685 0.701 0.706 0.714 1.000

EF3 0.692 0.703 0.669 0.587 0.535 0.583 0.467 0.434 0.451 0.749 0.742 0.714 0.771 0.773 1.000

T1 0.666 0.681 0.663 0.571 0.519 0.564 0.415 0.440 0.436 0.726 0.714 0.724 0.747 0.691 0.767 1.000

T2 0.663 0.678 0.632 0.553 0.492 0.559 0.438 0.435 0.412 0.702 0.738 0.760 0.735 0.706 0.789 0.831 1.000

T3 0.642 0.674 0.634 0.527 0.489 0.536 0.445 0.411 0.410 0.676 0.720 0.718 0.731 0.701 0.731 0.783 0.783 1.000

EC1 0.612 0.617 0.609 0.513 0.463 0.498 0.459 0.417 0.421 0.671 0.676 0.689 0.729 0.642 0.698 0.671 0.697 0.700 1.000

EC2 0.601 0.620 0.622 0.486 0.457 0.527 0.431 0.430 0.420 0.687 0.669 0.682 0.728 0.639 0.680 0.688 0.678 0.708 0.775 1.000

EM1 0.606 0.619 0.590 0.455 0.498 0.536 0.422 0.401 0.430 0.665 0.669 0.690 0.699 0.616 0.669 0.652 0.677 0.681 0.629 0.671 1.000

SL1 0.568 0.566 0.572 0.510 0.451 0.471 0.362 0.333 0.335 0.651 0.605 0.604 0.670 0.571 0.651 0.636 0.630 0.613 0.620 0.639 0.622 1.000

SL2 0.687 0.691 0.657 0.530 0.485 0.557 0.405 0.432 0.401 0.726 0.736 0.711 0.728 0.687 0.747 0.740 0.780 0.728 0.668 0.731 0.718 0.725 1.000

SL3 0.661 0.679 0.637 0.532 0.474 0.534 0.434 0.410 0.386 0.748 0.713 0.696 0.771 0.655 0.739 0.719 0.736 0.717 0.703 0.742 0.696 0.748 0.800 1.000

Source: Own.
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The descriptive statistics of the specific constructs of this study (Table 3) reveal key
insights into the perceptions of the SRLPA and related variables among the respondents.
On a scale from 0 to 10, the SRLPA received an average score of 4.81, indicating a moderate
level of perceived social responsibility by local governments. This is accompanied by a
standard deviation of 2.36, suggesting variability in respondents’ views. The variables
personal connection and identification with the SRLPA exhibited similar average scores of
4.59 and 4.77, respectively, both with slightly higher variability, particularly in personal
connection, which had a standard deviation of 2.59. Interestingly, citizen participation was
rated slightly higher, with an average of 5.17, reflecting a somewhat stronger perception
of citizen engagement in local governance. The consistency in standard deviations across
these variables highlights a moderate to substantial diversity in individual perceptions
across all measured aspects.

Table 3. Descriptive statistics of the constructs.

Mean Standard Deviation

SRLPA 4.81 2.36
personal connection 4.59 2.59

identification 4.77 2.39
Citizen participation 5.17 2.36

Source: Own.

After establishing this consideration, the main results from both the measurement
model and the structural model are presented. The measurement model results illustrate
the reliability and validity of the constructs, ensuring that the second-order construct and
its dimensions are accurately measured. The structural model results then demonstrate
the relationships between the constructs, highlighting the significance and strength of
these relationships within the theoretical framework. This dual analysis provides a com-
prehensive understanding of the model’s overall performance and its alignment with the
theoretical background.

4.1. Evaluating the Measurement Model

This section addresses the assessment of the scales’ validity and the reliability of the
measurement model (the inner model). Our aim is to determine whether the theoretical
constructs are accurately represented by the observed variables. This evaluation focuses on
two key attributes: validity, which assesses whether we are measuring what we intend to
measure, and reliability, which examines the stability and consistency of the measurement
process. To achieve this, we have calculated the reliability of individual items, the internal
consistency or reliability of the scales, and analyzed the average variance extracted (AVE),
as shown in Table 4 (Nunally and Bernstein 1978; Falk and Miller 1992).

The most stringent criterion for an indicator to be accepted as part of a construct is
having a loading greater than 0.7, indicating that the shared variance between the construct
and its indicators exceeds the error variance. In our analysis, all items met the criterion
for individual reliability, so no items were removed from the initial model. The internal
consistency of the constructs was verified, with Cronbach’s Alpha coefficients of 0.79 or
exceeding this value and composite reliability indicators above the 0.7 threshold, indicating
satisfactory reliability. Convergent validity was confirmed, with the AVE consistently above
0.5, suggesting that the constructs explained more variance than was left unexplained. It is
especially remarkable the value of 0.824 for the SRLPA.

The discriminant validity of the latent variables was verified using the Fornell–Larcker
criterion (Fornell and Larcker 1981), and the heterotrait–monotrait (HTMT) test, satisfactory
for each pair of factors were <0.90 (Henseler et al. 2015) (Table 5).
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Table 4. Measurement model.

Constructs Indicators Factor
Loadings

Crombach’s
Alfa

Composite
Reliability

(rho_a)

Composite
Reliability

(rho_c)

Average Variance
Extracted

(AVE)

SRLPA 0.957 0.959 0.966 0.824
values and governance 0.928

efficiency 0.937
transparency 0.926

economic issues 0.890
environment 0.842

socio-economic concerns 0.920
personal

connection 0.798 0.801 0.881 0.712

PC1 0.824
PC2 0.865
PC3 0.843

identification 0.861 0.866 0.915 0.783
ID1 0.878
ID2 0.877
ID3 0.899

citizen
participation 0.809 0.809 0.888 0.725

PART1 0.806
PART2 0.871
PART3 0.876

Note: (a) A loading is significant when it is above 0.55 (Falk and Miller 1992); (b) scale reliability is considered
satisfactory when composite reliability is above 0.70 (Nunally and Bernstein 1978); (c) convergent validity is
considered satisfactory when AVE is above 0.50 (Fornell and Larcker 1981). Source: Own.

Table 5. Discriminant validity.

SRLPA Personal
Connection Identification Citizen

Participation

SRLPA 0.908 0.829 0.687 0.663

personal connection 0.727 0.844 0.794 0.853

identification 0.627 0.667 0.885 0.853

citizen participation 0.584 0.689 0.675 0.851
Note: The values located on and below the diagonal correspond to the Fornell–Larcker criterion results, whereas
the values above the diagonal pertain to the HTMT test outcomes. Source: Own.

4.2. Evaluating the Structural Model

In the evaluation of the structural model, bootstrapping was employed to assess the
significance of path coefficients. This non-parametric resampling technique generates mul-
tiple subsamples from the original data set, allowing for the estimation of standard errors
and confidence intervals for the model parameters. By doing so, bootstrapping provides
robust statistical inference, ensuring that the results are not dependent on the assumption of
normality. This method is widely recognized for its effectiveness in validating the structural
model within the context of PLS analysis, thus enhancing the reliability and validity of
the findings. In addition, model fit indicators (Henseler et al. 2015) have been calculated.
Tables 6 and 7 show the results obtained.
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Table 6. Hypotheses testing.

Hypothesis Original
Sample

Sample
Mean

Standard
Deviation

T
Statistic 2.5% 97.5% p Value

H0: SRLPA
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Table 7. Model fit indicators.

Model Fit Indicators Value Threshold Interpretation

SRMR (Standardized Root Mean Square Residual) 0.059 <0.08 Good model fit

R2 (Coefficient of Determination) 0.558 >0.10 56% of variance
explained

Q2 (Predictive Relevance) 0.339 >0.00 Good model’s
predictive power

GoF (Goodness of Fit) 0.670 >0.36 Good model fit
Source: Own.

5. Discussion

The measurement model has yielded excellent results, confirming the SRLPA as a
second-order construct with its six dimensions intact. Additionally, all items considered
in the other variables were retained, validating the theoretical framework with empirical
evidence.

Regarding the structural model, the null hypothesis (H0) posited no direct impact of
the independent variable (SRLPA) on the dependent variable (citizen participation). The
analysis revealed a p-value higher than 0.05 for the direct relationship between the SRLPA
and citizen participation, indicating that there is evidence to reject the direct relationship
and therefore support the null hypothesis. However, both Hypotheses 1 (H1a and H1b) and
2 (H2a and H2b) have been supported by the analysis, confirming that the impact of the
SRLPA on citizen participation exists, but it is indirect. This indirect effect operates through
other mediating variables, which warrant the attention of policymakers to fully understand
and leverage the pathways through which the SRLPA influences citizen participation.

The predictive power of the model is demonstrated by Q2 (0.339 > 0) and the adjusted
R² value obtained of 0.558, indicating that the model explains approximately 56% of the
variability in the dependent variable, citizen participation. This substantial proportion
of explained variance highlights the significant influence of the interaction among the
independent variables, namely the SRLPA, personal connection, and identification. These
findings underscore the robustness of the model in capturing the complex dynamics and
interplay between these variables and their collective impact on citizen participation.

The results obtained have significant implications, reflecting the innovative aspects of
this study. The scales used in this research were carefully adapted to fit this study’s specific
context. The scale SRLPA is derived from a theoretical framework, representing a signif-
icant contribution to the field. Additionally, the other scales, originally from the field of
marketing, were adapted for application in public administration studies, which is another
notable contribution of this work. The reliability and validity of these adapted scales have
been empirically analyzed and confirmed through the case study of Extremadura, ensuring
their robustness and applicability. Indeed, Extremadura exemplifies resilience through its
adaptive strategies to economic, social, and environmental challenges, driven by social
responsibility efforts. This makes Extremadura a representative case that supports this
study’s findings on resilience. Less developed regions in Europe, such as Extremadura in
Spain, aware of social responsibility could indeed be considered typical cases of resilient
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territories. By including Extremadura, this study effectively highlights how resilience
manifests in less developed regions, reinforcing the generalizability of the results.

Specific suggestions can be made on how local governments can improve interactions
with citizens, enhance transparency, and boost public engagement. For instance, local
governments can adopt open data initiatives and develop and maintain user-friendly digital
platforms, such as websites and mobile apps, where citizens can easily access information,
submit feedback, and participate in decision-making processes. By providing detailed
up-to-date information, and making platforms interactive and accessible, governments can
enhance SRLPA and foster a more engaged and resilient community.

6. Conclusions

Based on the idea that territorial social responsibility, cultivated through CSR strategies,
promotes shared governance and sustainable development among local actors (Rela et al.
2020), this study focuses on the SRLPA and its indirect impact on citizen participation.

It has been exposed that under the lens of the Institutional theory, the SRLPA cannot
be taken for granted (Green et al. 2009). At its core, the theory emphasizes the importance
of legitimacy, where public organizations must conform to societal norms and expectations
to gain acceptance. Consequently, the SRLPA should be put into practice and fostered
through better regulation, stakeholder dialogues, historical and political determinants, and
social mechanisms.

With this empirical study, we contribute to the field by defending that institutionalizing
social responsibility at the local level creates positive feedback loops that reinforce resilience.
When social responsibility is embedded within the institutional framework, it creates a path
dependency where future actions and policies are influenced by this established norm. This
institutionalization leads to continuous improvement and adaptation, reinforcing resilience
over time. Positive feedback loops ensure that socially responsible practices become the
standard, leading to sustainable regional development.

An important contribution of this article is the adaptation of theoretical content, par-
ticularly the arguments of Canyelles (2011), originally published in Spanish, for measuring
the SRLPA. The scale, now available in English, provides researchers with a valuable tool
for conducting further studies and gaining deeper insights into the topic.

Additionally, this study investigates the strength of citizens’ identification with their
Municipal Council and the degree of their identification with the institution, using these
factors as instrumental mediator variables. This constitutes the second significant contri-
bution of this work. It has been empirically demonstrated that the relationship between
the SRLPA and citizen participation is not direct; rather, the SRLPA exerts its influence
through two mediating variables: citizen connection with the municipality and the per-
ceived bond with the local government. This understanding contributes insights into
how such identification impacts civic behavior and attitudes toward local governance.
The findings suggest that for the SRLPA to positively impact citizen participation, it is
imperative to strengthen relationships with citizens, thereby enhancing their engagement
in municipal affairs. Undoubtedly, other variables could mediate the relationship between
the SRLPA and citizen participation to build resilient communities that are stronger and
better prepared for unpredictable futures.

To sum up, contributing to an incipient field of research, this work goes ahead devel-
oping a scale for approaching the SRLPA and demonstrating its indirect impact on citizen
participation. The results show that efforts to improve values and governance, efficiency,
transparency, and the triple bottom line alone are insufficient to significantly strengthen
citizens’ trust. Instead, other efforts are needed from Municipal Councils, likely more subtle
ones, such as improving communication with citizens, fostering a sense of belonging, or
reinforcing neighborhood-specific public policies in the future.

Some practical implications derive from this study. Firstly, and related to policy for-
mulation, it is recommended the development of policies that embed social responsibility
into the core functions of local administrations, ensuring that resilience and sustainable
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development are prioritized. Secondly, it is necessary to invest in training and resources to
enhance the capacity of local administrations to act responsibly and effectively. Thirdly,
local administrations should consider the implementation of robust mechanisms to moni-
tor and evaluate social responsibility initiatives, ensuring accountability and continuous
improvement. Finally, it is highly recommended to foster community engagement. Local
administrations must reinforce citizen participation, build trust, gather input, and ensure
that resilience strategies are inclusive and representative.

These new avenues for research highlight the limitations of this study, which has
considered only two mediator variables. Specifically, our focus on the SRLPA and the
selected mediator variables may not capture all the possible factors influencing citizen par-
ticipation. Additionally, our data collection was limited to specific localities in Extremadura,
which may affect the generalizability of the findings. This study must be tested in other
contexts with new potential explanatory variables to enhance its applicability. The scales
developed and the theoretical model proposed and empirically validated will contribute to
advancements in this field of research and assist policymakers in measuring the actions
of Municipal Councils. Furthermore, they will help redirect efforts to foster the necessary
citizen participation for building resilient territories.

The research conducted in Extremadura serves as a robust case study, offering valuable
insights that can be adapted and replicated in other regions. Moreover, to enhance the
generalizability and depth of future investigations, we recommend broadening the scope
by incorporating a more diverse set of variables, expanding the geographical context,
and utilizing longitudinal research designs. Such approaches would facilitate a more
comprehensive understanding of the causal relationships between the SRLPA, intermediary
variables, and citizen participation, ultimately contributing to a richer body of knowledge
in this field.
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Appendix A. Scales

❖ SRLPA—Adapted from Canyelles (2011).

- Values and Good Governance

VG1: I feel that the Municipal Council, in addition to governing the municipality well, is
concerned about social issues.
VG2: I see that the Municipal Council is concerned with being transparent in the use of
public resources.
VG3: I believe that the Municipal Council facilitates access to information about its man-
agement.

- Efficiency

EF1: I feel that the Municipal Council produces positive results in the municipality.
EF2: It seems to me that the Municipal Council has the capacity to plan, produce, measure,
and evaluate the impact of its actions in the medium and long term.
EF3: I believe that the Municipal Council ensures institutional and interdepartmental
cooperation when necessary and focuses its efforts on key aspects.

- Transparency
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T1: The Municipal Council informs and gathers the opinions of the residents.
T2: The Municipal Council seeks consensus in its decisions.
T3: The Municipal Council is in favor of participatory budgets, public hearings, and
participatory local policies.

- Economic Issues

E1: The Municipal Council is an important contractor of services in the municipality (local
purchases/payments to suppliers), promoting local development.
E2: The Municipal Council facilitates the location and development of businesses in the
municipality.

- Environment

EM1: The Municipal Council is a good example of an institution that protects the environ-
ment, reducing energy consumption and CO2 emissions.

- Socio-labor Concerns

SL1: The Municipal Council is a good example of hiring people with disabilities, gender
equality, work-life balance, or job stability.
SL2: I feel that the Municipal Council is guided by values of ethics, democratic culture,
innovation, and a service-oriented attitude towards citizens.
SL3: I think the Municipal Council works hard for the municipality to become a socially
and economically developed, inclusive, and sustainable territory.

❖ Personal Connection with the Municipal Council—Adapted from Gremler and Gwin-
ner (2000).

PC1: When I need something, I like to be attended to by the people at the front of the
Municipal Council.
PC2: I take great care in my interactions with the people at the Municipal Council.
PC3: I feel that there is a bond between the people at the Municipal Council and myself.

❖ Identification with the Municipal Council—Adapted from Mael and Ashforth (1992).

ID1: When someone criticizes the Municipal Council, I take it as an insult.
ID2: I care about what people think about the Municipal Council.
ID3: When the Municipal Council achieves something and is successful, I feel that the
success is also mine.
ID4: If there is news in the press, radio, or TV that criticizes the Municipal Council, I do not
feel well.

❖ Citizen Participation in the Municipal Council—Adapted from Yoon et al. (2004).

PART1: When I receive excellent service at the Municipal Council, I like to let them know
so they are aware.
PART2: I make suggestions at the Municipal Council to improve the service they provide.
PART3: If I see something that doesn’t work in the municipality or any fault of the Municipal
Council, I let them know so they can resolve it as soon as possible.
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