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ABSTRACT 

The aim of this research is to discover the views, practices and advice of experienced employees 

and citizens on how co-production can enhance happiness and well-being. The global challenges 

led governments all over the world to believe in the role of co-production in providing effective 

public services for citizens to increase their happiness and well-being. However, the literature 

of co-production as a factor for happiness and well-being has not been given much attention and 

remains limited or confined to certain factors such as wealth, health, and employment. The study 

applied a qualitative method utilising semi-structured interviews with 35 participants. The 

sample was divided into two groups. The first group consisted of the employees from the 

Ministry of Interior (MOI) who already managed some co-production practices. The second 

group was the citizens who have already experienced the co-production process with the (MOI). 

The data analysis was accomplished using Nvivo. The research found that there is a strong belief 

in the role of co-production in enhancing the levels of happiness and well-being. In addition, the 

findings revealed that there is a need for a comprehensive strategy for co-production with a set 

of skills that co-producers should have. The thesis also sheds light on the benefits of co-

production, such as enhancing innovation and maintaining sustainability. Moreover, the thesis 

identified some challenges and barriers that can limit co-production. This thesis can contribute 

to knowledge by presenting a conceptual framework for co-production and suggest a practical 

set of required skills of co-production to be considered by public organizations.  

 

 

  



 

  

 الملخص

 

في تعزيز السعادة و جودة  الإنتاج المشترك بين الحكومة و المتعاملين  دور عملية تهدف هذه الأطروحة إلى التعرف على

حول  تعاملينالموظفين وبعض الم وممارسات بعضآراء الحياة في مجتمع دولة الإمارات العربية المتحدة، و ذلك من خلال 

 الحكومية أنالخدمات  وتطويرتصميم  حول كيف يمكن لعملية  المشاركة مع المتعاملين في  المتعاملين وآرائهمعملية إشراك 

و جودة الحياة في دولة الإمارات العربية المتحدة. لقد أدت التحديات العالمية بالحكومات في جميع  مستويات السعادةتعزز من 

 كفاءةثر تقديم خدمات حكومية أكل صميم و تطوير الخدمات الحكوميةدور إشراك المتعاملين في ت إدراك أهميةأنحاء العالم إلى 

بحد و جودة حياتهم.  إلا أن الدراسات السابقة  لم تتطرق إلى أن إشراك المتعاملين  مستوى سعادتهممما يعزز من  للمواطنين

و لم يحظ هذا العامل  باهتمام كبير في الدراسات السابقة وظلت عوامل السعادة من عوامل السعادة و جودة الحياة،  عامل ذاته

ودة أو مقتصرة على عوامل معينة مثل الثروة والصحة والتوظيف ، وقد أجرت هذه الأطروحة طريقة و جودة الحياة  محد

بين مجموعتين ، المجموعة الأولى كانت موظفين من وزارة الداخلية  مشاركًا مقسمة 35ية  مع عينة من المقابلات الشخص

الذين سبق لهم تجربة عملية  ثانية كانت من المتعاملينمجموعة الالذين أداروا بالفعل بعض ممارسات إشراك المتعاملين وال

أن هناك إيمانًا قويًا  إلى الأطروحة وخلصت ،Nvivoتم إجراء تحليل البيانات باستخدام  ولقدالمشاركة مع وزارة الداخلية.  

الأطروحة أن هناك حاجة كشفت  ذلك،الحياة. بالإضافة إلى  وجودةتعزيز مستويات السعادة  المتعاملين فيبدور عملية إشراك 

 بها الموظفونالتركيز على مجموعة من المهارات التي يجب أن يتمتع  مع ضرورةإلى استراتيجية شاملة لإشراك المتعاملين 

 الضوء على فوائد إشراك المتعاملين . كما تلقي الأطروحةالذين يديرون عملية إشراك المتعاملين في تصميم و تطوير الخدمات

حددت الأطروحة بعض التحديات والعوائق التي يمكن أن تحد  ذلك،مثل: تعزيز الابتكار والحفاظ على الاستدامة. علاوة على 

هذه هذه الأطروحة فتكمن في إمكانية مساهمة  . أما فيما يتعلق بالمساهمات التي يمكن أن تضيفهاإشراك المتعاملينمن 

لتعزيز من المهارات المطلوبة  لإشراك المتعاملين،  واقتراح مجموعةار مفاهيمي الأطروحة في المعرفة من خلال تقديم إط

، كما تنصح الأطروحة المنظمات بشكل عام إلى التركيز على الابتكار وتعزيز مفاهيم الاستدامة التي عملية إشراك المتعاملين

 من شأنها أن ترفع من مستوى جودة الحياة
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CHAPTER 1: INTRODUCTION 
 

1.1 Introduction 

Happiness and well-being have been given more attention by governments and nations around 

the world. The concepts were acknowledged as a major factor in progress and sustainable 

development (Helliwell, Layard, & Sachs, 2016).  Global reports on happiness and well-being 

are making their way to governments and societies. On April 1, 2012, the first World Happiness 

Report was released as the core material for the United Nations Meeting titled, "Well-being and 

Happiness: Defining a New Economic Paradigm”. On the other hand, governments worldwide 

are becoming pressured to provide public services to its citizens with higher levels of quality in 

order to improve their citizen’s well-being and create greater levels of happiness. The pressure 

arises from many challenges including rising public expectations, globalization, advanced 

technologies, economic challenges and the natural environment. In addition, leaders around the 

world have confirmed their awareness of the importance of raising well-being and increasing 

people’s happiness. 

 

The government of the United Arab Emirates (UAE) has increased the level of importance given 

to these challenges in the past few years. The government has developed a firm belief in the role 

of co-production in delivering effective public services and increasing the levels of happiness 

and well-being in the UAE. However, the scholarly literature on the effective factors of 

happiness and well-being remains limited or confined to certain factors that can affect happiness 

and well-being such as wealth, health, and employment. 
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The current thesis investigates the role of co-production in enhancing happiness and well-being.  

Co-production will be investigated as a factor that can assist governments in designing and 

delivering public services, according to the needs and expectations of the citizens. Moreover, 

the thesis investigates innovation as a benefit of co-production. The literature discussed 

innovation as a valuable tool that can be used to sustain continuous development in public 

service (Albury, 2010). The thesis examines how co-production can enhance innovation and 

then how innovative ideas can enhance happiness and well-being of the public service users in 

the UAE. Hence, the output of this research is a conceptual framework, which shows the related 

themes of co-production starting from the effective factors of co-production, the outputs of co-

production, and how co-production can affect happiness and well-being.   

The current research, conducted in the UAE, presents some of the practices of the UAE 

government towards happiness and well-being. In addition, the thesis highlights co-production 

as an effective factor on happiness and well-being, which can lead to further performance of 

governments by their public services. 

1.2 Research context  

It is the main responsibility of governments all over the world to deliver efficient public services 

for the societies and citizens with more effectiveness and efficiency. Leaders around the world 

have confirmed their awareness of the importance of public service delivery in raising well-

being and increasing people’s happiness.  Co-production has been seen as a tool to enhance 

public service delivery, and governments are perfectly positioned to understand and take action 

to enhance levels of happiness and wellbeing within communities, which has been given more 

attention by governments and nations worldwide. The research concludes that while co-
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production likely enhances service delivery outcomes, it is at the same time, associated with 

enhancing happiness and well-being within communities.  

 

According to the global happiness and wellbeing policy report (2019), there are three factors 

that lead to the global interest of happiness and well-being. Firstly, the recognition that economic 

growth alone is not enough to produce happiness. Secondly, happiness and wellbeing can be 

measured by the tools that have been developed for measurement including self-report surveys, 

behavioral instruments, and electro-encephalograms of the brain. The third factor is the 

introduction of public policies that can enhance happiness and wellbeing.  

Public services are no longer delivered by professionals without co-producing with 

stakeholders, decision cannot be taken as a top-down process but rather it is an integration with 

these stakeholders (Bovaird, 2012). It is a collaborative action between governments and 

citizens (Bovaird, 2012), recent decades have witnessed many changes that have created 

challenges for governments. These global challenges include, for example: globalizations, 

advanced technologies, artificial intelligence, big data, economic change, environmental 

changes, and rising of citizen’s expectations. These challenges have led governments all over 

the world to redesign the public services effectively with more trust, fast, reliable, and cost-

effective (Hughes, 2003). Moreover, Palmer (2020) pointed out that there is a shift of socio-

cultural and political mindset from ‘experts knowing and deciding everything’ to ‘we have to 

decide things together. 

 

The need for collaborative efforts is more important than before, and by any effective method 

or tool that can help in enhancing public service, and then increasing happiness and wellbeing 

for individuals or societies.  Co-production is one of these tools used to collaborate with the 
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public to generate innovative ideas that can help in provide public service effectively and 

therefore create happiness and well-being for the public. The literature debated that innovation 

can be a valuable tool for public organizations to poisoning the changes and challenges faced 

by the public sector. It is an essential method to sustain continuous improvement in public 

service delivery (Albury, 2010). Service users have a variety of data, information, knowledge, 

and experience. Gathering useful data and required information that citizens have is a strategy 

that can help governments to achieve the highest levels of happiness and well-being (Fioroni et 

al. 2014). Collaborative action between service providers and service users is required to add 

significant value for society (Klijn, 2008). Engagement is a dimension of happiness that can 

bring together different parties with different backgrounds to create something worthy 

(Seligman, 2002). Thus, co-producing with those users will be a way to access these resources, 

which will finally help governments to design their services regarding the real needs and users’ 

expectations which will enhance the levels of happiness and well-being.  

 

The biggest motivation for the current thesis is the rapid change in the public policies in the 

UAE towards happiness and well-being. The first Ministry of Happiness was launched in the 

UAE in May 2016. Besides, many initiatives towards happiness and well-being were released 

all over the emirates. The government encouraged all entities to participate with citizens and 

different stakeholders.  For that, the target of this research is the public sector policies in the 

UAE, and the practices of the Ministry of Interior (MOI) toward co-production with citizens. In 

fact, the journey of happiness and wellbeing in the UAE began early with the establishment of 

the country supported by the vision of Sheikh Zayed bin Sultan Al Nahyan when he spent his 

life creating a worthy life for his people in the UAE. The leaders of the UAE believed in 

achieving high levels of happiness and well-being for people in the UAE. For example, in the 
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1970s a journalist asked Sheikh Zayed bin Sultan Al Nahyan to explain why he provided free 

healthcare, free education for his people. Then, Sheikh Zayed replied “There’s a difference 

between overindulgence and duty—you wouldn’t be unwilling to support your children'' (Zayed, 

2015). In addition, Sheikh Mohammed bin Rashid Al Maktoum, Vice President and Prime 

Minister of the UAE indicates that: “Happiness does not fall under programs that are separate 

from the government’s daily work. Happiness is the focus of government work and the 

government’s entire budget must be considered as dedicated to achieving the happiness of our 

people'' (Al Maktoum, 2017, p. 14).  

 

From these points and views of the leaders, the public services delivery in the UAE has gained 

a greater interest especially in the last ten years. The UAE’s government sat a vision to be on 

the top of in providing effective public services by 2021, the year the UAE celebrates its golden 

jubilee. The government has set many strategic goals to reach its vision; the goals are focused 

on “customer-centric government” and “efficient government”. Thus, the government of the 

UAE focuses on the two factors to maximize customer happiness and to assure more efficiency 

and effective process internally. To achieve these goals, the UAE Government launched 

different initiatives related to service delivery. These initiatives including Global Star Rating 

Program, Happiness Meter, Emirates Government Services Excellence Program, , Service 

Factory, Government Innovation Lab, Customer Happiness Studies, , National Innovation 

Strategy, Mohammed Bin Rashid Center for Government Innovation, UAE Innovation Week, 

and government communication (http://www.moca.gov.ae). The Happiness Index from 2012 

until 2019 indicates that the UAE occupies the first position among Arab countries in the 

Happiness Index, and 21st worldwide (world happiness. Report). 

about:blank
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UAE’s 2021 vision addressed the importance of research, science, Innovation, and technology 

as the supports of a knowledge-based, highly productive and competitive economy, driven by 

entrepreneurs in a business-friendly environment where public and private sectors form 

effective partnerships. The strategy sought to transform the UAE’s economy into a model where 

growth is driven by knowledge and innovation. Productivity and competitiveness will come to 

rival the best in the world, as a result of investment in science, technology, research and 

development throughout the fabric of the UAE economy” (The Official Portal of the UAE 

Technology, 2016). In 2016, the UAE launched the Ministry of Happiness with a mission to 

enhance its vision, plans, programs and policies to promote happiness and wellbeing in the 

United Arab Emirates.  

 

1.3 Research statement 

Co-production is an increasingly important concept that gains an interest in the public sector.  

Public administrations are capitalizing on the coproduction of citizen-oriented services in which 

different types of stakeholders are involved to increase service quality and generate public value 

(Scupola and Mergel 2022).  The efficiency and effectiveness of the value co-creation of a 

service ecosystem thus depends on the interplay of actors within and between the levels of the 

ecosystem (Frow et al. 2016). The compatibility of all value propositions is essential to achieve 

network synergies in resource integration (Beirão et al. 2017; Ojasalo and Kauppinen 2022)). 

That is, the public value can be enhanced by cooperative actions between services users and 

service providers (Klijn 2008).  

There is a rich literature on co-production and engagement of different stakeholders in services 

provision and decision making, and the literature identifies co-production as an essential factor 
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to increase service effectiveness, cost efficiency, employees’ productivity, uncertainty, and 

trust.  Unlike private value, which is consumed individually by users, public value is expected 

collectively by the citizenry, including attributes like care for the environment, help for the weak 

and vulnerable, in addition to justice (Alford and Greve 2017). In the private sector, end-users 

can be a source competitive advantage when they coproduce specific activities in the 

coproduction processes and become a source of innovation (Von Hippel 2007; Grissemann and 

Stokburger-Sauer 2012). However, end-users in the public sector are citizens and there is not 

enough knowledge regarding the conditions under which citizens are prepared to become 

coproducers and to embark on the ‘social innovation journey’ (Van de Ven et al. 2008; Voorberg 

et al.  2015). Therefore, the literature of private sector coproduction is not applicable to the 

public service sector as public services are more complicated than a private network, as they 

include multiple users, sometimes in conflictual relationships (Petrescu 2019). 

The conceptualization of public value is incoherent and inadequate especially in the context of 

the different values offered at the different levels of public service ecosystems (Ojasalo and 

Kauppinen 2022) despite some attempts to operationalize this concept such as Scupola and 

Mergel’s (2022), Petrescu’s (2019) and Ojasalo and Kauppinen’s (2022) which need further 

empirical investigation. Therefore, there is a need for a further conceptualization of novel 

theories for understanding and analyzing the public value offered the coproduction of public 

services on the level of citizens and societal public values.  

 

Effective co-production nurtures customers’ loyalty and positive attitudes towards the public 

entity as well as customer satisfaction (Auh et al., 2007). Implementing co-production require 

some features to succeed like the need for creativity in bringing participants into the co-

production process in a meaningful way through motivation, shared agendas, organizational 
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structures which allows collaborations, networks and relationships to grow over time (Rycroft-

Malone et al., 2016). In addition, the literature indicates that employees are expected to possess 

the required skills and knowledge to enhance the co-production process and its outcomes (Chen, 

Tsou & Ching, 2011).  On the other hand, the researches of happiness and well-being has also 

gained traction from both academics and practitioners in recent times. With well-being and 

happiness being high on the agenda of local and international governments, the concepts of well-

being and happiness were acknowledged as a major factor in progress and sustainable 

development (Helliwell, Layard, & Sachs, 2016). 

 

Nanda and Banerjee (2021) utilized a systematic literature review process to examine articles 

on consumer’s subjective financial well-being. One of the highlights of their study included 

consumer co-production behavior, consumer financial literacy, and financial inclusion, among 

others. Their study’s organizing framework offered future research directions and actionable 

insights for banks, businesses, other financial institutions and public policy makers to increase 

the subjective financial well-being of consumers. Preliminary analyses of an ongoing research 

project on ‘The Many Dimensions of Well-Being’ by Fabian et al. (2022) the existing 

knowledge on the patterns of well-being: Health, income and intensity of social networks tend 

to be positively correlated with well-being. Significantly, their study takes into account that 

judgments of well-being tend to vary depending on the context of the stakeholders involved. For 

example, citizens in the sustainability field tend to focus on air quality, biodiversity and green 

space. Those in other fields may be more interested in social support, engagement and 

participation in public policy and administration. 
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Therefore, there is a gap in the quantitative examination and the operationalization of the 

individual and collective component of public value in actual public service ecosystems with 

emphasis on the public value propositions at the citizen levels of service ecosystems (Wirtz et 

al., 2019; Ojasalo and Kauppinen 2022). There is a need to investigate the conditions under 

which coproduction with citizens takes place in the public sector and if increasing citizen 

involvement in coproduction leads to collective wellbeing and citizen happiness (Voorberg et. 

al.  2015). This conceptualization will help researchers and public administrators gain insights 

public value from a citizen level of the ecosystem and this will help to investigate the 

contribution of the public coproduction to the good of the citizen and the society as a whole. For 

public administration practice, this study provides an understanding of the opportunities to 

increase service quality, reduce costs, and raise user involvement in the co-creation process. 

1.4 Research aim  

The aim of this research is to build a better understanding of co-production and its role in 

enhancing users’ happiness and well-being, then to outline the role of happiness and well-being 

in public service sustainability. A better understanding of co-production and its role in the public 

sector can help to build a strategy, or framework, for co-production that can support continued 

high rates of happiness and well-being through public services delivery. In addition, the current 

research sought to identify the initiatives and practices that applied within the MOI in order to 

enhance the levels of happiness and wellbeing of communities in the UAE. Indeed, there are 

significant and interrelated knowledge gaps pertaining to co-production as one of the major 

factors for happiness and wellbeing of citizens especially in these modern times. Measuring the 

outcomes, identifying the mechanisms and determining the management or leadership of co-
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production activities are the key factors to deeply understand, secure and apply the concept of 

co-production with happiness and wellbeing.  

1.5 Research objectives  

o To review literature on co-production and its strategies/frameworks.  

o To identify the role of co-production in enhancing happiness and well-being. 

o To develop strategy or policy for co-production  

o To introduce a framework that can enhance levels of happiness and wellbeing 

through co-production and any other possible factors.  

o To contribute to the literature of co-production.   

1.6 Research questions 

The current thesis designed to explore the role of co-production in enhancing the levels of 

happiness and well-being in the United Arab Emirates (UAE). The government of the (UAE) 

has increased the level of importance given to these concepts in the past few years. The 

government has developed a firm belief in the role of co-production in delivering effective 

public services and increasing the levels of happiness and well-being in the UAE. However, the 

scholarly literature on the effective factors of happiness and well-being remains limited or 

confined to certain factors that can affect happiness and well-being such as wealth, health, and 

employment. 

Based on pre-validated scales from literature and to investigate the gap of the research several 

questions, the research questions where derived after reviewing the literature and highlighted 

the gab of the research.  

The first question is:  
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● To what extent do employees and citizens have an awareness of co-production?  

It is important to identify how both groups (citizens and employees) are aware about co-

production as a practice that is applied by the government in the UAE. It is important to 

have insights into how co-production is viewed by each group and identify perceived 

barriers and facilitators to its effective and efficient implementation. According to 

Bovaird (2012) co-production relies on users’ needs and their experiences which lead to 

effective development depending on real needs. On the other hand, employees have to 

recognize the importance of the knowledge that citizens have, with strong 

communication skills (Bussu & Tullia Galanti 2018).  

● To what extent can co-production be considered as a factor of happiness and wellbeing? 

● There are many factors that can affect happiness and wellbeing. According to Florida et. 

al (2013) there are many factors that can be considered as an effective factors of 

happiness and well-being like income, healthcare, education, housing, and employment. 

However, the literature on co-production as an effective factor of happiness and well-

being were limited. Seligman (2013) explained that involvement is one of the major 

factors for happiness, if the participants involved with a service provider to be part of 

service provision, they would see that their opinion is important and worthy of creating 

higher levels of happiness for them.  

● What are the benefits of co-production for governments and citizens? 

● The literature emphasizes that co-production has many benefits for both organizations 

and communities. According to Durose and Richardson (2016) decision makers 

emphasized that co-production has a potential for enhancing the effectiveness and 

efficiency of the public services. On the other hand, citizens also can benefit directly and 
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indirectly from co-production, it is a way that helps the government to identify the real 

needs of the public, which finally builds the trust between both parties. Moreover, co-

production has a potential of enhancing innovation of public services (Bovaird & 

Loeffler, 2012).  

● How can co-production lead to sustainable public service? 

● Soares da Silva, Lummina, and Elisabete (2018) argued that the successes co-production 

between citizens and government can lead to more sustainable and resilient places, new 

practices of social innovation, citizens’ empowerment, a new role for government to 

build trust in institutions, and an improvement of the quality of life. 

● What are the factors that can spread the culture of co-production?  

● It is necessary to highlight the most important factors of co-production. The literature 

has discussed many factors that can support the co-production process within 

government entities including (leadership, skilled employees, technologies, and 

motivation). According to Hunter and Ritchie (2007) the nature of co-production is a 

partnership between government (service providers) and citizens (services users).  

● What are the challenges of implementing co-production? 

● According to the literature there are many challenges that can affect co-production such 

as: lack of communication, Lack of clear goals, Limited knowledge, limited awareness 

and understanding, absence of models for co-production, Lack of motivation, and lack 

of skilled employees. The question have been asked to identify the challenges of co-

production in the UAE.  
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1.7 Research strategy 

The current research uses a qualitative method through individual interviews with two groups. 

The first group was service providers (Employees from the MOI); these participants are 

involved in the co-production process.  The second group was service users who have been 

involved in the process of co-production. It is important to understand the role of co-production 

in enhancing happiness and wellbeing through different views. According to Alase (2017), 

qualitative research methodologies enable researchers to acquire a more holistic viewpoint by 

including the many points of view of participants. The sample size was divided between both 

groups (service providers and citizens). The sample size planned to be (20) participants from 

each group. However, the data were saturated and the last three interviews did not add any new 

major concepts. Then, the researcher settled with 18 participants of the citizens group who had 

previously participated in the co-production process, and 17 participants from services providers 

group.  The selection of the appropriate sample size is an important step in the collection of 

accurate data (Hayat, 2013), and this researcher decided the best sample size for the most 

reliability is through citizens who have previously participated in the co-production process and 

experienced collaborative actions and generating ideas. This research based on both primary 

and secondary data. The secondary data were collected by the researcher from local and global 

reports such as Global Innovation Index and Global Happiness Index. The primary data was 

gathered through semi-structured interviews. 

1.8 Interviewees 

The interviewees were selected randomly from two groups, the first of which is: public services 

users who already participated in the co-production process. The researcher got the list of 

participants who have already participated in the co-production process from the MOI because 
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they have the detail of the required sample. The MOI hosted sessions for different citizens and 

different stakeholders to share with them the reality of public service provision and identify any 

challenges and difficulties they face, or to see the opportunities to improve public service 

delivery from their perspective. Secondly: the researcher will interview some service providers 

as an expert who takes care of the co-production process with citizens. The data covered all 

seven emirates with a concern for multi cultures that live in the UAE. The researcher identified 

himself to the participants and informed them about the aims of the research and confidentiality 

of the research. To ensure more reliability and validity for the research, the researcher recorded 

all interviews after taking approval of interviewees. 

1.9 Secondary data 

This research is based on secondary data as well. The secondary data was available resources 

such as magazines, Global Innovation Index, yearly reports, Global Happiness Index, and yearly 

reports that are published by the World Government Summit which are held in the UAE every 

year.  

1.10 Ethical Issues 

To avoid any ethical issues in this research, the researcher obtained a permission letter from the 

MOI to explain to the participants the purpose of the research and the importance of the research 

to enhance happiness and well-being in the UAE through delivering effective public services. 

In addition, the researcher also explained to the participants their right to accept or reject the 

interviews at any time. Finally, the researcher provides a consent letter for participants to be 

signed.  
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CHAPTER 2:  LITERATURE REVIEW 
 

This chapter presents a summary of the research that has been done on subjects related to the 

concepts of the current thesis which are: co-production, happiness, and wellbeing. First, an 

overview of public service delivery is given. Then, a review of the literature of co-production is 

added, followed by happiness and wellbeing research with a review of literature related to the 

concepts such as effective factors on happiness and the benefits of co-production.   

The current thesis is based on the assumption that co-production can enhance levels of happiness 

and well-being by engaging citizens in service provision. Once the researcher tried to identify 

factors that clarified the contextual boundaries of existing theories in the area and established 

the significant role of co-production in enhancing levels of happiness and wellbeing, the thesis 

linked various approaches within the framework to extend existing theory, not just provide a 

summary of several aspects of two or more theories. Firstly, subjective well-being theory has 

been considered throughout history as one of the most important factors for humanity (Phelps, 

2009). Subjective wellbeing proposals have been developed in connection with happiness 

economics. Additionally, subjective well-being theory is linked to technological innovation and 

societal innovation, which serve as bases for policymaking. According to the 2015 World 

Happiness Report, societal innovation is becoming increasingly important in policymaking.So, 

it was important for the researcher to understand the link between innovation and co-production. 

Secondly, according to Seligman's theory of authentic happiness, one of the three most 

important aspects of happiness is being involved in meaningful activities, in addition to having 

meaningful work, and experiencing positive emotions (Seligman, 2013). The theory was 

developed into the PERMA model of wellbeing. PERMA stands for positive emotion, 

engagement, relationships, meaning, and accomplishments. This research is more related to co-
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production, happiness, and well-being, acknowledging that many theories are conceptually 

related and in part overlap.  

2.1 Public Services Delivery 

Public services delivery is a core business of governmental organizations which provides basic 

services such as education, health, security, and infrastructure and so on.  Services are typically 

delivered, either directly through the public sector departments, or by third parties (Osborne, 

2016). Worldwide governments sought to find a new way to enhance public service delivery 

and to increase the efficiency and effectiveness of the government services. Governments 

recognized the role of applying some practices to enhance public service delivery in more 

effective ways, lowest cost, and higher quality of life and well-being (Hughes, 2003). One of 

these practices is engaging different stakeholders in the service delivery process to gain different 

views and appropriate information to improve public services. According to Fioroni et al.  

(2014) governments have to gather information about their citizens to identify their needs and 

their expectations to provide desired services with appropriate budgets.  In terms of government 

expenditure, Tung (2017) argued that the size of government spending has significant impacts 

on happiness and social well-being. Higher public spending for services and facilities results in 

higher living standards which means higher levels of happiness and wellbeing and vice versa. 

Study of public services delivery can be considered through the main models of public 

administration namely: old public administration (PA), new public management (NPM), and 

new governance model. The traditional public administration is grounded on hierarchy, 

bureaucracy, control, and well-defined rules. In this model, the line of control is straight, which 

means that politicians work as controllers and are responsible for making choices, while public 

servants merely implement political mandates. Hartley (2005) concerns the population in this 
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model as ‘fairly homogenous’. Alfred (2009) further described the participants (clients) in this 

model as passive while the public organizations are the active participants in the relationship. 

The New Public Management (NPM) is the reformed model of the old public administration. 

According to Ferlie and Andresani (2006), new public management model promotes the idea 

that the government should function more like a company and should be managed as such. NPM 

model focuses on performance and contracting in and out of services, while viewing the 

population as consumers of public services rather than as clients (Hood, 1995). In this model, 

the politicians’ role is mainly study where public servants move from being purely professional 

bureaucrats to becoming professional managers. As this model is customer-centered, consumers 

are able to exercise choice and exit from any particular provider if their needs are not fully 

satisfied. Thus, the public servants are supposed to find the most suitable arrangements for 

public service delivery through open competitions between public organizations (contracting 

in), and public, private and non-profit organizations (contracting out). 

Hughes (2003) labeled the third model as New Public Governance Model (NPG) which 

emphasizes the relationships between the population, public servants, and other actors. The 

organizational landscape of this model is characterized by networks, inter-organizational 

relationships and multifactor policymaking. Bovaird (2012) described the public servants’ role 

as directors and mediators where they primarily adopt holistic strategic thinking and a strategic 

shaping approach in making things happen. The population then acts as co-producer endowed 

with knowledge, resources, assets, and capabilities towards creation of more public value. 

2.2 Co-production 

Co-production is a method that can be used in collaboration between service providers and 

service users to enhance public service delivery through appreciated information as resources 



 

18 

  

and guidance to provide effective public services for the users which is finally reflected on their 

happiness and well-being. According to Amann and Sleigh (2021)   involving the citizens in the 

co-production of research to inform public service delivery can help to ensure the 

appropriateness of services. People have ‘assets’ such as knowledge and skills. Their 

experiences, characteristics, family, associates and communities are also considered as assets. 

These assets are recognized by co-production which are beneficial in the people's happiness and 

well-being. The individual person itself, is both the beginning and the ending of co-production. 

Von Hippel, (2007) emphasized that in the co-production process, the individual is the heart of 

any given service, thus the individual is directly considered from the creation and 

commissioning of that service through its design and delivery, until the assessment. For 

example, if the parents are willing to build a new house, all the family members are happy about 

the new house. However, they will be happier than usual if the designer co-produce with them 

how they want to design their rooms, what size they really need, and what other facilities they 

use. Thus, co-production will bring an innovative idea for the designer and will lead to higher 

levels of happiness and wellbeing for whole family members.  

According to Klijn (2008), public value can be enhanced by cooperative actions between 

citizens and service providers. The cooperative actions or collaborative processes are 

implemented to assure better outcomes for the beneficiaries. For example, in the education field, 

the outcomes of the learning considered are not only the quality of teaching but also the 

requirements and attitudes of the students. If students are not willing to attend the classes, or not 

willing to do their homework, the outcomes of the learning will be limited. Another example 

can be given from the health sector, if the patient doesn't describe his situation confidentially, 

the doctor will not be able to prescribe medicine for him.    
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Eriksson and Hellstrom (2020) highlighted in their discussion the significance of resource 

integration in public management. It is a service approach rarely explored, but it plays a huge 

role in public administration and management. In resource integration, the actors and the kind 

of resources they carry, or deliver are identified.  Also, it is in contrast with the private sectors’ 

dual goal of profit and customer satisfaction. The main approach of resource integration is 

collaborative through maximizing the usage of common resources to address public interests. 

This can be narrated and explained from two action research cases about cancer care. The public, 

private and third-sector organizations and citizens are the resource-integrating actors.  They are 

integrated or interconnected as they are a part of an inter-organizational collaboration and co-

production. The first research case is a two-year project where the first author is the lead 

researcher and the second author has the distant advisory role. The aim of the research was to 

identify the main reasons, or barriers in a cancer screening programme for female immigrants, 

and to boost awareness of the cancer prevention services. The research expounds on how the 

actors from within and outside healthcare integrate their contributions and roles in the awareness 

of cancer prevention in the multicultural setting. 

The second research case consists of the first author playing the evaluative role in the early stage 

of the project and the second author acting as the lead researcher. The aim of this research case 

was to determine the needs of the people affected by cancer and to create a new service to 

enhance the welfare system. Resources from varying sectors were taken into account to create 

a logical and reachable set of action plans. Resource integration is valuable in public 

management. While there may be some challenges that may come out in the process, increased 

awareness and knowledge of it in welfare and public administration services is a huge help in 

enhancing citizen/user experience.  
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The importance of collaborations for public leadership was highlighted by Crosby and Bryson 

(2010), when they presented integrative public leadership as a framework aiming to clarify the 

value of collaborative action for the leaders in the public sector. The framework illustrates the 

role of collaborations in enhancing leadership in the public sector.  Crosby and Bryson (2010) 

defined integrative leadership as “bringing diverse groups and organizations together in semi-

permanent ways – and typically across sector boundaries – to remedy complex public problems 

and achieve the common good” (p. 211). They identified the need of the leaders for co-

production as a tool to deal with a number of challenges that public leadership faced. Integrative 

leadership is a relatively new way for leaders in the public sector to think about how they can 

use management systems to improve performance. 

2.2.1 Definition of Co-production 

Co-production has been defined widely in the literature. According to Bovaird (2007) co-

production is “the provision of services through regular, long-term relationships between 

professionalized service providers (in any sector) and service users or other members of the 

community, where all parties make substantial resource contributions’’(p.847). Furthermore, 

Hunter and Ritchie (2007) defined co-production as an approach to partnership between users 

and providers of services. 

Alford (2009) reiterates that co-production is a matter of viewing the consumers as active 

participants in the co-production relationship where in any attempt, clients or consumers have 

to act in certain ways during and after delivery for the service policy objectives are achieved. 

He further noted that the desired outcome cannot be achieved unless with real participations 

with the citizens. Thus clients do play an active role in constituting the interaction and its effects. 

So, co-production is a basket of information and knowledge from citizens' views to enhance 
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their quality of life, happiness, and well-being.  Osborne et al. (2016) defined co-production as 

the “voluntary or involuntary involvement of public service users in any of the design, 

management, delivery and/or evaluation of public services” (p.641). 

According to Parks (1978), co-production originated in the early 1970s and it refers to the 

significant role of citizens in shaping and influencing the form, delivery and value of public 

goods and services. At the time, citizens, or service users, were barely recognized for their 

contributions to the effectiveness of service delivery in different communities. Thus, academic 

studies were conducted, one of which led to the creation of time banks where citizens could 

trade hours of work for certain services. The outcome led to the importance of collaborative 

interventions among societal leaders and members (Alford & Freljer, 2018). 

The language of co-production expanded within public administration, education, theory and 

practice (Brudney & England, 1983). For example, in 1982, one section on Public 

Administration Education within the Charter of the American Society of Public Administration 

'' expressed “To develop approaches to public service education based on the concept of the 

learner as a co-producer of knowledge” (Adams, 1982). This fortifies the foundational idea that 

citizens exist to collaborate with public institutions for public service provisions. 

Academic interest in co-production has increased and decreased over time, but the concept is 

currently attracting more interest in public service administration and management. Vorberg, 

Bekkers, and Tummers (2015) encapsulated that such interest could be a reflection of the 

government’s desire to engage citizens in decision-making and an action to revitalize the spirit 

of volunteerism. It can also be perceived as a method to channel citizens’ efforts as resources in 

lieu of reduced public funding. 
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In the world of practice and within the academy, co-production and co-creation are key topics 

with global relevance. The need to determine the scope, dynamics and conceptual distinction 

between the two is crucial to investigate and analyze the changing nature of public 

administration, management, and governance, as well as the effects of these changes. on the 

happiness and well-being of citizens. 

Co-production and co-creation are just two of the various terms that seem to indicate 

synonymous practices, such as community development, collaborative governance, 

participation and civic engagement (Vorberg, Bekkers, &Tummers, 2015). To investigate the 

commonalities and differences between co-production and co-creation, Brandsen and Honingh 

(2018) have outlined three methods of understanding the relationship between the two terms. 

First, the two terms are approximately the same as both refer to any type of citizen input in 

public services. Second, co-production has a more specific meaning while co-creation 

encompasses all kinds of citizen inputs in services. Third, co-production and co-creation have 

distinct meanings, referring to different kinds of citizen input. 

In the context of public services, co-creation is a newer and more slippery term, while co-

production has a longer tradition (Brandsen & Honingh, 2018). Vorberg, Bekkers, and Tummers  

(2015) provided some clarity on the distinction between the two by reserving the term ‘co-

creation’ for engagement of citizens in the co-design or co-initiator level while co-production is 

considered as the involvement of citizens in the application phase of public services. 

 Brandsen and Honingh (2018) indicated that co-production and co-creation share a few 

commonalities. For one, they account for a direct part of the production process. Also, they both 
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refer to collaboration between citizens and service providers in public agencies. Finally, both 

terms indicate citizens’ active input in shaping services. 

Osborne and Strokosch (2013) have argued that, from a service-dominant approach, co-

production of public services is inherent or inevitable and it is possible for citizens to design 

services with different levels or degrees of active input. To elaborate on this further, one 

example is the case of designing lessons in a high school class. A teacher can actively engage 

students in designing lessons, or it can just be a one-way learning street where pupils will just 

sit back and listen, or the teacher will prepare some questions and exercises to generate 

interaction. Another possibility in the situation is when the students participate in representative 

councils and discuss with staff and managers at the strategic level the general design of lessons. 

With these instances, the distinction between co-production and co-creation can be drawn. Co-

creation pertains to services or roles at a strategic level while co-production is generally 

associated with the services that citizens receive during the application stage of a production 

cycle and if they form the service during the advanced period. The variation in the extent to 

which a citizen provides input or engagement provides the basis for the distinction between co-

production and co-creation. 

Ranjan and Read (2014) adopted a conceptual framework that explains that co-production is a 

part of co-creation. As Figure (1) shows that they focus on two main ideas: co-

production and value-in-use. Co-production shows how involved the actor is and has three parts: 

interaction, equity and sharing knowledge. Value-in-use, on the other hand, refers to the types 

of experiences that are affected by cognitive, emotional, and behavioral characteristics. These 

experiences can be defined in three ways: experience, personalization, and relation.  
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FIGURE 1:  CO-CREATION PRACTICES AND DIMENSIONS (RANJAN & READ, 2014, P.23) 

 

Utilizing clearer definitions of co-production and co-creation contributes to a better 

understanding of the outcomes and dynamics of co-production. Brandsen and Helderman (2012) 

also provided the following illustrations of housing cooperatives to differentiate the two terms: 

Firstly, if the tenants collaborate actively in the design or maintenance of the house, then it is 

co-production. Secondly, if the tenants initiate or deliberate in a representative council to discuss 

issues on design or maintenance, it is co-creation. 

2.2.2 Emergence of Co-production 

As argued by Moore and Normann (1985), co-production has been an existing concept in the 

world of service management. Apparently, in terms of services, the client exists as a consumer 

at the onset of the process, then he becomes an integral part of the delivery system. In the recent 

years, the private and the public sectors have started showing greater interest in the concept 
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which are clearly manifested in their desire of exploring the potential involvement of both the 

service users and the communities in the service system. In the 1970s, Elinor Ostrom and her 

colleagues at Indiana University in the United States of America (USA), discussed co-

production within the context of academic discourse. They conducted research to understand the 

reasons of the increasing of the crimes in the state community.  The findings of the study show 

that the deductive team in the police department was unable to deduct some crimes without 

the active participation of the community members. The discussion explained the increase of 

the rate of crime in Chicago when the engagement of police officers with community members 

was reduced because of the transformation of the system from moving on foot in neighborhoods, 

to using patrols vehicles around neighborhoods. Elinor Ostrom and her colleagues argued that 

the police need communities as much as communities need police, and they recognized the 

difficulties of delivering effective public services without effective co-production with the 

communities (Brandsen & Pestoff, 2006).  

 Academically, co-production was discussed by the staff of Indiana University in the USA led 

by Elinor Ostrom in the 1970s. After studying police services in the state. The study revealed 

that the police department was unable to deduct some crimes without active participation which 

means it cannot provide a better direct service to the communities. The discussion explained the 

increase of the rate of crime in Chicago when the police officers moved from foot patrols into 

car patrols, and they argued that the police need communities as much as communities need 

police. They recognized the difficulties of delivering effective services without co-production 

with the communities (Brandsen & Pestoff, 2006). 

about:blank
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2.2.3 How is co-production work? 

Co-production has been introduced as a tool for promoting public service delivery by 

collaborating with different stakeholders of services. Bovaird (2012) emphasized that public 

service delivery transferred from the traditional way to a new collaborative process that can 

enhance public service delivery. Indeed, the challenges of globalization and its effects stressed 

governments to find proper methods and appreciated frameworks to enhance public services 

delivery and with higher levels of happiness and wellbeing. Bovaird and Loeffler (2012) argued 

that the core principles of co-production are customers as innovators, customers as a success 

factor, customers as resources, customers as asset-holders, and customers as community-

developers. As the term implies, co-production is a collaborative process between diverse 

stakeholders. 

As Bovaird (2012) pointed out, better outcomes of the co-production can be achieved so long 

as the process covers all aspects such as planning, designing of the process, commissioning, 

empowering, managing of the processes, delivering of outcomes, monitoring and evaluation of 

the outcomes in a collaborative manner. The literature finds that participation of citizens with 

governments depends on a specific problem and is limited in time and academic reviews on the 

mechanisms of co-production highlight less significant issues such as power and representation. 

Also, patterns of participation to indicate social inclusion (or to find out social inequalities) were 

not prominently discussed in most research studies (Brandsen & Honingh, 2018). 

Management or leadership of co-production activities should demonstrate the participation or 

involvement of many stakeholders working on the same issue despite having different 

backgrounds and positions. Yet, this area is rarely seen in studies regarding leadership in co-

production initiatives. (Bussu &Tullia Galanti, 2018). 
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In one recent study in the UK on co-production initiatives, some of the challenges that were 

raised included clarifying goals and setting the main priorities of co-production, encouraging 

communication and public accountability, and promoting greater inclusion of disadvantaged or 

vulnerable groups. The review indicated that leadership or management of co-production 

requires several practices and applications over time and a facilitative leadership style. (Bussu 

&Tullia Galanti, 2018). 

Chen (1990) refers to the generic co-production programme theory (Figure 2) which is a 

hypothesis of how interventions can contribute to generate an outcome. The generic programme 

theory represents a framework that can help in defining, organizing, and evaluating co-

production initiatives. 

 

FIGURE 2: GENERIC PROGRAMME THEORY FOR CO-PRODUCTION. (CHEN, 1990.P.281) 

 

2.2.4 Factors of co-production 

The literature discussed some elements for co-production. According to McColl-Kennedy and 

Payne (2016) co-production elements are equity, knowledge sharing, and interaction. To 
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achieve the elements of co-production, there are several tools within organizations that can 

support these elements such as leadership, skilled employees, technology, and motivation.  

Crosby and Bryson (2010) defined integrative leadership as “bringing diverse groups and 

organizations together in semi-permanent ways – and typically across sector boundaries – to 

remedy complex public problems and achieve the common good” (p. 211). In addition, skilled 

employees are the heart of a successful organization. Co-production requires that employees 

have to have specific skills to make co-production successful. Erragcha and Zaiem (2012) 

identified trust-building, negotiation, resource finding, and facilitation and conflict management 

as basic skills to co-produce effectively with citizens. Employees are expected to possess the 

required skills and knowledge to enhance the co-production process and its outcomes (Chen, 

Tsou & Ching, 2011). 

A new wave of technology methods for co-production practices has been visible across the 

world. Modern ICT (information and communication technologies) is expected to modify the 

way citizens engage or provide input for public services (Noveck, 2015; Clark, Brudney, & 

Jang, 2013; Linders, 2012). One great example is in Mexico City where the citizens are able to 

co-produce the city’s first ever public transportation map within just two weeks by sharing their 

travel data through a mobile app (OECD, 2017). In Oxford, UK, citizens were able to launch a 

flood detection network using the Internet of things and real-time monitoring. 

There is no doubt that the advancement of technology opens the way for a wide variety of new 

approaches to collaborative efforts as well as new avenues for the exchange of experiences. 

Technology can recognize topics more effectively which means that technologies can empower 

organizations and individuals. Moreover, it can considerably increase the opportunities for more 

personalized and demand-driven public services (Noveck, 2015). For instance, several cities 
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have developed new online engagement tools in order to collect comments and suggestions from 

citizens in an electronic way (this can be simply engagement but can also involve co-production 

elements). There are many other emerging technologies in this grouping that have received less 

attention but are becoming central to the ways in which citizens engage with the delivery of 

public services. One such technology is block chain, which enables peer-to-peer service 

delivery. In addition, there are many other emerging technologies in this grouping that have 

received less attention (OECD, 2018). Furthermore, the spread of Wi-Fi networks and smart 

personal devices have penetrated society ensuring constant connectivity, portability and 

computing power. This also allows interactions between the state and the citizen – and thus co-

production to overcome geographical, temporal and organizational barriers. In addition, 

processing capacity, like sensing technologies, can enhance individual motivation by creating a 

more personalized evidence basis for co-production at the individual level, incentives for 

citizens to get involved, for example, in attempts to crowd source solutions for public sector 

challenges (Noveck, 2015). 

With many case studies around technology and co-production, the utilization of digital solutions 

in co-production can considerably empower citizens since technologies enable shared 

responsibilities and sovereignty (Noveck, 2015). Additionally, communication technology have 

made it easier to pool the contributions of a much larger number of persons and have opened up 

new areas for the sharing of resources. Using a variety of online platforms for crowdsourcing, 

governments have been able to tap into the collective knowledge of the crowds by methodically 

collecting ideas, opinions, solutions, and data from citizens and service users (Noveck, 2015). 

Motivation is an essential element that should be considered in the co-production process. The 

literature has discussed that effective co-production required factors includes clarity of the task 
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or role, ability, and motivation. Van Eijk and Steen (2016) defined three factors that can 

motivate citizens to engage in the co-production process as figure (3): (1) understanding the role 

of the co-production in enhancing public service delivery, (2) individual characteristics in terms 

of socioeconomic and social connectedness, and (3) self-interested and community focused 

motivations. They introduced a theoretical model to explain citizens’ motivations to take part in 

co-production. The first step in the model is the salience of an issue, which means how citizens 

see the importance of the topic to be considered. The salience could be ‘Personal salience’ or 

‘Social salience’. The Personal salience depends on how the service affects participants 

individually, their families, or their friends (Pestoff, 2012). While the ’Social salience’ is how 

participation will affect the communities around participants. 

 

FIGURE 3: THEORETICAL MODEL TO EXPLAIN CITIZENS’ MOTIVATIONS TO TAKE PART IN CO-PRODUCTION 

(VAN EIJK AND STEEN, 2016, P.30). 
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Alford (2002) states different types of self-centered incentives to motivate participation of 

people in co-production process: material incentives (money, goods or services), solidary 

incentives (being group membership, or building relationships), expressive incentives (feeling 

satisfied on his contribution in solving real problem or adding value), and intrinsic rewards 

(enhancing feeling of competence). However, the self-centered incentives have been critiqued 

as impure altruism: while citizens gain personal rewards. However, Pestoff (2012) argued that 

the self-centered motivations should not be perceived negatively because co-production is not 

limited to the direct beneficiaries, there are other categories within communities that can benefit 

from co-production such as; friends, neighbors, family members, or relatives. In addition, self-

interest can include common goals that are impossible for unorganized individuals to achieve 

(Pestoff, 2012).  

2.2.5 Benefits of co-production 

There is no doubt that different stakeholders have different views which can generate more ideas 

and add more value for organizations.  Researchers in the field argued that “Effective public 

service provision depends on an active involvement by the recipient of these services” (Witte & 

Geys, 2011, p.320). Co-production is a method to enhance the relationships between societies 

and governments through responding to their needs and their requirements (Bovaird, 2012). Co-

production plays a main role in enhancing public service delivery and benefits service providers 

and citizens. It is a way for citizens to take a part in designing and delivering services effectively. 

Co-production has advantages for citizens because it locates them more centrally in the process 

of service provision. Bovaird (2012) argued that co-production can provide a wide range of 

choices that rely on users’ needs and their experiences.  
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Lowndess and Sullivan (2004) argued many managerial practices that can be enhanced by co-

production such as community development, citizen participation, communication strategies, 

user involvement in decision-making, generating evidence and knowledge, citizen 

empowerment, and driven innovation in public services. In addition, co-production can 

minimize the cost of service provision by responding to the real needs of clients (Auh et al. 

2007). On-traditional forms of co-production challenge the existing service paradigm and the 

outcome is user-led innovation. (Sorrentino, Sicilia, & Howlett, 2018). Moreover, Mitlin (2008) 

based her research in the low-income region of Southern India and finds that co-production does 

not only produce immediate benefits to service delivery but that it also achieves a broader set of 

political objectives. Mitlin (2008) further finds that co-production is attractive as it strengthens 

organizations and their understanding of the required practices to address citizen’s needs. It is 

argued by Mitlin (2008) that as a result of this direct engagement, both organizations and citizens 

are better equipped to campaign for changes due to their understanding of service delivery 

covering multiple levels. Co-production is found by Mitlin (2008) to help address both material 

and political needs and in addition the self-worth to participants who become aware of their 

contribution to outcomes. Therefore, co-production is proven to build upon itself once 

participants become familiar with the process and achieve tangible results.  

Rasheed, Abu Bakar, and Abdul Rahman (2018) argued that one of participatory democracy is 

defined as one in which the people are engaged, interested, and capable, and in which they 

participate through voluntary associations and eventually gain understanding about diverse 

groups in society through conversation and civic actions. The civic participation fostered 

through social connections among individuals develops across different parts of society, which 
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is beneficial to the sufficient democratic life of any citizen, regardless of their ethnic, religious, 

or social background. 

Soares da Silva, Lummina, and Elisabete (2018) argued that the successes co-production 

between citizens and government can lead to more sustainable and resilient places, new 

practices of social innovation, citizens’ empowerment, a new role for government to build trust 

in institutions, and an improvement of the quality of life. They created a conceptual model of 

citizen initiatives and their role in shaping sustainable places as figure four below. 

 

 

FIGURE 4: CONCEPTUAL MODEL OF CITIZEN INITIATIVES AND THEIR ROLE IN SHAPING SUSTAINABLE PLACES 

(SOARES DA SILVA, LUMMINA, AND ELISABETE, 2018, P.9) 
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2.2.5.1 Enhancing sustainability 

Current literature in the co-production field emphasizes that co-production plays a major role in 

sustainable development. Thus, it has to be understood that the main goal of co-production is 

not solely focused on knowledge or acting with different stakeholders, but sustainable public 

services (Millar & Wyborn, 2018). The active participation between stakeholders can shape an 

important strategy for any organization to attain sustainability via collaborative co-production 

processes. Dilling and Lemos (2011) produced research for the climate science community and 

found that what the producers of scientific information produced must be applicable and usable 

by the end users in practice. It is argued by Dilling and Lemos (2011) that research absent end 

user input may not be applicable to solving problems or sustainable services. 

2.2.5.2 Enhancing innovation 

In addition, the current research in the field indicates that co-production can positively enhance 

innovation processes within either organizations or societies. The collaborative action between 

clients and organizations by combining the participant’s range of skills, experiences, and talents 

can bring innovative ideas which are vital in enhancing public service’s delivery. This occurs 

by generating new services and exchanging experiences between service users and service 

providers (Spohrer & Maglio 2008). Chen, Tsou, and Ching (2011) further added that greater 

engagement of stakeholders in innovation brings about greater results of co-production. 

Going through related literature on innovation, there is a realization that the concept is a floating 

one. In most cases though, innovation is associated with change towards new approaches that 

change the nations. To deal with the fast changing pace that happens over the world today, the 

most important component of most organizations is innovation. Each day innovators create new 

ideas, products and methods. These new creations are a service or product of rapidly evolving 
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technology, shorter product or service cycles and a higher rate of new product or service 

improvement. Innovation growth and complexity though is dictated by the amount of knowledge 

available to organizations. Thus, this bank of knowledge in any organization needs to be 

recognized and managed towards successful innovation. Moreover, according to the Global 

Innovation Index (2015), innovation is an implementation of a new or significantly improved 

product (goods or service), a new process, a new marketing approach, or a new organizational 

system in the operations of a business, the organization of a workplace, or interactions with the 

outside world. It is always connected with newness and change, the consequence of an iterative 

process of interaction between individuals, organizations, and systems (environment) to find the 

direction to generate new things or outcomes that have the potential to transform businesses and 

markets. Hayward (1984) defines innovation as a practice, idea, or thing that is perceived as 

new by an individual or another unit of implementation. In other words, Innovation is “an idea, 

practice, or object that is perceived as new by an individual or other unit of adoption” (Sahal, 

2010, p. 41). Also, Innovation is “the process of equipping in new, improved capabilities or 

increased utility” (Gunday et al. 2011, p.662). Additionally, Hartley (2005) simply defined 

innovation by associating it with invention. As asserted, invention is the creation of an idea for 

a new product or process. As the new product or process is introduced or implemented, 

innovation comes into place. Apfeldorf (2018) further stated that invention and innovation are 

closely linked. He views innovation as a result of a long process involving interrelated 

inventions and innovations. 

According to Woiceshyn and Eriksson (2014) an intro to new products and processes that 

facilitates people’s prosperity and well-being which in turn becomes one of the main drivers of 

economic growth. Moreover, Woiceshyn and Erikson (2014) add that innovation is the 
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successful introduction into an applied situation of means or ends that are new to a certain 

situation. This further suggests that innovation is dependent on the ability of the organization to 

adopt and emphasize programs that depart from traditional behavior. 

 

As to the question as to whether innovation is acceptable to all the entities of the community, 

one major aspect should be taken into consideration. Reality indicates that not all consumers are 

open to innovation. One example is innovation on the aspects of nuclear energy, genetically 

modified food, cloning, water chlorination, etc. would hamper SWB when consumers are not 

able to adapt with the changes. Thus, it is suggested that to minimize risks of innovation, a 

strategic marketing plan needs to be implemented. The consumers’ feedback with the marketing 

process shall shed light as to whether the consumers perceive innovation as positive or negative. 

Dolan (2008) and Diener (2009) pointed out that the innovation-SWB models should be 

grounded on diverse databases concerning studies of such relationships. There are various 

aspects of SWB impacts on innovations to be explored such as the significance of procedural 

utility vs. outcome utility. The role of relative income and status effects or any other trade-offs 

involved in the process need to be considered as well. In addition, Swan (2009) proposed that 

future government policy towards innovation shall be altered due to its complex impact on 

economics in terms of productivity and profitability. It is highly encouraged that government 

policymakers consider public feedback on the role of innovation-SWB nexus on Economics. 

The concept of innovation is almost viewed similarly by researchers. However, a number of 

literature views innovation in the private sector different from innovation in the public sector.  

  

Potts (2009) discussed that the private organizations run on the price mechanism and profits, 

while the public organizations seek to provide equality services for communities. Hartley (2005) 
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emphasized that the primary objective of innovation in the public sector is to increase public 

value in the efficiency, quality, and fitness for the purpose of public services. While in the 

private sector, innovation means competitiveness in new markets. However, a number of 

researchers concluded that innovation per se is a “neutral concept as it can happen as much in 

governments as in the private sector” (Saravanan & Shreedhar, 2011, p.156).  

 

Public service innovation is required to maximize public value and government spending 

especially with the rapid changes and challenges. The new demands of citizens and businesses 

emphasized that the public sector needs innovation to sustain its success and maintain its 

efficiency and effectiveness. Mulgan and Albury (2003) argue that successful innovation helps 

governments to deliver their services effectively with assurance of more satisfaction of their 

customers.  They proposed that through innovation, public employees can perform smarter with 

better outcomes such as solving problems, using resources and technologies. Furthermore, 

Albury (2010) argues that the   proponents of innovation in the public sector are more negative 

than the private sector.  This is because of the nature of the reluctant politicians in supporting 

innovation. In addition, Mulgan and Albury (2003) mentioned some factors that can negatively 

affect innovation in the public sector. These factors are bureaucracy, the lack of competition, 

and the level of risk in public organizations.  

 

Economists place a high value on the relationship between innovation and the knowledge 

economy in the pursuit of a long-term economic model. According to Mulgan (2006) service 

innovation (SI) is one of the key answers to achieve sustainable socio-economic development. 

Thus, it has become an important topic for both research and practice. In recent years, it has 

become clear that the global economy is shifting from a focus on goods and services to a focus 
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on solutions. It is also true amongst developed countries where a majority of national 

productivity comes from service products and activities. Thus, manufacturing firms are 

increasing their revenues by offering integrated solutions or integrative services a combination 

of both products and services (Araujo & spring, 2006).  In the European Union (EU), promotion 

of innovation is considered as a key part of the strategy. The EU views innovation as strong 

foundations of a sustainable, smart, and inclusive economy aside from technological 

development and high-quality research (Rodriguez Pose & Di Cataldo, 2015).  

 

 As emphasized, innovation is an important factor for enhancing economic progress and 

competitiveness. Thus, worldwide governments are putting innovation at the main component 

in their strategies. As a matter of fact, the Global Innovation Index has been a part of the global 

progress strategies since 2007 to help find metrics and approaches that help to capture and 

evolve innovations. According to Lambooy (2005) in the USA, a strong relationship between 

happiness and economic growth has been very evident, and creativity plays a major role in 

supporting countries’ competitiveness. 

 

Urban government innovation has also surfaced as part of economic growth. As defined by 

Franzel (2008), government innovation is a policy which has the quality of being new to the 

governmental community. Despite the diversity in process innovation, Woiceshyn and Erikson 

(2014) state that all boils down to one concept, that is organizations (such as firms, universities, 

research institutes, funding bodies) and institutions as important pieces of elements of 

innovation systems in any country. Over time, the definition of innovation has broadened. More 

research has been extended from research and development laboratories to published scientific 
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papers. It has been extended further to social innovations and business model innovations as 

well technical ones (The Global Innovation Index, 2017). 

2.2.5.3 Improving well-being (quality of life) 

The literature has proved that there is no doubt that participation in decision-making can lead to 

higher levels of outcomes including happiness and wellbeing for participants. Barker and Martin 

(2020) examined three areas to explore the relationship between participation in decision 

making and the role of these participations in happiness levels. Their study observed family, 

workplace, and politics. Barker and Martin (2020) found that greater participation and shared 

actions can generate greater value for service delivery and increase the happiness and well-being 

of participants. The participants could be any actors that exist within communities including the 

government, citizens, families, communities, business, media, and entertainment. 

Corcoran, Marshall, and Walsh (2017) explored the psychological well-being benefits obtained 

by engaging in a real-life place making activity. It was hypothesized that involvement in co-

design workshops would be positively correlated with improvement in the facet of personal 

growth or psychological well-being. The workshops were held over a period of 6 weeks. In the 

beginning Corcoran, Marshall, and Walsh (2017) found participants to be under confident, with 

limited skill and exhibiting a lack of responsibility. Towards the end of the 6-week workshop 

participants were showing increased levels of confidence, sense of purpose, responsibility and 

ownership. The participants consisted of 11 females and 8 males, being they range from 

volunteers with disadvantaged backgrounds working for social enterprises to residents of the 

surrounding community. The ages of the participants range anywhere from 21 to 70 years old, 

with 37.8 years serving as the median.  
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The place making workshops were structured to involve both an appraisal and design process 

with the format breaking the creative process into a number of components. The aim of this split 

process was to remove both barriers and inhibitors of discussion and idea formation. Workshop 

sessions worked sequentially whereby new information was added each week and reflections 

were made on previous sessions in order to build levels of active engagement. Participant’s skill 

levels were not a pre determinant of their participation 

Corcoran, R., Marshall, G. & Walsh (2017) found that co-design is both an optimistic and 

positive experience for participants. Co-design was found to engage thoughtfulness and support 

personal growth; therefore, co-design was argued to be good for participant’s psychological 

well-being and that the spread of the practice of co-design can build community wellbeing. 

Furthermore, from their research, Corcoran, R., Marshall, G. & Walsh (2017), concluded that 

co-design could grow social capital by way of supporting re-connection and also re-invigoration 

of residential areas in which co-design is implemented.  

2.2.5.4 Building trust 

Co-production is advocated as an effective method to involve citizens in the design, 

management, provision and implementation of numerous public services. While most 

discussions about co-production are framed around development of initiatives and recent trends 

in public service co-production, little empirical work is devoted to whether it fosters trust among 

users. Fledderus (2015) conducted a research study and the paper aimed to discuss this issue 

and to provide more insights on the conditions for building trust among users. Fledderus (2015) 

explored the assumption that co-production fosters public trust among users.  
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Co-production is ideally expected to lead both users and professional staff to understand and 

value the other’s interests; hence, affective trust becomes visible (Lewicki, Tomlinson, Gillespie 

2006). Also, Needham (2008) infers that co-production “can be a therapeutic tool as it builds 

communication and trust between participants.” With the NPG-type of arrangement, it has also 

involved the participation of third sector organizations (TSOs), platforms believed to encourage 

or foster voice and co-production. Fledderus (2015) built basic premises on the condition that 

co-production may have a positive effect on the relation between service staff and users, and 

that this, eventually, may lead to an increase in trust in local government and an increase in 

generalized trust (or users’ trust in other citizens). Ostrom (2000) inferred that when more users 

have trust in the public service provider or the government, the more likely that they will 

cooperate. With organizational support, coproduction is more likely to create trust when the 

users are supported sufficiently by the government and service provider (Hazenberg, Seddon, 

& Denny 2014; Renedo et al. 2014). 

The case of work corporations in the Netherlands establishes an opportunity to explore the 

relation between trust and co-production (Fledderus, 2015). Work corporations were launched 

in Dutch municipalities in 2011, and they are examples of a local activation policy where 

participants, mainly beneficiaries, were given an active role of partly running the organization 

and returning to the labor market eventually. As part of a qualitative study on the outcome of 

the policy, interviews were conducted with managers, policymakers and participants in the work 

corporations. 

The findings of the research indicated that the mechanisms or the way coproduction is organized 

and managed produce a significant outcome on whether there is an increase in trust when there 

is co-production. At the individual level, motivation is significant, and it is affected by the self- 
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and organizational recruitment process. At the organizational level, involvement of users in the 

design or initial stage and delivery or activation stage of co-production may have more positive 

impact on trust compared to co-production without co-design (Bovaird, 2007). Furthermore, 

commitment is one of the themes that emerged from the study. When management is perceived 

as horizontal and users can relate to other group members, commitment from users is especially 

strong. This type of commitment is significant for a positive outcome or experience in co-

production.  

One of the co-production outcomes is citizen empowerment, Empowerment as a process refers 

to “the development and implementation of mechanisms to enable individuals or groups to gain 

control, develop skills and test knowledge, and empowerment as an outcome refers to an 

affective state in which the individual or group feels that they have increased control, greater 

understanding and are involved and active” (Harrison and Waite, 2015, 503). According to 

Osborn and Strokosch (2013) co-production can empower processes in addition to the outcomes. 

Empowerment in co-production is related to “the ability of individual service users to control 

their experience of a public service and contribute to their own desired outcomes” (Osborne & 

Strokosch, 2013, S38).  

Needham (2008) indicates that collective co-production is more beneficial than individual co-

production, because they are more likely to generate greater ideas. However, the research on co-

production and empowerment suggests that most coproduction studies did not aim to assess 

outcomes, impacts, or benefits, but rather sought to identify drivers of co-production or create 

categories (Voorberg, Bekkers & Tummers, 2015). 
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2.2.6 Co-production in the UAE 

The UAE government has worked for over 20 years on developing the Government Excellence 

Model (GEM) which aims at advancing future orientation, innovation, disruptive thinking and 

delivering excellent and sustainable value for communities. The model was recognized by nine 

world-leading organizations to be an International Standard. These organizations are:  the 

European Organization for Quality (EOQ), the Asia-Pacific Quality Organization (APQO), the 

Australian Quality Organization (AOQ), and Juran world leaders in quality improvement, the 

European Foundation for Quality Management (EFQM), the International Academy for Quality 

(IAQ), the American Quality Association (ASQ), the Asian Network for Quality (ANQ), and 

the University of Miami. All of these organizations confirmed that the GEM is a pioneering 

model for the formation of future-oriented, excellence-based governments that prioritize 

transformation through innovation and development in government work to provide excellent 

services that can enhance the happiness and wellbeing of the community (www.gem.gov.ae).  

 

The government of the UAE has a goal to lead the nations by 2021. One of the supportive topics 

to reach this vision is service provision. The government of the UAE believes in the role of co-

production in enhancing public service delivery and promoting wellbeing. The government 

emphasized communication with public service users through different initiatives such as 

Government Experience Talk (GX), brainstorming sessions, and meeting with customers. All 

of these practices are methods to co-produce with different stakeholders of the UAE 

government.  

http://www.gem.gov.ae/
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2.2.7 Challenges of co-production 

A major challenge confronting the implementation of co-production has been the knowledge 

gaps or confusion over its definition and practice in different disciplines or sectors. Ewert and 

Evers (2020) distinguish that co-production occurs when individuals from various organizations 

contribute inputs to services such as by joining government agencies and non-governmental 

organizations in services production. Pestoff (2012) described co-production in general as any 

involvement of citizens in policymaking and public service delivery. Osborne and Strokosch 

(2013) looked into the co-side perspective and concluded co-production can be categorized as 

individuals and groups participating in public services.  

 

Recently, Bussu, and Tullia Galanti (2018) have figured out some of the challenges of co-

production included clarifying goals and setting the main priorities of co-production, 

encouraging communication and public accountability, and promoting greater inclusion of 

disadvantaged or vulnerable groups. Their review also indicated that leadership or management 

of co-production requires several practices and applications over time and a facilitative 

leadership style. 

2.3 Happiness  

The word happiness has been defined in the past from the Latin adjective, felicities, which meant 

fruitful, blessed, happy, and lucky. This cluster of words created a linguistic pattern that in the 

ancient times, people’s happiness could be attained through fortune or in the hands of God.  

Darrin (2009) stated that the pursuit of happiness is as old as history itself. From ancient times, 

various authors and disciplines defined happiness in diverse ways. Both Plato and Aristotle 
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agreed that happiness is essentially the essence to live a good life. Both had some contrasting 

interpretations on how to achieve happiness.  

Plato posited virtues as the requisite skills to attain happiness Aristotle’s theory on happiness 

identified it as a virtuous activity (Kraut, 2018). Living well includes doing something, not just 

being in a certain state or condition. It includes those lifelong activities that actualize the virtues 

of the rational part of the soul. He also indicated that in order to be happy, one must own 

something such as wealth, power, or friends.  

Happiness is an individuals’ “ultimate goal in life” and is not stable (Frey, 2008). Happiness is 

subjected to change over time, it also can be affected by many factors. In addition, happiness is 

objective well-being which can be increased by factors, such as a strong economy, good 

healthcare system and useful education practices.  

 

Many people believe that happiness is a key aspect in making their lives worthwhile 

and enhance the quality of their life. The literature on happiness argues that happiness is highly 

valued for people and governments worldwide. The classic philosophy of Bentham (1989) 

asserts that happiness is a concept that shapes importance for people and governments to create 

greater value for people during their lives. Recently, the concept has gained more interest either 

in research or in the practice field. The study of Frey and Gallus (2013) revealed that research 

on happiness started having great success by bringing new insights. This is a positive impact of 

governments being asked to apply those insights to maximize or raise the well-being of their 

people.   
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2.3.1 Definition of Happiness  

There is no specific definition of happiness. Many studies see happiness as a very wide concept.  

Researchers and philosophers have a different definition of happiness according to their varied 

views. The majority of them view happiness as a pleasant feeling, a favorable condition of 

lifestyle. The rest of them regard happiness as doing what is virtuous, morally right, and 

meaningful and true to one’s self. The philosopher Aristotle addressed that ‘happiness depends 

on ourselves’, he suggests that happiness can be affective and cognitive or subjective 

assessments of life satisfaction (Kurtz &Welch, 2016).  

 

Chiu et al. (2010), associated happiness with the state of being fortunate or being glad, cheerful, 

and content.  Moreover, Chin (2010) added that happiness could be either subjective, that is 

being happy means being glad or content. It could as well be objective if it is associated with a 

good measure of what is important in life (Fisher, 2010) deemed happiness as subjective well-

being that is assessed globally as a judgment of life satisfaction in specific domains like health 

education and work. Kraut (1979) defined happiness as “a psychological state and nothing more. 

It involves, among other things, the belief that one is getting the important things one wants, as 

well as certain pleasant effects that normally go along with this belief” (Kraut 1979, p.178). 

Moreover, Tkach and Lyubomirsky (2006) defined happiness as the experience of more frequent 

positive affective states than negative ones. The understanding of happiness has further evolved 

with the emergence of Positive Psychology, a new domain of psychology in 1998. Positive 

psychology has tremendously grown over the years, and it has helped create fresh concepts and 

interventions on newer topics such as the significance of mindfulness to well-being, and the role 

of social contagion on moral elation and happiness (William & Edward, 2009). 
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2.3.2 How can happiness be measured? 

The widespread use of the concept of ‘happiness’ and well-being leads to a question of how 

happiness and well0being might be measured. Being happy is integral for most people, and in 

most societies, happiness is a highly valued goal. Numerous metrics have been created over the 

years to measure happiness, well-being or quality of life. The idea of measuring, at least 

approximately, varied on several aspects or dimensions. Many government and public entities 

have also joined in creating and developing tools to measure happiness and well-being of its 

society.  Research studies, programs and projects on happiness have been developed, and these 

include World Happiness Report, Better Life Index, Organization for Economic Co-operation 

and Development (OECD), Gallup, and Well-being Indicators of the Office for National 

Statistics (UK). Colander (2007) discussed the Edgeworth’s Hedonimeter which was in the 

1880s, when the economics Edgeworth was moving away from the previous theories of value 

based on coat or labor to a new concept related to greater focus and measurability of the value 

of foundations. Edgeworth conceived a hedonometer instrument perceived as an ideal tool to 

measure how happy people are (Colander, 2007). Edgeworth was a renowned political 

economist and philosopher who made significant contributions to the development of statistical 

methods in the 1880s (Colander, 2007). Other investigators may have not relied on the precision 

of this device since there might be more variables or aspects of human life and society that need 

to be taken into account. Similarly, depression may not be interpreted precisely in a single 

method, yet there are numerous measures of depression that exist (Colander, 2007). 

Most recent studies utilize self-report questionnaires to measure happiness. According to Pavot, 

et.al. (1990) plausible questionnaires routinely evaluate an individual’s overall subjective well-

being by asking questions to capture information about how cheerful, satisfied or anxious people 
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are, and thus give us an idea about their happiness. Other self-report measures, even the simplest 

one, correlate happiness to relevant variables such as smiling, health longevity, physiological 

measures, etc… (Pavot, et.al.1990). 

Significantly, numerous scientific researchers at the micro level tend to determine patterns 

across different groups of a society. Pavot, et.al. (1990) stated that identifying and categorizing 

groups such as newlyweds and widows, and determining if the latter is less happy, is assessing 

happiness at a micro or individual level. While readings from thermometers could provide us 

with a conclusion, for instance, that one US state is colder than another, there is significant 

limitation with the validity of the assessment results in comparing which groups of people tend 

to be happier. Self-reports of happiness could be right or wrong, if everyone or majority of a 

group is unhappy but claims to be happy (Donald et.al. 2005). Similarly, one US state could be 

easily concluded as colder than the other if bad thermometers would be giving incorrect 

temperatures. 

Two significant morals are to be drawn out from these reflections. First, utilizing self-report 

measures could be reliable guides to relative happiness. They could tell us that people are happy, 

but not so much about how happy they are. We may also determine which group of people is 

happier, but not whether this group of people is in fact happy. Second, comparative analyses of 

relative happiness tend to be unreliable or inaccurate if the groups being compared respond to 

questionnaires with prejudice or bias. This sentiment is quite apparent for studies on happiness 

through cross-cultural comparisons. Certain variables such as social norms undermine the 

results of comparative analysis from self-reports. The French might be less happy than the 

Americans based on a certain study, not because their lifestyles are less satisfying, but because 

they tend to picture situations in a realistic way (Sandvik et.al. 2009). For this reason, it is 
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recommended to utilize narrower questions that are less vulnerable to prejudice or cultural 

biasing. 

The stream of discussion has somehow given a reckoning that people might be incorrect about 

how happy they are. This may not be a reasonable argument, as many researchers also support 

those responses from self-report questionnaires about happiness can be right. According to 

Bendit (1974) if you think that you are happy, then you are happy. This argument may not be 

applicable on a hedonistic view or emotional state of happiness. Evaluations of happiness should 

take into account not just how a person is feeling at the moment but also the situations in the 

past that might create a deep impact on a person’s emotional state. Moreover, many have argued 

that what a person feels at the moment could also be just a temporary mood like anxiety or 

excitement or worry (Bendit, 1974). 

Most happiness studies revolve on life satisfaction judgments, and most people tend to respond 

as satisfied with their lives so long as they are given the opportunity to express their happiness 

in their current state. Self-reports of happiness are necessarily correct when people are given the 

opportunity to measure, analyze and conclude their well-being (Joseph & Lewis, 1998). 

Peterson, et.al. (2005) discussed that Life satisfaction theorists draw the line between happiness 

and life satisfaction. The latter involves more explicit and more specific analysis or judgments 

of different aspects or domains. Individual responses to questionnaires about particular things 

or domains (such as career, family, house, etc.) that they care about may pose hesitations to 

deem people as satisfied with their life in general (Peterson, et.al. 2005). Similarly, the standard 

and common practice of measuring happiness by simply asking people how happy they tend to 

be dependent on the people’s decision to interpret their happiness. With this, self-reports of 
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happiness controversially utilize a conceptual framework of life satisfaction for happiness, and 

the concept of whether people are happy are dependent on aspects or domains that they care 

about.  

In addition, Diener (2000) stated that another option to measure happiness is to let the 

participants decide the meaning of happiness and how they can be happy. Thus, some 

participants could draw from their emotions based on their current situation and may express 

“We are happy” because they are in a festive mood. Other groups may indicate “We are satisfied 

with our life in general.” This method may not be a helpful tool to measure the happiness of a 

society, since an ambiguous question will generate different responses. 

To utilize self-reports of happiness accurately and reliably, it is recommended to employ more 

specific terms other than happiness (Joseph & Lewis, 1998). Researchers need to prepare and 

make a decision if they need to measure the emotional state or hedonic state of participants, 

especially for cross-cultural groups. Suitable terms other than happiness need to be applied to 

different societies, although this task can be daunting when it still remains a matter of argument 

for some (Wierzbicka, 2004). 

Research studies on happiness, well-being and satisfaction can take many other forms. In 

“eudemonic” literature, it provides a wider range of indicators to be considered, measured and 

evaluated. These indicators constitute objective human needs such as autonomy, competence, 

personal growth, etc. Other forms of research studies on happiness and well-being may not be 

covered by “eudemonic” concept. For example, developing happiness measures by creating and 

adding questions about individuals’ activities and to what extent they find these activities as 

worthwhile or meaningful (White & Dolan, 2009). If they deem a community relations activity 
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as meaningful, then this is an indicator of happiness that the society or the leaders need to give 

utmost importance to. A significant issue to reflect on is how far researchers can include specific 

indicators to go beyond general and subjective well-being measures. 

The World Happiness Report was initiated in 2012, an annual publication published by the 

United Nations Sustainable Development Solutions Network, measures global happiness and 

ranks countries according to their level of happiness. It further displays the state, the causes, and 

the implications of happiness. The Gallup World Poll and the World Values Happiness are the 

two major sources of the report. The report is edited yearly. In the 2017 report, happiness and 

work analysis were included (http://www.worldhapiness.report). Both Gallup World Poll and 

World Values Happiness are general means of measuring happiness. 

 

Many organizations around the world have used some other means to measure happiness. These 

are as follows: 

Job Satisfaction is one of the most widely measured bases of happiness. It is assessed by using 

tools such as the Minnesota Satisfaction Questionnaire (MSQ) (Weiss, 1967), the Job 

Descriptive Index (JDI), (Smith et al. 1969), and the Job in General Scale (JIG), (Ironson et al. 

1989) and the faces of job satisfaction (Kunin, 1955). The second most commonly measured as 

reported by Fisher (2010) is the Organizational Commitment. The Organizational Commitment 

Questionnaire (OCQ) includes three main parts: affective, continuance and normative. As stated 

by Meyer and Allen (1991), affective commitment is the one that specifically measures 

happiness at work. 

http://www.worldhapiness.report/
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Other measurements that concern happiness at work are as follows: Job Involvement 

Measurement (Lodahl & Kenjer, 1965), Engagement Measurement (Kahn, 1992), Job-Related 

Affective Well Being Scale (Van Katwyk et al. 2000).  

2.3.3 Happiness Factors 

The literature in the recent decades tried to conceptualize the factors that predict happiness. With 

this, several questions were created, and two different perspectives were shared. One perspective 

explains happiness as a product of hereditary traits. The other states that environmental factors 

such as education, active social participation, and economic status are significant. Thus, 

happiness is an emotion shaped through external and internal factors, and each of these factors 

weighs differently.  

What are the antecedents of happiness? In other words, what makes humans happy? According 

to the global happiness and wellbeing policy report (2019), there are three factors that led to the 

global interest of happiness and well-being.  Firstly, the recognition that economic growth alone 

is not enough to produce happiness. Secondly, happiness and wellbeing can be measured by the 

tools that have been developed for measurement including self-report surveys, behavioral 

instruments, and electro-encephalograms of the brain. The third factor is the introduction of 

public policies that can enhance happiness and wellbeing.  In addition, happiness factors have 

been mentioned variously in the literature. For instance, Chiu et al. (2010) counted that age, 

gender, income, education level, job satisfaction, health conditions, marriage, personal 

characteristics, intelligence, religious belief and life values are variables that can be the 

antecedents of happiness.   
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The concept of happiness gained more interest with a range of effective factors including health, 

income, employment, societies, political regimes, economic, and quality of public services. In 

addition, Dolan, Peasgood, and White (2008) summarized some effective factors on happiness 

such as; personal characteristics, social characteristics, political characteristics, economic 

characteristics, time spending, and relationships. In addition, Tkach and Lyubomirsky (2006) 

conducted their study among 500 undergraduate students, eight happiness-increasing strategies 

via factor analysis techniques were revealed. These are affiliation, mental control, partying, 

passive leisure, goal pursuit, active leisure, religion, and direct attempts at happiness. This 

finding is significant in the business world as a company that develops related services in 

accordance with happiness-increasing strategies, new opportunities shall be created.  

 

Frey and Gallus (2013) proposed that there is a statistically significant relationship between 

happiness and income at a certain point and in a given country. The paradox then emphasizes 

that in developed countries, higher income does not seem to translate into significantly higher 

levels of happiness over time. Easterlin (1974) asserts that on average, people in Japan, America, 

and Europe have gained high increases in their income and wealth over the past decades. 

Uchida and Oishi (2016) argued that cultural change also has an impact on how people feel 

happiness. Uchida and Oishi (2016) argued that the conflicts between traditional societies and 

modern societies are considered as a challenge to understand some behavior that have been 

transferred through globalization. With the transformation toward collaborative action with the 

governments and the significance of happiness and well-being, other factors such as innovation 

and co-production have to be taken into consideration. However, the scholarly literature on 

effective factors on happiness and well-being remains limited or confined to certain factors that 

can affect happiness and well-being such as wealth, health, and employment.  
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Gong and Yi (2018) investigated the applicability of a service quality model cross-nationally 

over five Asian countries, being Japan, Hong Kong, China, Singapore and South Korea. The 

research investigated whether a service quality model is able to be conceptualized in the same 

manner over the previously listed countries and findings from one country are comparable to 

another.  Furthermore, the research investigated whether service quality positively influences 

customer satisfaction leading to increased customer loyalty and happiness over the five studied 

countries. 

 

 

 

FIGURE 5: CONCEPTUAL FRAMEWORK OF SERVICE QUALITY AND ITS RELATIONSHIPS AMONG THE KEY 

CONSTRUCTS (GONG & YI, 2018, P.41) 

 

Gong and Yi (2018) state that customer happiness is firmly established as providing critical 

means for enhancing firm performance. Customer happiness is conceptualized as their 

perception of the extent that their quality of life and well-being is enhanced. The culmination of 

customers subjectively based evaluation of their particular current life circumstances, is 

reflected within their level of perceived happiness. This evaluation can take place over a series 

of service encounters that build perceptions and form the basis for customer’s satisfaction 
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evaluations. These evaluations then lead to customer reactions, with customer happiness being 

one. Furthermore, customer satisfaction built by concrete events is found to spill over to life 

domains, which in turn lead to customer happiness. The bottom-up theory of customer happiness 

is based on customer satisfaction from specific service encounters spilling upward to form part 

of the customer’s overall customer satisfaction. This customer satisfaction further spills upward 

to the most superior domain of life satisfaction including customer happiness.  

Customer loyalty, defined as the desire to maintain a relationship, is driven by the interactions 

with service staff members and is found to arouse positive emotions which in turn increase 

customer loyalty and positively influence customer happiness (Gong & Yi, 2018). It was found 

that connecting customers with friends and family through loyalty to the service provider 

increased customer’s interactions, sense of security and social connections and therefore 

happiness.  Gong and Yi (2018) contend that individuals have a need for belonging and 

interdependence, which can be fulfilled through customer loyalty. This loyalty promotes the 

development of affectionate bonds with services which are then argued to form a catalyst for 

customer happiness.  

The most influential factors affecting customer’s happiness, as researched by Gong and Yi 

(2018), differ between countries. In China, performance quality is the most important factor in 

determining happiness whereas in Hong Kong it is delivering quality, Japan environment 

quality, South Korea both delivery quality and performance quality is important and in 

Singapore service quality dimensions are important factors in determining happiness. Gong and 

Yi (2018) state that overall service quality positively influences customer satisfaction, which 

leads to increased customer loyalty and happiness. The statement of general patterns of 

structural relationships being valid over the five researched countries is found to be valid. The 
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paths followed in the above diagram were found to be not significantly different over the five 

countries researched. 

Gong and Yi (2018) conclude that the results of their research provide evidence that service 

performance, delivery and environment are determinants of overall service quality perceptions. 

Overall service quality perceptions, in turn, were identified as being a determinant of customer 

loyalty and happiness and customer loyalty was found as being a determinant of customer 

happiness. The results found that there is strong evidence of cross-country stability in the 

determinants of happiness. 

2.3.4 Sustainability through Happiness 

Based on the literature, well-being and happiness are significant components of sustainable 

community development, and there is a link between happiness and sustainability to improve 

community’ happiness. Compared with social equity, environmental protection, economic 

development or cultural competency, improving community-level happiness is evidently easier 

to achieve as people have the innate tendency of engaging themselves in the pursuit of personal 

happiness and that of others. When a community desires a certain level of happiness and well-

being, each community member engages themselves in a positive involvement towards the 

attainment of sustainable community development projects which is an outcome of taking 

happiness as a common language. 

In a 2000 working paper from the Belfer Center for Science and International Affairs at 

Harvard’s Kennedy School of Government, the concept of co-production was integrated and 

emphasized in Sustainability Science. (Kates et al. 2001). It gave significance to the processes 
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of co-production where stakeholders and co-scholars interact to identify queries, relevant 

evidence and solid forms of argument (Kates et al. 2000). 

The relevance of co-production in sustainability science further solidified in an NSF-funded 

research center focusing on the human aspects or dimensions of global environmental change. 

The project tackled scientific assessments in terms of co-production and the early research 

framework focused on the relations between users of scientific knowledge and scientists. 

Arising from cases of successful translation of science into actions for sustainability. 

Carlsen (2017) indicates that no one can imagine the future without concerning to happiness.  

He emphasized that everyone seeks to enhance his happiness and well-being, people are aware 

of how happiness and sustainability are related together. Cloutier and Pfeiffer (2015) introduced 

a framework named the Sustainability through Happiness Framework (STHF), the framework 

towards sustainable community development. STHF has five distinct stages namely, happiness 

visioning, participant engagement, profit inventory, systems planning and sustainability 

interventions. 

Stage 1: Happiness Visioning 

This stage occurs when the community's view of a bright future is taken into account. The focus 

of this phase is on seven distinct areas of contentment, including: work, community, family 

relationships, financial situation, friends, health, and personal freedom and personal values 

(Cooper & Layard, 2005). This stage is commonly done by conducting cooperative sessions 

with project partners such as including project staff, local organizations and government 

officials with the goal of identifying potential sustainability solutions that might expand 

opportunities for happiness within a local context. In this stage, the project staff, city planners, 
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local institutions, and community leaders are effectively involved. It is expected that at the end 

of this stage, visions for happiness are refined. 

 

Stage 2:  Participant Engagement 

This stage actively involves the community and citizens with the aim of taking the locals’ 

insights and feedback on the targeted objectives from the first stage (visioning stage). The 

sessions involve citizens, city planners, project staff, and local institutions. The main target of 

this stage is to ensure that sustainability solutions developed during the visioning stage are 

properly aligned with the citizen’ perceptions and priorities. 

 

Stage 3:  Profit Inventory 

This stage primarily assesses and collects profits contributing to the happiness visions of the 

project. Profits are the neighborhood characteristic that is significant in attaining the happiness 

of the citizens. In this stage, the task is conducted by the city planners, project staff, and the 

leaders within the community. In this stage, the purpose is to obtain relevant revenues that will 

serve as the basis for developing a systematic plan in stage 4. 

 

Stage 4: Systems Planning 

This stage primarily focuses on identifying subsystems within a sustainability project system 

and potential interventions contributing to happiness done by the same team in stage 3. The 

outcomes of this stage are more defined and manageable subsystems towards the planning of 

sustainability interventions to be conducted in stage 5. 

 

Stage 5: Sustainability Interventions 
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At this final stage, sustainability actions are identified in consonance with the community’s 

happiness visions within the subsystem of interest. The citizens are back in the collaborative 

sessions at this stage to ensure that happiness visioning on stage shall be accurately carried out. 

This stage is guided by happiness visioning, participant engagement and feedback, and the 

profits and systems planning framework. Project partners act as a guide of the residents through 

several iterations. The goal of which is to lead the residents in the ownership of the process 

through training. 

 

In 2015, research on alternative sustainable community development framework was conducted 

by Cloutier and Deirdre (2015). They said research focused primarily on improved opportunities 

for happiness which states that happiness is an individual characteristic where he is solely 

responsible for making happiness happen, not a mere perception at all. Further, happiness, as a 

community characteristic, is not influenced primarily by the individual but more so by 

community characteristics such as local cohesion and social connections. It is to be noted that 

both social bonds lie in both social and built environments. 

 

Cloutier and Deirde (2015) further noted the role of happiness in community development. The 

positivity amongst individuals in a community provides a common ground on a diverse 

environment be it in the aspect of gender, creeds, geographies or culture. Thus happiness offers 

a universal measure which is centered on the quality of life grounded on the framework related 

to community development which may lead to a sustainable future.  

 

The framework is an iterative approach to achieving sustainable community development 

termed as “the sustainability through happiness framework. The research’s framework, as 
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applied to a fast-growing neighborhood in the Southern United States, identified key stages 

which are happiness profit inventory, happiness visioning, systems planning and sustainability 

interventions and public participation. 

 

The first stage, happiness visioning, focuses on the improvement of seven happiness domains 

namely work, health, personal values, personal freedom, family relationships, financial 

situation, and community and friends. The goal of this stage was to determine potential 

sustainability solutions that may assist in the improvement of happiness opportunities within the 

local neighborhood and community. This was participated in by the project staff, the 

government officials and the local organizations where everyone took part in the visioning 

session where the project staff provided scholarly knowledge and prior experience while the rest 

shared local knowledge as to the acceptance and feasibility of the project. 

 

The second stage, participant engagement, focuses on ensuring that the sustainability solutions 

developed during the previous stage are clearly aligned with local perceptions and their unique 

priorities. This stage involved the engagement of locals in sustainable development projects. 

Meetings were conducted within the community participants where the discussions were 

centered on perceptions of local strengths, issues within the community, and provisions for 

potential solutions. This process is deemed necessary as each community has its distinct cultural 

context gained from the unique mix of personalities. 

 

The third stage, profit inventory, identifies the collection of neighborhood characteristics that 

would contribute to sustainability. These are holistically assessed for a systematic plan 
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development ensuring that an entity in the community such as a vacant land being utilized as a 

community garden contributes to the residents’ level of happiness. 

 

The fourth stage, systems planning, breaks the project down into manageable subsystems. These 

systems may be projects on incorporating energy, waste, water, and economic development. 

This stage ensures that the subsystems are interrelated towards meeting the residents’ visions 

and desires. 

 

The fifth and final stage, sustainability interventions, is a culmination of the first four stages 

which focuses on plans to increase the levels of community happiness. An example of which is 

the residents’ concern over littering and waste costs where the intervention could be a 

composting site in the neighborhood. This kind of intervention may eventually result in 

increased cost savings, health benefits, and social connections. 

 

The process is cyclical. Once completed for a particular community issue and/or concern, 

another project is considered following the same pattern where project partners provide 

guidance and training.  

 

Following is the illustration of the framework as applied by Cloudier and Deirdre (2015) in a 

predominantly Hispanic neighborhood settled in 1945 within a fast-growing region of the South-

western United States. Nearly half of the population lives below the poverty line despite 

infrastructure investments in the 1970s. This could be attributed to the detached households and 

the community’s isolation from current practices, being cut off by highways and water canals. 
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Thus, the situation posed challenges to sustainability mainly because of the culture of the 

inhabitants. 

The project was participated in by a university, city officials, and a number of non-profit 

organizations identified by potential skill sets necessary for the project’s goals.  The visioning 

stage was a holistic approach where an overview of the entire process was briefly considered 

involving all the participants in the projects. This stage highlighted each participant’s role in the 

project. The city officials and staff together with residents and local planners generated buy-in 

from the community and offered services. Skills and trades were provided by the non-profit 

organizations while the university shared expertise and support. Initial meetings were conducted 

to establish potential interventions in the community development subsystems that could 

contribute to the happiness domains of the neighborhood. Items discussed were provisions for 

community gardens to enhance food subsystem and health through community gardens which 

are viewed as a factor for connecting with nature and social cohesion building. It also 

highlighted possible beneficial effects of transportation improvements such as reduction of 

congestion and improved public transport services. The provisions would eventually lead to 

increased walkability, health levels, and work opportunities thus improving household financial 

situations. This initial stage revealed that the project team’s perceptions as to what may work 

best in the community are different from the important ones identified by the residents. This 

process sheds light on the succeeding stages. 

 

A number of community meetings between the project team and the residents were conducted 

for the second stage, participant engagement. Each meeting was highlighted with project 

updates, open forums, asking questions and feed backing, and small-group brainstorming. The 

activities served as a platform for the residents’ apprehensions which included waning trust in 
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larger institutions. The residents prioritized traffic calming, building connections with 

neighbors, and gardening. This stage further reiterated the importance of engaging first with the 

neighborhood organizations prior to carrying out projects as this establishes trust rather than 

directly engaging with residents. Cloutier and Deirdre (2015) then concluded that participant 

engagement built on trust in project leaders are contributory to the happiness factors leading to 

effective interventions. 

 

The third stage, profit inventory, focused on the development of primary and secondary 

happiness profits. Neighborhood happiness and satisfaction were named primary measures 

while secondary measures were specified to each subsystem. These measures were taken into 

consideration throughout the cycle. The fourth stage, systems planning which was considered 

as the penultimate stage, was accomplished by providing a workshop-based service-learning 

and studio course.  The workshops were conducted by university students from several majors 

where students were exposed to solving real-world problems and showcasing project expertise 

opportunities. The goal of which was to come up with sustainability interventions that could 

lead to increased levels of resident happiness. This was made possible by assigning the students 

to subsystems such as energy, water and transportation where they were given opportunities to 

explore interventions. 

2.4 Wellbeing  

The milestones on wellbeing as a significant value of public policies and social progress have 

increased. Concepts of well-being and happiness were acknowledged as a major factor in 

progress and sustainable development (Helliwell, Layard, & Sachs, 2016). Feeling good and 

living with purpose is imbedded in positive psychology which is focuses on what’s right with 
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people rather than what’s wrong with them. Well-being has two philosophical approaches which 

are: hedonic (“feeling good”) and eudemonia (“living with purpose”). The government's best 

investment in its citizens is to improve their well-being. When citizens feel that they are valued, 

that they enjoy a higher well-being, and that they are more involved, they will be effective in all 

aspects of their lives. 

2.4.1 Definition of wellbeing 

Although wellbeing is a well-known field of investigation, there has been less work done to 

precisely define it. Huppert (2009) defines well-being as a combination of feeling good and 

performing well; it includes the experience of positive emotions such as happiness and 

contentment as well as the development of personal potential, having some control over one's 

life, feeling a sense of purpose, and being involved in positive relationships. Shin and Johnson 

(1978) stated that wellbeing is “a global assessment of a person’s quality of life according to his 

own chosen criteria‛ (p. 478). This definition is still the norm used in most research.  

2.4.2 Dimensions of wellbeing 

The key dimensions according to Stiglitz, Fitoussi, and Sen (2010)   are material living standards 

(income, consumption and wealth, health, education, personal activities and work, political 

voice and governance, social connections and relationships, environment (present and future 

conditions); and, security, of an economic as well as physical nature. In addition, Huppert and 

So (2011) reflected ten dimensions of well-being which are competence, emotional stability, 

engagement, meaning, optimism, positive emotion, positive relationships, resilience, self-

esteem, and vitality. 
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2.4.3 Subjective Well-Being Theory (SWB) 

Subjective wellbeing has been considered throughout history as one of the most important 

factors for humanity (Phelps, 2009). In recent years, there have been a number of endeavors to 

develop SWB proposals in connection with Happiness Economics. A lot of considerations on 

SWB measures have been taken into account to further the importance of SWB in the field of 

innovation. However, a number of studies suggest that exploring the link between SWB and 

innovation is required so as to identify whether innovation causes SWB or the other way around. 

Thus, it is suggested that relevant factors have to be explored so as to gain a balanced perspective 

between SWB and innovation. Phelps (2009) pointed out that capitalism is not solely focused 

on its power to create wealth but to create engaging and rewarding work which is a result of 

innovation. This further emphasizes that innovation equates self-actualization and self-

discovery. 

Wright and Cropanzano (2000) developed field studies which showcased the positive 

correlation between job performance and levels of psychological well-being. The results of the 

field studies indicated that well-being contributed more strongly to positive performance than 

job satisfaction.  

Donald et.al. (2005) conducted a study of 16,000 employees and linked employee productivity 

to psychological well-being. Their research reports illustrated the potential relationships 

between employee engagement and well-being. 

A more robust measurement of happiness and well-being and its correlation with co-production 

needs to be developed to make it possible for societies to identify strengths and weaknesses. 

The aim is also to go beyond old or traditional single-item measures, which showcase only a 

small part or fraction of the full dimensions of happiness and well-being.  
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The European Social Survey (ESS) is a biannual survey of European countries, and its Round 3 

and Round 6 consisted of a supplementary well-being module. The module included many 

major aspects of well-being such as social, psychological, community, etc.  

 

As defined by Diener et al. (1999), Subjective Well-Being is an individual's cognitive and 

emotional self-evaluation. Subjective well-being is a multidimensional concept that involves an 

individual's self-assessment of both the various life-domains that are important to him and his 

life as a whole (Fabian, 2022). The United Nations World Happiness Survey (2015) debated 

that income is a predictor for happiness. However, this measure of well- being has been 

criticized in recent years by other researchers. They claim that focusing on income as a predictor 

of happiness is a narrow picture of human welfare and societal progress. 

It was discussed by Diener et al. (1999), two schools of thoughts dominate measures of subject 

well-being: subjective well-being research and the capability approach. Measures of subject 

well-being are conducted by asking individuals directly for their own assessment of their 

situation which makes it more attractive. The capability approach, on the other hand, provides 

a broader informational space to evaluate a person’s situation as it focuses not only on outcomes 

but also on action and a person’s substantive opportunities. 

Many types of research show that there are many factors that influence subjective well-being 

(SWB).  One of which is individual determinants such as self-esteem is optimism and the like. 

Socio-demographic factors such as age, gender, education, and marital status also affect one’s 

SWB (Keyes, Shmotkin & Ryff, 2002). Economic, situational, and institutional factors are also 

considered. The effects of all these domains vary.  

about:blank
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It is important to point out, however, that although SWB measures should not be used in place 

of income-based measures of economic performance, SWB measures have a greater influence 

on the evolution of societies. As viewed, the economic policy increases economic performance, 

but it also increases social isolation and decreases social capital. Thus, it is suggested that SWB 

measures could more comprehensively capture both positive income and social capital effect 

which makes it more possible in an SWB framework. More academic research on the matter is 

however suggested. 

SWB is as well linked to technological innovation and societal innovation which serves as bases 

for policymaking. The World Happiness Report (2015) revealed that societal innovation is more 

highlighted as significant into policymaking.  

In addition, O’Donnel and O’Brien (2000) suggest a number of key policy implications for some 

major policy areas. Apparently, the misery caused by long term unemployment is well-known, 

thus governments should endeavor to allot more resources to overcoming obstacles to returning 

people to work. Public spending on health should be shifted from health care to health 

prevention. Transport and education should be taken into consideration as well from an SWB 

approach to policy. 

The field of Psychology states that “subjective well-being” is a multidimensional concept: a 

combination of a cognitive judgment of satisfaction with life, one’s own experience as he is 

exposed to the frequent circumstances of both positive moods and emotions, so with the 

pessimistic ones.   It involves an evaluation of one’s life as a whole and the assessment of 

specific life domains characterized by the pleasantness of one’s experience. Individual 

assessment of one's own happiness (SWB) and satisfaction is affected by internal and external 
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factors.  That being said, SWB is indeed a general area of scientific interest as opposed to being 

regarded as a single specific interest construct.  

For example, Aristippus (435 - 356 BC), a former student of Socrates, suggested that the goal 

of life was to experience maximum pleasure. On the other hand, the Greek philosopher Aristotle 

(384–322 BC), who was a student of Plato and teacher of Alexander the Great, argued that true 

happiness was not to be found in pleasure or the pursuit thereof per see, but rather, was to be 

found in the realization of human potential. Consequently, for some, this has given rise to two 

great approaches to the concept of subjective well-being, that is, the Hedonic and the Eudemonic 

systems of interpretation (Keyes, Shmotkin & Ryff, 2002). 

In recent studies, certain aspects of happiness and life satisfaction measures have been found as 

reliable and related to more objective measures of well-being, such as those relating to brain 

activity, personality, blood pressure, positive emotions and the frequency of smiles for example. 

Consequently, some organizations who are interested in cross-national research, such as the 

World Value Survey and the European Quality of Life Survey for example, use both single item 

measures of life satisfaction; and that of happiness in order to assess the Subjective Well-Being. 

A single item measure for life satisfaction is reliable and has been widely used to assess the 

Subjective Well-Being of people across a number of nations. In conclusion, governments 

worldwide looking for subjective well-being as strongest correlates as a starting point to 

informing policies that support subjective well-being.  

2.4.4 Positive Psychology 

According to Seligman (2002, 2004), Positive Psychology is based on these three objectives: 1. 

the study of positive social institutions such as family solidarity, job satisfaction, and 
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democracy; 2. the study of positive emotions such as hope and trust; and 3. the study of positive 

traits such as intelligence, character, obedience, etc.  

Flourishing, which is a new concept of Positive Psychology has also emerged. It is demonstrated 

when an individual feels and functions well within the optimal scope or range of human 

functioning such as creativity, growth, resilience, and general well-being. Huppert and So 

(2011) have developed a concept of flourishing with these significant factors: positive emotions, 

purpose and awareness. They have also included involvement and interest as valuable keys that 

can create an impact to self-esteem, self-determination, positive relationships, vitality, and 

emotional stability.  

This model started from Huppert and So’s (2011) analysis of research data on European Social 

Survey (ESS) 2006/2007. While interpreting the diagnostic criteria for common mental 

disorders such as depression and anxiety, they were able to identify positive emotions, interest, 

and involvement as some of the key elements of flourishing. The ESS consisted of a sample of 

43,000, and Huppert and So positively correlated satisfaction with life and the key elements of 

flourishing identified previously.  

●  Diener’s Model 

Scientists have discovered that happiness means different things. An analysis of flourishing by 

utilizing the term psychological health was done by Diener and Biswas-Diener (2008). Diener’s 

model focuses on the experience of well-being, the significance of a highly satisfactory quality 

of life, and seeing beyond the absence of depression and anxiety. The model gives utmost 

importance on involvement, experiencing social relationships and positive emotions, physical 

health, and a sense of life and spirituality as vital elements to flourishing. It focuses on the 
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eudemonic view or perspective of wellbeing which is the potential to seek for, develop, and 

utilize or maximize the great in oneself (Nor Fauziana, et al. 2020). The model also demonstrates 

the three types of happiness – life satisfaction, positive feelings, and low negative feelings (Jebb 

et al. 2020). Positive outcomes, such as productivity, become more visible and organizations 

become more successful. Happy people are also more likely to allot more time to help others. 

● Seligman’s Model 

Seligman developed a new model of flourishing and suggested some key elements that 

contribute a lot to the flourishing of individuals (Seligman, 2013). He has identified, through 

his theory of Authentic Happiness (Seligman, 2013), the following major factors for happiness: 

involvement, meaning, and positive emotions. Positive emotions, like contentment or euphoria) 

are key variables to a good life. Meaning is obtained by a sense of purpose and belonging. 

Involvement is acquired through momentous interactions with another individual or with the 

society.  

Seligman’s theory was further developed into the PERMA model of wellbeing. PERMA stands 

for positive emotion, engagement, relationships, meaning, and accomplishments. A number of 

research studies utilizes Seligman’s PERMA model. One example is the multi-dimensional 

wellbeing assessment to understand a group of employees’ wellbeing, with the five PERMA 

components, was conducted to help in developing policies at work (Kun, Balogh, & Krasz 

2017). Another study, in relation to this model, recommended that organizations need to interact 

and engage with employees to reduce turnover rates (Nor Fauziana et al. 2020).  
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Drawing on recent research studies and the existing psychological theories and models on 

happiness and wellbeing, the researcher aims to establish the significant role of co-production 

and innovation in enhancing levels of happiness and wellbeing.  

According to Seligman (2011), there are five fundamental components that contribute to an 

individual's level of happiness: positive emotions, engagement, relationships, meaning and 

purpose, and accomplishment (PERMA). It has to be noted, however, that there are many routes 

to a flourishing life.  

Following are the brief definition of each of the five building blocks: 

Positive emotions are not only happiness. It involves the value of interest, compassion, 

amusement, awe, and gratitude. Increasing positive emotions enhances one's ability to perform 

and think this generally occurs as a result of growing appreciation and forgiveness in terms of 

previous circumstances and life, as well as by appreciating physical pleasures and practicing 

mindfulness in regard to the present, and by constructing hope and optimism in regard to the 

future. 

The engagement has something to do with one’s experience as he fully deploys his skills, 

strengths, and attention for a challenging task. This is commonly termed as a flow which 

becomes gratifying when engages himself productively towards a clear life goal. 

Relationships contribute to one's life purpose and meaning both in the social and personal 

aspects. Support from and connection with others is a skill that can be developed which is 

regarded as the best antidotes to “the downs” of life. 

Meaning comes with a purpose that can be derived from a sense of belonging and serving 

something larger than the self. These are achieved by involving oneself in religious practices, 

family matters, work organizations, community and the like. 
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Accomplishment is generally pursued for one's own sake. This could be in the form of 

achievement, competence, success and mastery in varied contexts such as the workplace, sports, 

games, hobbies, etc. Accomplishment does not necessarily mean though that it would always 

lead to positive emotion, meaning and relationships. 

2.5 Happiness and wellbeing in the UAE 

The concept of happiness and well-being has gained significant interest in the United Arab 

Emirates in the last few years. The belief of the leaders of the UAE in the role of happiness and 

wellbeing in their communities is very high. The government beliefs in the importance of 

delivering effective services to increase the levels of happiness and wellbeing within the 

community.  The prime minister said that “the world today needs to adopt a new approach to 

achieve human happiness, which should be based on co-operation and the integration of efforts, 

through identifying commonality and by searching for points of agreement to strengthen 

positive values”(Arabianbusiness.com).  From this inspiration the government introduced many 

initiatives related to happiness. These initiatives include launching the Ministry of happiness, 

happiness meter at all service channels in the country to measure customer’s happiness. In 

addition, the government introduced a special training material for public employees on 

happiness and well-being. In addition, the UAE government created the first world happiness 

council, which run every year as a part of the World Government Summit in Dubai.  The council 

were supported by the United Nations.  

According to His Highness Sheik Mohammed Bin Rashid the prime minister, "Happiness is a 

good contagion, and we want the peoples of the world to be affected by it, to enjoy its goodness. 

This requires a tangible change in the culture of government work. We want an actual translation 

of the goals of international organizations that all share a general goal, represented in 
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strengthening positivity, and maintaining a more sustainable world, and achieving goodness for 

the human." (Arabianbusiness.com).  

Moreover, His Highness Sheik Mohammed Bin Rashid believe that “The increased challenges, 

and the acceleration of international transformations and changes, requires decision-makers to 

adopt policies and approaches that open the windows of hope to people, and perhaps the United 

Nations celebration of International Happiness Day will be transformed into a message to the 

world to search for new ways to achieve goodness for people," (Arabianbusiness.com). 

In the UAE, the government is keen on promoting happiness for city transformation. It has 

launched the National Program for Happiness and Positivity, has appointed a Minister of State 

for Happiness, and has launched different initiatives for happiness and service delivery. 

Happiness Meter, Global Star Rating Program, and Customer Happiness Studies are some of 

the focuses of this research study. 

2.6 Conclusion 

The literature discussed that collaborative action between different stakeholders and 

participation in decision making can enhance many aspects within public organizations such as 

happiness, wellbeing, innovation, and sustainability. The research on the topic talk about many 

effective factors that can affect happiness and wellbeing. However, the research on how co-

production can be an effective factor on happiness and wellbeing was limited. For innovation 

as a factor can enhance happiness and wellbeing, the literature indicates that innovation can 

increase the levels of happiness and wellbeing within organizations. Public sector requires 

innovation to contain costs and provide effective public services. Thus, if the public service 

providers are happy with their performance, the happiness will be reflected on their customers. 
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At the same time, co-production can enhance innovation through different experiences that co-

producers have. In addition, technological innovation helps the co-production process by many 

initiatives such as; new online tools for collecting feedback from the public, block chain 

technology that allows for the delivery of services on a peer-to-peer basis (OECD, 2018), and 

the spread of Wi-Fi networks and smart personal devices which allows interactions between the 

state and the citizen. Despite the recognition of the importance of technologies in the co-

production process which is supposed to enhance happiness and wellbeing, there is a criticism 

for online networks as having negative effects on wellbeing.  Sabatini and Sarracino (2017) 

argued that the use of online networks may affect subjective well-being negatively. For example, 

Social Networks Sites can promote weak social trust and interactions between individuals which 

may lead to lower levels of happiness and wellbeing. 

2.7 Summary   

Reviewing the literature pointed to a strong correlation between co-production and happiness 

and well-being, indicating how happy people can participate in the co-production process 

including innovative ideas. The literature review conducted into these areas to create better 

understanding of relevant and the role of co-production in enhancing happiness and well-being.  

In addition, the literature review helps researchers to build stronger understanding for research 

objectives and how co-production can lead to higher levels of happiness and well-being within 

communities.  
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CHAPTER 3: CONCEPTUAL OVERVIEW 
 

The conceptual origins of co-production was first used in the 1970s by Elinor Ostrom and her 

colleagues at Indiana University in the USA. They did so in order to acknowledge the 

contribution that local communities made to the successful delivery of services, in this case 

policing. The conceptual origins of co-production can be traced back to this time period 

(Ostrom, 1996). Ostrom believed that active participation from the general public resulted in the 

highest level of effectiveness for public services. Subsequent research has made an effort to 

develop a more complex understanding of the concept of co-production by employing a wide 

range of various typologies and building an evidence base through empirical investigation. This 

has led to a number of different authors providing a wide range of definitions, including a variety 

of different typologies to identify the actors involved (for example, professionals, citizens, 

consumers, service users, community members, and organizations). Some definitions specify 

what the process entails in relation to the activities, the type of contribution (resources, 

voluntary, paid, assets), relationship or relational requirements (active involvement, reciprocal, 

equal, power sharing), and intended output or area of output. Other definitions focus on what 

the process entails in relation to the activities (production of public services, efficiency, and 

value creation). The fundamental principle underpinning the conceptual overview is that co-

production can be an effective factor of happiness and well-being to promote the effectiveness 

and efficiency of public sector.  

Co-production emerged as a method in the public service reform suggesting that the key to 

reforming public services is to encourage users to design and deliver services in equal 

partnership between citizens and government.  Moreover, there is a principle used to describe 

co-production approaches is that of working ‘with’ people, rather than doing ‘for’, is about 
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recognizing that citizens can play an active role in creating and maintaining their own life 

wellbeing. . Some people have the perception that co-production is the natural state of affairs, 

but that it has been undermined by increased professionalization and a culture of dependency. 

Therefore, the principle of working "with" rather than doing "for" relates to a broader and 

cultural change in the relationship between professionals and citizens. This change will result 

in professionals becoming catalysts, enablers, and facilitators rather than simply service 

providers. 

Public sector reform has discussed widely in the literature as worldwide phenomena. 

Worldwide, governments seek to attain high levels of economic success, happiness, and well-

being while also being environmentally friendly.  The reform can be viewed by the main models 

of public administration namely: old public administration (PA), new public management 

(NPM), and new governance model.  

The traditional public administration (PA) is grounded on hierarchy, bureaucracy, control, and 

well-defined rules. In this model, the line of control is straight, which means that politicians 

work as controllers and are responsible for making choices, while public servants merely 

implement political mandates. Hartley (2005) concerns the population in this model as ‘fairly 

homogenous’. Alfred (2009) further described the participants (clients) in this model as passive 

while the public organizations are the active participants in the relationship. 

The New Public Management (NPM) is the reformed model of the old public administration. 

According to Ferlie and Andresani (2006), new public management model promotes the idea 

that the government should function more like a company and should be managed as such. NPM 

model focuses on performance and contracting in and out of services, while viewing the 

population as consumers of public services rather than as clients (Hood, 1995). In this model, 
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the politicians’ role is mainly study where public servants move from being purely professional 

bureaucrats to becoming professional managers. As this model is customer-centered, consumers 

are able to exercise choice and exit from any particular provider if their needs are not fully 

satisfied. Thus, the public servants are supposed to find the most suitable arrangements for 

public service delivery through open competitions between public organizations (contracting 

in), and public, private and non-profit organizations (contracting out). 

Hughes (2003) labeled the third model as New Public Governance Model (NPG) which 

emphasizes the relationships between the population, public servants, and other actors. The 

organizational landscape of this model is characterized by networks, inter-organizational 

relationships and multifactor policymaking. Bovaird (2012) described the public servants’ role 

as directors and mediators where they primarily adopt holistic strategic thinking and a strategic 

shaping approach in making things happen. The citizen then acts as co-producer endowed with 

knowledge, resources, assets, and capabilities towards creation of more public value. 

The New Public Governance (NPG) paradigm is essentially collaborative and is projected 

outside the hierarchical structure of individual public organizations in order to join a complex 

network of inter-institutional and inter-organizational relationships. Within this network, 

various actors are connected vertically and horizontally to co-produce public services. This 

paradigm shift is intended to bring about a new form of public service delivery (Alford& 

Hughes, 2008). In addition, Osborne (2006) suggests that the failure of PA can be attributed to 

its historically statist and bureaucratic structure. In addition to this, he stated that NPM was 

merely a transitional stage that took place between regular PA and NPG. NPG is the result of 

the interaction of a number of individuals, each of whom possesses unique interests, values, 

cognitive orientations, and power resources (Osborne, 2010). According to Pestoff (2011) co-
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production, communities, organizational sociology, and network theory all play a significant 

role in NPG's development.  

The shift toward a more positive approach to psychology has resulted in a greater emphasis 

placed on the positive aspects of existence, which in turn has had an effect on the ideas of 

happiness and well-being. (Money, Hillenbrand & Da Camara, 2008). Why do people need to 

be happy? How can organizations make its customers and service users happy? These questions 

have driven researchers to further investigate the effective factors of happiness and well-being. 

Brulde (2007) asserts that the quality of people’s life has something to do with their current state 

of happiness. Accordingly, happiness is an attitude of people, their satisfaction, and a positive 

evaluation of how well they like their life that they live; that when an individual's expectations 

are met, happiness becomes evident. 

The report of happiness (2015) showed that there is a use of happiness data and happiness 

research from governments worldwide to enable people to live better. The government of the 

United Arab Emirates (UAE) recognized that their success will be evaluated based on their 

effort to improve citizens’ happiness and well-being. The government embodied happiness and 

well-being in the national agenda “… to be the happiest of all nations.” They believe that to 

improve the happiness and well-being there is a need to enable and encourage citizen 

participation through the policies, regulations and systems to be a part of public service delivery. 

In February 2016, the government of the UAE announced a new ministry called the Ministry of 

Happiness. The new ministry has an objective to enhance the managerial practices and policies 

to promote happiness in the UAE. This makes the UAE one of the nations worldwide with a 

ministry that takes the cause of happiness as a primary goal for public policy (Helliwell, Layard, 

& Sachs, 2016).   
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Early literature found that there is a direct relationship between happiness and some factors like 

income, healthcare, education, housing, and unemployment (Florida, Mellander & Rentfrow 

2013). However, limited studies have studied the relationship between happiness and co-

production in public sector. Bovaird (2012) discussed that public service delivery is a 

collaborative process between service providers and service users.  Co-production is one 

approach to achieving service innovation (Chen, Tsou, & Ching, 2011). This thesis proposes 

co-production as a factor that would enhance happiness and well-being with a considerable 

impact of innovative ideas that can be generated by co-production. Innovation is considered as 

the foundation considered for economic growth, thus it becomes an integral factor in planning 

for various public incentives in order for the private actors to continue to produce new products 

or processes. The literature shows that there is a relationship between happiness and innovation. 

According to Woiceshyn and Eriksson (2014) happiness and innovation are two important 

aspects that play an important role in society both for policy-makers and the societal actors.  

In conclusion, this chapter presents an overview about the conceptual overview of co-production 

and how it can be an effective factor on happiness and well-being within communities which is 

finally will reflect on the performance of public organizations.  
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CHAPTER 4: RESEARCH METHODOLOGY 
 

4.1 Overview 

This chapter explains the details of the research process. It presents specific information 

regarding the method that utilized in exploring the role of co-production in enhancing levels of 

happiness and well-being. It also provides a justification in the utilization of the method, as well 

as the various steps in the undertaking of the research such as the selection of samples or 

participants, data collection procedure, and data analysis approach or strategy. In addition, the 

validity and reliability of the research were discussed in this chapter. The current thesis expands 

on the concept that co-production is an existing factor in the departments of the UAE 

government that are working to improve people's happiness and sense of wellbeing. The expert 

interview method developed by Uwe Flick is at the center of the interaction that takes place 

between the researcher and the participants. Using this method, both parties work together to 

identify and investigate the initiatives taken by government departments in the UAE to improve 

the happiness and wellbeing of the community. 

4.2 Research Questions 

Research questions is an important elements that can guide the process of doing research 

towards accomplishing the predetermined goals and aims of the research (Blaikie, 2004). In 

addition, Saunders, Lewis and Thornhill (2016) pointed that research questions considered as 

the center of the research which will guide the choice of the literature review, research design 

and the research method.  
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This thesis aims to examine and go beyond the theoretical discussions on co-production as a 

potential indicator of happiness and well-being. This research also aims to explore co-

production awareness in the UAE, its influential factors, potential outcomes, and challenges that 

need to be overcome to provide actionable insights and future research directions on the role of 

co-production in enhancing happiness and well-being in communities.  

This study is guided by the following research questions:  

 To what extent do employees and citizens have an awareness of co-production?  

 To what extent can co-production be considered as a factor of happiness and wellbeing? 

 What are the benefits of co-production for governments and citizens? 

 How can co-production lead to sustainable public service? 

 What are the factors that can spread the culture of co-production?  

 What are the challenges of implementing co-production? 

 

The research will consider the possibility of deviation or change in the original framing of the 

research questions, if any changes occur then the research questions may be modified.  

4.3 Research Approach 

Research approach mainly depends on the nature of the research problem, or the issue being 

addressed in the study. It is a plan and the procedures for the study that involve phases ranging 

from the researcher's assumption to the specific methods of data collection, analysis, and 

interpretation. After consideration of the choice of approach, a procedure of inquiry termed as 

research design and the specific research methods of data collection, analysis and interpretation 

are identified. Generally, research approaches are categorized into three approaches: (a) 

quantitative, (b) qualitative, and the (c) mixed methods. Quantitative research is an approach 
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utilized for testing objective theories by analyzing the relationship among variables. According 

to Saunders, Lewis and Thornhill (2016) the most research approaches are deductive and 

inductive research approaches. In general, deductive and inductive approaches enhance data 

collection and theory building. Deductive methods, on the other hand, can begin with the 

overarching theory and the formulated hypotheses, and then they can proceed to the specific 

study by means of observation and confirmation with the assistance of qualitative or quantitative 

data.  

The method known as qualitative research is used to investigate the significance of a social or 

human issue based on how individuals or groups perceive the issue. Flick (2014) pointed out 

that qualitative research is concerned in analyzing the subjective meaning or the social 

production of issues, actions or practices. This is done mostly by gathering non-standardized 

data and evaluating texts and images rather than numbers and statistics. It involves new 

emerging questions and processes via which the collection of data is conducted out in the 

participants' setting. The data analyzed inductively from specific to general concepts, which can 

provide us with an in-depth understanding of the phenomenon. As discussed by Tavakol and 

Sandars (2014), qualitative research is an opportunity to develop new models or new theories. 

It also results in the accommodation of new information regarding a new subject area that has a 

restricted amount of information available. The qualitative method employs a wide variety of 

data research strategies, including one-on-one interviews, discussions in focus groups, 

ethnographic research, case study research, record keeping, and observations. 

The qualitative method employs a wide variety of data research strategies, including one-on-

one interviews, discussions in focus groups, ethnographic research, case study research, record 

keeping, and observations. Cassell and Symon (2014) further stated that qualitative research 

methods can enhance the insights of the research interest to both management researchers and 
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management practitioners. In addition, they mentioned that qualitative methods can facilitate 

the task of the researcher who aims to access the subjective practices of organizational life by 

numerical methods such as case studies, interviews, and discourse analysis. Furthermore, 

qualitative research is associated with an interpretive philosophy where the researcher needs to 

sense the subjective and socially constructed meanings expressed about the phenomenon being 

researched (Saunders, Lewis &Thornhill, 2016). 

The third strategy is called mixed methods research, and it's an approach to conducting an 

investigation that involves collecting both qualitative and quantitative data. The data are then 

integrated so as to provide a more complete understanding of a research problem. One advantage 

of the mixed methods is enhancing the validity of the research by collecting and analyzing 

quantitative data, then gain in-depth insight from the qualitative data. 

A qualitative research approach was conducted in this thesis, as it is the most appropriate 

methodology for this study. Flick (2018) emphasizes that qualitative research is a method to 

treat the subject matter not as artificial situations in a laboratory but the actual practices and 

interactions of the subjects in their everyday context. The role of co-production in enhancing 

happiness and wellbeing will be analyzed through the view of the participants as experts. 

This approach is also highlighted by Hennink, Hutter, and Bailey (2011) as they defined 

qualitative research as a method that allows identifying issues or conditions from the perspective 

of the study participants. The researcher aims to collect valid, useful, and related data and 

conditions from the experts in the subject field.  

Moreover, Hennink, Hutter, and Bailey (2011) enumerate the following principles in conducting 

qualitative research: 
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● It is most suitable in answering ‘how’ questions that describe processes. 

● It identifies the social, economic, or physical context in which activities take place. 

● It provides depth, detail, nuance and context to the research issues. 

Denzin and Lincoln (2005) describe qualitative research as surrounded by an interconnected 

family of concepts, assumptions and traditions, one of which is positivism. Positivism asserts 

that there is a reality out there to be studied, captured and understood (Denzin & Lincoln, 2005). 

The researcher needs to find out the role of co-production in enhancing happiness and wellbeing.  

Flick (2009) discusses the specific features of qualitative research which includes the following: 

● Qualitative research focuses on analyzing existing situations in local and transitory 

(time-related) particularity. 

● Qualitative research is relevant to the study of social relations. 

● The dominant feature of qualitative research over other types (such as quantitative 

research) is that it is especially appropriate in answering micro sociological questions. 

This approach is required in acquiring relevant results at the level of socio-political 

topics. 

The exploratory technique, as the name implies, tries to investigate the research questions. 

Problems or topics under investigation do not have definitive answers in this work.. It helps the 

researcher to have a better understanding of the problem, making the researcher open to possible 

changes in the direction of the research process. As this current research has limited literature, 

this methodology is applicable to provide a comprehensive understanding of the role of co-

production in enhancing happiness and wellbeing of the citizens, and sustaining happy public 

services’ users, the qualitative methodology is fitted to enable the researcher to obtain the 
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required data. The qualitative method aims to understand the cultures, goals, motivation, 

challenges, and emerging topics from the participants who already implemented and 

experienced the co-production process. It allows the researcher to deal with individual attitudes, 

perception, and intended behavior leading to an accumulation of the researcher's appropriate 

information and comprehensive view from the different perspectives of the interviewees who 

are involved with the research phenomenon (Alase, 2017). 

Corbin and Strauss (2015) explain the reasons why qualitative research is selected in many 

fields. The most common reasons are to discover related factors, Investigate  research areas that 

have not been investigated quite as deeply as others., explore how meanings are formed and 

transformed, and provide a holistic and comprehensive approach to phenomena under study. 

These are also the main reasons that exactly convey the purpose of this research.  

Employing a qualitative approach, and adopting a theoretical perspective to examine how public 

employees and citizens experience, understand the concepts of the research, this research uses 

the qualitative phenomenographic approach that is commonly used to understand the 

perceptions and experiences of a phenomenon. Phenomenography is a research approach that 

evolved out of various research traditions including phenomenology. Many authors have argued 

that what is significant in phenomenology is how contexts are instructed, classified, created and 

interpreted. Moreover, phenomenology assumes that the possibility of any real experience is 

only achieved through interpretation. According to Welman, Kruger and Mitchell (2005) the 

purpose of phenomenology is to return to the thing itself; Phenomenology is inextricably linked 

with qualitative research and is often considered interchangeably as a methodology, a 

philosophy and a paradigm. In addition, Giorgi (2012) phenomenology has the advantages of 

offering a more deep and thoughtful understanding of the field of study.  
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In line with the principles and features of qualitative research shown in the preceding 

paragraphs, this research aims to explore the role of co-production in the UAE government’s 

goal of elevating happiness and well-being. The Office of the Chief Social Policy Adviser, 

Scottish Government (2015) articulated co-production with the following features: 

● Co-production recognizes people as assets. 

● Co-production is built on people’s existing capabilities. 

● Co-production breaks down the barriers between professionals and service users. 

The UAE government has built a happiness and wellbeing agenda that is based on a 

collaborative process and on-going smart transformation. With these knowledge backgrounds 

on these components, the current research looks into the appropriate channels and participants 

to discuss the dimensions of the research phenomena.   

4.4 Research Philosophy 

 

This section examines the philosophical framework of this research study. Saunders (2009) 

defines research philosophy as a system of assumptions or beliefs about the development of 

knowledge. He also states that a carefully considered or consistent set of assumptions or beliefs 

plays an important role in laying the foundation and justifying the methodological choice, 

research strategy, and data collection techniques and analysis procedures of a research study. 

The researcher aims to fulfil this serious and massive task of effectively communicating the 

assumptions relevant to the subject matter to determine how the research will be carried out.   

A meaningful interpretation of research can only take place if the study outcomes are clearly 

defined. Some of these decisions are founded on key philosophical principles. Philosophy serves 
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as an anchor of the principles of theoretical thinking, a method of cognition, perspectives and 

self-awareness which are deemed significant in acquiring knowledge of reality. It guides the 

researcher to design, conduct, analyze and interpret research outcomes. Thakurta (2016) views 

research philosophy as an integral part in the research methodology as plays an important role 

in the development of knowledge. In the same context, Saunders et.al (2016) argued that the 

research philosophy presents a system of assumptions and beliefs about the development of 

knowledge. In addition, Dudovskiy (2018) confirmed that research philosophy deals with the 

nature, development, and source of knowledge. 

There are three branches of philosophy encompassing this thesis: ontology, epistemology and 

axiology. The researcher aims to discuss the three branches logically to outline the significance 

of this study and to justify the methods and strategies on data collection and data analysis. 

TABLE 1: THE THREE BRANCHES OF THE THESIS PHILOSOPHY 

Philosophical 

assumption 

Definition  The 

question 

My position 

Ontological  Science or study 

of being which 

deals with the 

nature of reality. 

(Saunders, Lewis 

&Thornhill. 

2009) 

What is the 

nature of 

reality? 

I will utilize subjectivist ontology to 

study the UAE public administration’s 

policies, initiatives and actions with 

integrated co-production and innovation 

to achieve happiness and well-being. 

I assume that reality is subjective. It is 

understood, perceived, and developed 

socially through the view of experts of 

the field. 

Epistemological  The nature and 

scope of 

knowledge 

which means 

how individuals 

conceive the 

surroundings. 

(Wilson, 2014). 

What is the 

relationship 

between 

the 

researcher 

and that 

being 

researched? 

I will focus on interpretive 

epistemology to investigate the existing 

evidence and identify possible 

theoretical trends in exploring the role 

of co-production and innovation in 

promoting happiness and well-being. 

Through the interaction with experts I 

will build a good relationship which 
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will enable me to understand 

phenomena from experts' views. 

Axiological What establishes 

the value of 

matters such as 

freedom, 

wisdom, 

knowledge, 

justice, well-

being, human 

life, and self-

fulfillment 

(Given, 2008). 

What is the 

role of 

value? 

I will treat all gathered information as 

authentic and relevant to finding the 

role of co-production and innovation in 

UAE government programs. I assume 

all this information and data are 

valuable research phenomena. 

 

4.4.1 Ontology  

Prior to clarifying the ontological nature of this study, it is important to define ontology. 

Saunders, Lewis &Thornhill (2009) defined ontology as the science or study of being which 

deals with the nature of reality.  

Hatch and Cunliffe (2013) discuss two perspectives of ontology the objectivist view and the 

subjectivist view. The objectivist viewpoint maintains that there is a reality that is independent 

of human influence and that cannot be changed. The subjectivist view is based on the belief that 

there are many phenomena that would be unknowable in the context of objectivist ontology such 

as culture, organization, and management. 

This creates an ontological debate about the social world – whether it can be considered as a 

reality independent of social actors, or whether it should be acknowledged as a reality dependent 

of human perceptions. This also sparks an ontological debate about UAE government initiatives 

on promoting happiness and well-being – whether it can be implemented independent of 

external factors, or whether it should acknowledge co-production and innovation.  



 

89 

  

The researcher will utilize subjectivist ontology to study UAE public administration’s policies, 

initiatives and actions with integrated co-production and innovation to achieve happiness and 

well-being. The policies and initiatives or programs that will be included are Emirates 

Government Services Excellence Program, Global Star Rating Program, Service Factory, 

Customer Happiness Studies, Happiness Meter, National Innovation Strategy, and Mohammed 

Bin Rashid Centre for Government Innovation, Government Innovation Lab, UAE Innovation 

Week, and government communication (http://www.moca.gov.ae). 

 4.4.2 Epistemology 

The second branch of philosophy is epistemology.  Wilson (2014) defined epistemology as “the 

nature and scope of knowledge which means how individuals conceive the surroundings” (p.13). 

It focuses on the 'how' or the method of collecting reliable information. According to Thakurta 

(2016), an epistemology is acceptable knowledge that aims to answer questions such as: Is 

knowledge possible or is it just belief? Is science truly objective and beyond doubt? Are there 

things we cannot doubt? How much evidence is needed for us to be certain?  Can we trust our 

senses? 

Flick (2016), on discussing epistemological background, states that qualitative research relies 

on understanding social realities through the interpretation of texts.  Hatch and Cunliffe (2013) 

enumerates two kinds of epistemology: firstly; Positivist epistemology – this is based on the 

assumption that truth can be discovered by using hypotheses and testing theories. This 

epistemology describes the researcher’s function as similar to that of a natural scientist treating 

the data collected objectively or less open to bias. 

The second is interpretive epistemology – this is based on the assumption that the researcher 

should be involved with the context of the research to the phenomenon and to discover realities. 

about:blank
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This epistemology describes the researcher’s important role as a social actor to understand 

organizations, relations and differences.  

This research study will focus on interpretive epistemology to investigate the existing evidence 

and identify possible theoretical trends in exploring the role of co-production and innovation in 

promoting happiness and well-being. 

 4.4.3 Axiology  

Given (2008) described axiology as what establishes the value of matters such as freedom, 

justice, wisdom, knowledge, well-being, human life, and self-fulfillment. He also termed 

axiology as value theory that prompts a researcher to classify what an individual specifically 

values, the kind of values that would direct the research procedure, and the research's worth or 

outcome, which will be revealed over the course of the investigation.  

This research study requires the researcher to be objective in implementing the research process. 

As the researcher aims to look into the UAE governing body’s initiatives and policies in 

promoting happiness and well-being, impartiality is a prerequisite. This is to treat all information 

gathered as authentic and relevant to finding the role of co-production and innovation in UAE 

government programs. 

4.5 Research Design 

The research design is a guide for the researcher toward the research objectives. According to 

Saunders, Lewis and  Thornhill (2009) research design is an action plan to provide a direction 

for the researcher to conduct his research effectively. Research design can provide the researcher 

with an actual plan and clear pathway to answer the research questions (Bryman, 2008). The 

current research explores the role of co-production in enhancing the levels of happiness and 
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wellbeing within the UAE community; these concepts cannot be readily quantifiable and can be 

evolved throughout the research process which requires a flexible research design with an open-

end approach.  

4.5.1 Research Strategy 

This research study revolves around an expert interview method where both the researcher and 

the participants identify and investigate the undertakings within UAE governmental 

departments in advancing the happiness and wellbeing of the community or society. The 

researcher aims to explore the conceptual reflections and actual role of co-production in public 

administration’s policies for promoting happiness and well-being. 

The experts in this interview method are described by Bogner and Menz (2002) as individuals 

who have technical process oriented and interpretive knowledge on their specific professional 

sphere of activity. Expert knowledge has the character of practical knowledge in big parts. 

Bogner and Menz (2002) also discussed the aims of the expert interview method, one of which 

is for exploration, for orientation in a new field in order to give the field of study a thematic 

structure and to generate hypotheses. 

Expert interviews is a method that can help researchers to reconstruct expert’s knowledge 

through their views, implicit knowledge, and their habits. In the expert interview method, the 

researcher will have the opportunity to dive into the subject matter, connect with professionals 

who are experts in the Happiness and wellbeing field, and address the deficit in high-quality 

research studies surrounding the research components. Audenhove (2011) listed three 

dimensions of expert knowledge – technical knowledge, process knowledge, and explanatory 

knowledge. The technical knowledge entails the very specific knowledge that experts have in a 
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certain field. Process knowledge entails information that experts have on the routines, processes, 

and specific interactions within an organization or a project. The expert is considered also as 

having a direct involvement in the process. Explanatory knowledge entails interpretations of the 

experts on rules, beliefs, and relevance. 

 4.5.2 Quality of research finding  

In the process of carrying out research, quality plays an important part in everything from the 

research process and the collecting data to the examination and interpretation of data. The 

quality of a qualitative inquiry can be judged according to the criteria of validity, reliability, and 

generalizability. According to Flick (2006) validity is considered to gain more consideration 

than reliability in qualitative research.  

4.5.2.1 Validity  

The appropriateness of the tools, processes, and data in qualitative research dictates its validity. 

This entails an in-depth consideration of the research questions visa-a-visa the expected 

outcomes, the appropriateness of the methodology to answer the research questions and the 

choice of research design, the sampling and data analysis, and the results and conclusions for 

the sample and context. There are many important types of validity that researchers will consider 

in this research. The first method to construct validity is by comparing the results of the research 

with the aim of the research. So, in the current research, the researcher will review the asked 

questions and he will be able to conduct any required changes.  

The second type of validity is internal validity which reflects the work of the researcher such 

as; hand written notes and audio records. The researcher will regularly take notes during the 

semi-structured interviews and also he will record the interviews when participants agree.  The 
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third type of validity is external validity which is concern about the generalizability of the 

results. 

4.5.2.2 Reliability 

Reliability in qualitative research refers to the exact reliability of the processes and results of a 

specific research. It has to be understood that in replicating the established processes and results 

of research that in most qualitative researchers, the methodology and epistemology may yield 

ontologically similar data but may vary in richness according to the sample and context of a 

study. Thus, it is recommended that the data be analyzed in a comprehensive manner with 

reference to qualitative aspects if possible. 

4.5.2.3 Generalizability 

Generally, qualitative research is conducted to explore a particular phenomenon or issue in a 

certain community or group of a focused locality in a specific context. Thus, the criteria of 

generalizability do not merit much attention as criteria. It is however recommended that 

researchers employed in qualitative research be adept in interpreting results in consideration of 

the extent of the similarity of all the entities of the research process such as the theory, model, 

time, place, people, and some other social contexts. Thus, the results can be generalizable in 

terms of the importance of co-production as a factor of happiness and well-being. 

4.6 Data Collection Instrument 

The origin source of the current research is the data that has been gathered by the semi-structured 

interviews with experts who are involved in the practices of co-production in public services 

delivery. According to Babbie (1990) interviewing experts can foster a greater understanding of 

the subject in an explorative way.  Expert interviews are a certain form of semi-structured 
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interviews, aiming at exploiting an interviewee’s “capacity of being an expert for a certain field 

of activity” (Flick, 2006, p. 165).   

This thesis uses both primary and secondary data. Research questions were answered mainly 

through primary interview data, and that there was some extent of interview findings with 

secondary sources such as published articles and reports from the PMO or any other government 

reports and records.  

 The semi-structured interview implemented through the following steps: 

A. Development of the key questions 

B. Preparation of an interview guide, consent form and recording devices 

C. Establishing participants’ demographics 

D. Structuring sessions 

E. Recording, there are many ways to record the responses of participants such as; audio 

record, video record, and taking notes (Creswell, 2008). 

F. Transcription and analysis 

4.7 Sampling  

Hayat (2013) argued that choosing a proper sample size is an important factor to get proper data. 

In addition, sampling and data collection processes are critical factors to identifying the quality 

of a study and the generalizability of the outcomes. It is mentioned by Creswell (2007) that 

collecting detailed information in qualitative research is a guideline for the research rather than 

the large number of interviewees. According to the literature the problem of offering adequate 

sample sizes in qualitative research has been one of the major criticisms against qualitative 

studies. However, the literature explained that the data saturation is about the quality of data and 
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not the quantity of data (Creswell, 2013). In addition, Bernard (2000) suggests that between 10 

and 20 knowledgeable participants are sufficient to understand the fundamental categories in 

any distinct cultural domain or study of lived experience. Similarly, Ritchie et al. (2014) advise 

an upper limit of 50 for interview studies because the quality of data collection and analysis may 

suffer from larger sizes. Nevertheless, Boddy (2005) suggested an upper limit of 12 focus groups 

or 30 in-depth interviews if researching a relatively homogenous population. 

The current research uses the Expert Interview Method, the definition of the expert should be 

considered as a baseline. Bogner and Menz (2002) the experts are individuals who have 

technical process oriented and interpretive knowledge on their specific professional sphere of 

activity.  

The maximum variation approach was used to obtain a sample of participants for interviews. 

The researcher sought to select a sample that would allow him to explore a wide range of 

experiences and perspectives from each of the different groups involved: the employees and the 

citizens who participated in the co-production workshops. The sample size of the current 

research planned to be (20) participants from each group. However, the data were saturated and 

the last three interviews did not add any new major concepts. Then, the researcher settled with 

18 participants of the citizens group who had previously participated in the co-production 

process, and 17 participants from services providers group (employees) included service centers 

managers, head departments, and experts who had already participated in the co-production 

process with citizens 

The researcher got the list of participants who have already participated in the co-production 

process from the MOI because they have the details of the required sample and they know who 
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exactly involved in the process of co-production and who have adequate experience about the 

field, the expert interviews which is the strategy of the current thesis has significant advantages 

of data collection. For example, to fulfill the purpose of the research, the selection of people 

who have rich information about the practice is a crucial component of the investigation of the 

practice. According to Dorussen, Lenz, and Blavoukos (2005) using qualified participants in the 

analyzed question will eliminate the need to use additional screening and clarifying questions 

aimed at revealing truth.  

4.8 Interview protocol: 

The researcher selected the interviewees from the provided list. In addition, the researcher 

covered all seven emirates and different cultures that live in the UAE. The researcher identifies 

himself to the participants and he informs them about the aims of the research and confidentiality 

of the research.  In order to ensure more reliability and validity for the research, the researcher 

records the interviews. The interviewees were informed previously that their interviews will be 

recorded.  

The researcher has put an alternative strategy in case of any difficulties to get the list of the 

potential participants. The snowball sampling strategy was the alternative strategy to be used as 

a second choice to reach the required sample. It is a purposeful sampling in qualitative research 

that “typically proceeds after a study begins and occurs when the researcher asks participants to 

recommend other individuals to study” (Creswell, 2005 p. 206).   

To enhance the validity and reliability of the research, the researcher employed an interviewee 

apart from himself using open-end questions focused on the research topic without encouraging 

a specific view. The interviewees were informed about the purpose of the study that is finding 
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out about the role of co-production in enhancing happiness and well-being.  The protocol 

question was (what are the factors of happiness and well-being?) 

4.9 Data Analysis 

According to Walliman (2018), qualitative data cannot be measured in an accurate way because 

of human beliefs and impressions, and the way that can be used to analyze qualitative data is 

descriptive rather than numbers. Qualitative data analysis involves the processes and procedures 

that are used to analyze the data and provide some level of explanation, understanding, or 

interpretation. In the same context, Saunders, Lewis &Thornhill (2009) emphasized that because 

of the diversity of the nature of the qualitative data, there is no standardized procedure to analyze 

qualitative data.  

Creswell (2009) enumerated and discussed different steps to analyze qualitative data. These 

steps are all relevant and useful to translating data into meaningful, pertinent, and valid 

conclusions. These steps include the following: 

● Transcribing Interviews, audio interviews are helpful in doing research and in 

conversing with experts.  In this step, interview data collected through recorded audio 

are converted into text format. Pertinent information is highlighted in the text format to 

move to the next step of the qualitative data analysis process.  

● Reading Through the Data. This next step of analyzing qualitative data is carefully 

identifying the specific details gathered in the audio interview. These details or 

statements become the basis or foundation of fundamental principles or the identification 

of relevant codes and themes.  

● Generating Codes and Themes. Rossman and Rallis in Creswell (2009) define coding as 

“the process of organizing the material into chunks or segments of text before bringing 
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meaning into information.” These chunks or segments of text are categorized into 

different levels of abstraction – sub-codes, codes, and themes. All of these levels are 

critical to the successful interpretation of qualitative data.  

● Creswell (2009) recognized the traditional approach of research in social sciences as 

allowing the codes to transpire during the data analysis stage, but it is also useful to 

utilize predefined codes that cover a wider theoretical perspective in research.  This 

research utilizes a coding procedure that combines predefined and emerging categories. 

In handling qualitative data, themes (highest level of abstraction), are gleaned from 

central phenomena and the research questions. The intermediate level of abstraction, or 

the codes, will be based both on the research questions and on the conceptual framework 

of co-production, innovation, and happiness. The sub-codes (lowest level of abstraction) 

will surface during the data analysis stage.  

● Interpreting the meaning of the themes. Creswell (2009) defined qualitative research as 

interpretative research. After organizing, structuring and presenting the interview data, 

the researcher interprets the coded data and compares them to the information obtained 

from related literature or theories.  

● The steps enumerated for data analysis represent the ideal abstraction. Ideas or 

information are structurally organized, and essential information are highlighted and 

given utmost display. In practice, qualitative research procedures, according to Creswell 

(2009) do not usually follow the strict hierarchy of data analysis. Iterations have to be 

considered on the different stages of the research process (Creswell, 2009). The research 

findings can be validated on the different steps of the research process. 

The main aim of the current research is to explore the role of co-production in enhancing levels 

of happiness and wellbeing within communities and their role in sustainable development of 
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public service. The data collection continued until the point of data saturation when, in the 

interviews with the last three participants, they did not refer to any new major concepts. Then, 

the collected information through the interviews were analyzed by using the above steps and 

then a narrative analysis methodology employed. The transcripts from the interviews analyzed 

both individually and collectively. This could mean objectively reformulating the participants’ 

stories or perspectives based on the context of the conversation and their experiences.  

4.9 Pilot study 

The pilot study aimed to support the current research by testing the research methodology and 

identifying areas that can be improved including the skills of the interviewer, research questions, 

interview questions, and sampling. It is important before running a large study to undertake a 

pilot study to reshape and refine the practical and methodological issues in the study. Pilot study 

is a way that can help the researcher in troubleshooting unforeseen issues in the project and 

determining whether a research project is feasible. According to Ronald (2018) pilot study has 

many advantages including: refining research questions, evaluating the sample size of the 

research, testing research methods, estimating the required time for the research process, and 

resolving as many potential issues as possible. In addition, Jessiman (2013) emphasized that a 

pilot study can provide a clearer understanding of the topic being investigated and explore 

procedural elements of a study. 

The pilot study lets the researcher to exercise interview skills with the samples that have 

“theoretical purpose and relevance” (Glaser & Strauss, 1967, p. 48). Through the pilot study the 

researcher has an opportunity to explore research objectives and become acquainted with ideas 

on the effects of co-production on happiness and wellbeing. The participants will be asked to 

describe their participation in the co-production process and detail their thoughts, feelings, 
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actions and benefits. According to Van Teijlingen and Hundley (2002) by pilot study, the 

researcher can suggest improvement areas for the study process, and the researcher can get an 

advance warning about where the main research project could fail, where the research protocols 

may not be followed, and whether proposed methods are inappropriate or not. In addition, a 

pilot study can test the validity and reliability of the interview questions by checking if the 

questions are identifying the research purposes or not, and also to find out if any modifications 

needed by adding or canceling.  

The pilot study's collection of qualitative data included a total of six interviews, with three 

participants coming from each of the two groups. First group was the employees from different 

customer services departments within the MOI. These experts have access to the citizens 

through their daily tasks in service provision and   have already arranged or managed some 

practices within their departments to co-produce with citizens. The second group was citizens 

who already co-produced with these departments or services centers in term of designing public 

services. 

To conduct the interviews with the above groups, the researcher has to have an authorization 

letter from the information security department in the MOI. The policy of the MOI is to secure 

employees and citizens' information and not make it publicly available. That is why the formal 

letter from BUID University (Appendix 1) was issued which helped the researcher to access the 

interviewees, the researcher got the approval letter (Appendix 2 & 3) from the MOI to start the 

interviews.     

The interview duration was approximately 45 minutes, for four males and two females. A set of 

questions were asked for each group (Appendix 4 & 5).  The normal protocol of the research 



 

101 

  

has been conducted, the consent form for study participants (Appendix 6) was shown to the 

participants and explained to them. The interviewees were informed about the purpose of the 

study. The confident issues were explained, and they were informed about the record of the 

interview, and their right to continuation or withdrawal from the interview was clear.  

Overall, the pilot study contains six interviews and has proved that the questions were 

understood by interviewees, and they have adequate knowledge and experience related to the 

research components. However, during the interviews and per the interviewee’s feedback, the 

researcher become familiarized with the questions and the answers of interviews. Through the 

answers, the researcher recognized that there is a need to modify some questions to fulfill the 

purpose of the research. For instance, the questions of the required skills were not exist. 

However, when most of the interviewees talked about the skills that employees have to have, 

the researcher add the specific question asking both groups (citizens and employees) about the 

skills that they think it is important to enhance co-production.  

 In addition to that the researcher analyzed the collected data from the pilot study by using the 

NVivo software which asserts the need of some changes to be done in research questions and 

interview questions. The old questions were rephrased and modified to clarify the exact purpose 

of the thesis and also some questions were replaced or deleted, the new version of research 

questions and interview questions explained in tables 2 & 3 below. Finally, the collected data 

were coded as (appendix 7). 
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4.10 Interviews questions 

4.10.1 Employees’ questions  

TABLE 2: LINKING RESEARCH QUESTIONS WITH INTERVIEW QUESTION FOR EMPLOYEES 

Employees 

1. To what extent do employees and 

citizens have the awareness of the role 

of co-production?  

1. What do you know about (co-production) as an 

engagement of different stakeholders in public 

service designing and provision?   

2. What do you know about the strategy of the UAE 

government in terms of engaging the public in 

service delivery? 

3. What are the applied initiatives within your 

organization that support the engagement of 

stakeholders in service provision? 

2. To what extent can co-production 

be considered as a factor of happiness 

and wellbeing? 

1. In your opinion, what are the factors of happiness 

and wellbeing? 

2. Do you think the engaging citizens in service 

designing and delivering can enhance their 

happiness and wellbeing? if yes how? 

3. What are the benefits of co-

production for governments and 

citizens? 

1. In your opinion, what are the benefits of co-

production for both organizations and the citizens? 

4. How co-production can lead to 

sustainable public service? 

1. Do you think the co-production can lead to 

sustainable public service? if yes why and how?  

2. Do you think if citizens are happy with co-

production outcomes can be more engaged in the 

future? 
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5. What are the factors that can spread 

the culture of co-production?  

1. How does the leadership in your organization 

support co-production? 

2. In your opinion, how can individuals be motivated 

to participate in co-production? 

3. Do you think co-production requires specific skills? 

if yes, how? 

6. What are the challenges of 

implementing co-production?  

1. In your opinion what are the barriers that can imitate 

the co-production implementation?   

 

4.10.2 Citizens’ questions 

 

TABLE 3: LINKING RESEARCH QUESTIONS WITH INTERVIEW QUESTION FOR CITIZENS 

Citizens  

1. To what extent do employees and 

citizens have the awareness of the role of 

co-production?  

1. What do you know about (co-production) as an 

engagement of different stakeholders in public service 

designing and provision? 

2. What do you know about the strategy of the UAE 

government in terms of engaging the public in service 

delivery?   

2. To what extent can co-production be 

considered as a factor of happiness and 

wellbeing? 

1. In your opinion, what are the factors of happiness and 

wellbeing? 

2. Do you think that your engagement in service designing 

and delivering can enhance your happiness and 

wellbeing? If yes, how? 

3. What are the benefits of co-production 

for governments and citizens? 

1. In your opinion, what are the benefits of co-production for 

both organizations and the citizens? 

4. How can co-production lead to 

sustainable public service? 

1. Do you think co-production can lead to sustainable public 

service? If yes, why and how?  

2. If you are happy about co-production outcomes, do you 

think you will continue to participate in the future? 
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5. What are the factors that can spread the 

culture of co-production?  

1. From your view, what are the most things that can 

motivate you to co-produce again? 

2. Do you think co-production requires specific skills? 

6. What barriers can block the co-

production implementation in the 

organizations?  

1. In your opinion what are the barriers that can imitate the 

co-production implementation?   

 

4.11 Ethical Considerations 

The ethics of qualitative research deserves special attention, as we will come much closer to 

privacy issues and the day-to-day life of our participants. Reflection and sensitivity to privacy 

are essential before launching a qualitative study. At the same time, general discussions about 

research ethics often miss the special needs and problems of qualitative. A semi-structured 

interview entails trust and professionalism as a fundamental aspect of the study. This kind of 

interview allows the participants to freely express their thoughts which are clearly private. It has 

to be noted that the effectiveness of this method relies on the interviewee’s interpersonal skills, 

their ability to establish relationship, and their ability either to review or give feedback. The 

abilities mentioned are valuable, yet morally sensitive. Thus questions have to be designed in 

such a manner that the issues of confidentiality and anonymity be thoroughly discussed prior to 

the conduct of the interview. 

The researcher followed all ethical principles such as privacy, confidentiality, and anonymity. 

Firstly, the researcher got the permission letter from the Minister of interior to explain the 

purpose of the research.  Secondly, the researcher explained the right of participants to accept 

or reject the interviews. Thirdly, the researcher clarify the expected time of the interview, in 

order to show the respect of their time, and actually the researcher arrange an appointment with 
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the interviewees previously. Finally, the researcher assured that the gathered data is confidential 

and secured and not shared with third parties under any condition.  

The researcher take in the account some consideration which are: unbiased, asking questions 

properly, recording the responses accurately, listen carefully, assure fully understanding. 

Moreover, he recognize that respect and curiosity is the gateway to communicate with 

interviewees (Kothari, 2004). According to Opdenakker (2006) the interviewer must focus much 

more on the questions to be asked and the answers of these questions with fully understanding 

what they say and get appropriate knowledge that he needs.  

To protect the participants in this study, issues on confidentiality, transparency and ethical 

treatment for all the participants and the organizations. All participants are treated equally, and 

they shall be constantly informed that their identities are to remain confidential. They further 

notified and shared with relevant data gathered during the process to ensure that all transcribed 

materials from the interviews are correct and that the participants are amenable with the 

information gathered for the utilization of the research process. Should there be concerns on 

confidentiality and ethical issues, the researcher shall make the necessary adjustments according 

to the needs and standards set by the researcher and the protection of the participants. 

The researcher follow the university guidelines on the publication process. Furthermore, the 

researcher took the responsibility for the possible risks related to the research process and the 

publication itself. 

4.12 Conclusion  

The research methodology chapter explains the types of research approach, provides a 

justification in the utilization of the method,  the  steps of the research such as the participants, 
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data collection procedure, data analysis approach or strategy, validity and reliability, and the 

ethics issues . The researcher was aware of all ethical principles such as privacy, confidentiality, 

and anonymity. The first step was getting permission letters from the Ministry of Interior to 

explain the purpose of the research for participants. Then, explaining the right of participants to 

accept or reject the interviews with clarification of the expected time of the interview, in order 

to show them the respect of their time with an advance appointment.    
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CHAPTER 5: RESULTS AND FINDING ANALYSIS 
 

The objective of this chapter is to provide a presentation of the analytical and qualitative data 

that supports the research objectives and research questions, which are as follows: 

 To what extent do employees and citizens have an awareness of co-production?  

 To what extent can co-production be considered as a factor of happiness and wellbeing? 

 What are the benefits of co-production for governments and citizens? 

 How can co-production lead to sustainable public service? 

 What are the factors that can spread the culture of co-production?  

 What are the challenges of implementing co-production? 

 The results that had been collected by the semi-structured interviews prove that there is 

a role of co-production in enhancing service users’ happiness and well-being. The 

interviews were conducted with two groups: public services users and public service 

providers. The data were analyzed by using Nvivo software. Firstly, an overview of the 

participants will be given followed by their demographic analysis. Then, the results of 

interviews will be presented in detail.   

 

5.1 Research participants   

 

The participants of the current research are 35 participants divided by two groups, the first group 

consists of 17 employees from different departments and services centers in the MOI who have 

already co-produce with citizens. The second group consists of 18 citizens who had previously 

participated in the co-production process with the MOI. 
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5.2 Interviewees details  

5.2.1 Gender  

The sample included the gender in both groups. Despite there is no point in gender differences, 

the researcher decided to consider gender in the research. In the first group (Employees) there 

were 12 males, and 5 females. The second group (citizens) consist of 10 males and 8 females. 

 

 

 
FIGURE 6: EMPLOYEE SEX 

 

 

 
FIGURE 7: CUSTOMERS/ CITIZENS SEX 
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5.2.2 Ages 

The ages of the participants in the two groups ranged between 12-50 years, only one employee 

and two customers over 50. Most of the participants were located in the second category from 

31 to 40 years, which gives an impression of the employees’ experience and maturity of the 

citizens. 

 

 
FIGURE 8: AGES OF EMPLOYEES 

 

 

 
FIGURE 9: AGES OF CUSTOMERS 
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5.2.3 Years of experiences 

The experience of the interviewed employees was not less than five years. 6 employees have 5-

10 years, 9 employees have 11-15 years of experience, and 2 employees have more than 15 

years of experience.  

 

 
FIGURE 10: YEARS OF EXPERIENCES 

 

Figure 10 shows the years of experience for the employees. Participants. Around (65%) of 

employees have more than 10 years of experience in the field. Experience category 11 - 15 years 

is the most scored category, with 53%. The second category has experience between 5- 10 years, 

scoring 35 %. The sample shows a range of skills, with a majority of well-experienced 

participants who are aware of co-production with citizens.  

 

5.2.4 Geographical distribution 

In order to enhance the reliability and validity of the thesis, the sample covered all seven 

emirates, the employees and the citizens were from all seven emirates as shown in the figures 

11 and 12 below:  
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FIGURE 11: GEOGRAPHIAI DISTRIBUTION- SERVICES CENTRE 

 

 

 
FIGURE 12: GEOGRAPHICAL DISTRIBUTION- CUSTOMERS 

 

5.2.5 Nationalities 

The researcher took into account the diversity of nationalities of the citizens in the research 

sample, which included Emirati, Gulf Cooperation Council (GCC), Arab countries, Asian, 

European, and United States (US). However, Since the UAE government is seeking to localize 

government jobs, all the interviewed employees were Emirati. 
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FIGURE 13: NATIONALITY – SERVICE PROVIDER 

 

 

FIGURE 14: NATIONALITIES OF CITIZENS  

 

5.3 Data Analysis – Citizens/Customers 

5.3.1 Understanding about co-production 

The analysis of the data showed that the customer's understanding of co-production as an 

engagement of different stakeholders falls into several initial codes. These nine initial codes are: 

(1) Achieving shared goals, (2) Active dialogue and engagement, (3) Collaborative design and 

delivery of services, (4) Collaborative leaderships, (5) Designing shared solutions to the 

problems, (6) Enhancing public happiness and well-being, (7) Involving stakeholders to 

improve public services, (8) Making joint contributions to the outcomes, (9) Solution to the 

challenges facing public service delivery. The first initial code for this theme is "achieving 

shared goals." Co-production is a process in which different minds come together to achieve 

shared goals. The second initial code for this theme is "active dialogue and engagement." Co-
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production is based on the relationship of equals, for this purpose active dialogue takes place 

between service users and providers. The third initial code for this theme is "collaborative 

design and delivery of services." One of the participants mentioned; "Co-production is a public 

services model in which customers (citizens/residents/corporates) are involved in the design 

and delivery of policies and/or services." The fourth initial code for this theme is "collaborative 

leadership." Some customer’s co-production as a collaborative leadership between the 

consumers and the producers. The fifth initial code for this theme is "designing shared solutions 

to the problems." Multiple stakeholders get together to design a shared problem to the solution. 

The sixth initial code for this theme is "enhancing public happiness and wellbeing." Customers 

also view co-production as a means to enhance public happiness and well-being. The seventh 

initial code for this theme is "involving stakeholders to improve public services." In the words 

of one of the participants: "Involve different stakeholders from different backgrounds and 

different knowledge to come together and discuss services provision in term of identifying 

challenges and opportunities to improve public services." The eighth initial code for this theme 

is "making a joint contribution to the outcome." A joint contribution by the recipients and the 

service providers makes a joint contribution for an outcome. The ninth initial code for this theme 

is "solution to the challenges facing public service delivery." One of the participants shared, 

"Co-production is a solution to the challenges facing public service delivery which helps 

governments to sustain their services with the response for the global changes and challenges." 
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FIGURE 15: PICTORIAL MIND MAP FOR CUSTOMERS’ UNDERSTANDING ABOUT CO-PRODUCTION 

 

TABLE 4: CODING SUMMARY TABLE FOR CUSTOMERS’ UNDERSTANDING ABOUT CO-PRODUCTION 

Representative statement from interviews Initial Codes Themes 

Co-production is when different minds come 

together to find solutions and achieve shared 

goals. 

Achieving shared 

goals 

Understanding 

about co-

production 

Co-production involves active dialogue and 

engagement between service users and providers, 

based on a relationship of equals. 

Active dialogue and 

engagement 

Co-production is a public services model in which 

customers (citizens/residents/corporates) are 

involved in the design and delivery of policies 

and/or services.  

Collaborative design 

and delivery of 

services 
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Collaborative leadership of service providers and 

receivers of services. 

Collaborative 

leadership 

It is a concept involving multiple stakeholders to 

design a shared solution to a problem. 

Designing shared 

solution to the 

problems 

It is very necessary approach for developing 

public services and enhancing public happiness 

and wellbeing.  

Enhancing public 

happiness and  

wellbeing 

Involve different stakeholders from different 

background and different knowledge to come 

together and discuss services provision in term of 

identifying challenges and opportunities to 

improve public services. 

Involving 

stakeholders to 

improve public 

services 

Full co-production occurs when both service 

providers and recipients are active and make a 

joint contribution to the outcomes to be achieved. 

Making joint 

contribution to the 

outcomes 

Co-production is a solution to the challenges 

facing public service delivery which helps 

governments to sustain their services with 

response for the global changes and challenges. 

Solution to the 

challenges facing 

public service 

delivery 

 

5.3.2 UAE government strategy of engaging the public in service delivery   

An analysis of the data showed that the customer's understanding of strategy and practices of 

the UAE government in terms of engaging the public in service delivery falls into ten initial 

codes. These ten initial codes are: (1) Adopting customer-centric approach for delivery of 

services, (2) Citizen's feedback, (3) Citizen's first, (4) Community reporting negative incidents, 

(5) Having goals to enhance citizen's happiness and wellbeing, (6) Making up more volunteers 

in public for the public, (7) Provide services that are better aligned with customer's needs and 

expectations, (8) Reduced average waiting time for different services, (9) Regular training 

sessions, (10) Use of technology in government services. The first initial code for this theme is 

"adopting customer-centric approach for delivery of services."  The government is using a 

customer-centric approach for the delivery of service. The second initial code for this theme is 

"citizen's feedback." The UAE government values citizens ' feedback and makes it a part of their 
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service delivery. The third initial code for this theme is "citizen's first." The UAE government 

puts the citizens first. The fourth initial code for this theme is "community reporting negative 

incidents."  

 

The community co-delivers the service by reporting any negative incident that comes to their 

notice. The fifth initial code for this theme is "having goals to enhance citizens' happiness and 

wellbeing." The UAE government targets the citizens in their strategies and has a goal to 

enhance their happiness and well-being. The sixth initial code for this theme is "making up more 

volunteers for the public." The seventh initial code for this theme is "provide services that are 

better aligned with customers’ needs and expectations." One of the participants shared, "The 

UAE government recognizes that co-production of public services is very important because it 

enables the government to be more responsive and efficient and to provide services that better 

align with customer needs and expectations." The eighth initial code for this theme is "reduced 

average waiting time for different services." Another respondent mentioned, "The UAE 

government seeks to enhance public services in different ways. For example, the average 

waiting time was reduced in all services." The initial code for this theme is "regular training 

sessions." Excellent training sessions are conducted regularly to keep the public engaged in 

service delivery. The tenth initial code for this theme is "use of technology in government 

services." 
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FIGURE 16: PICTORIAL MIND MAP FOR UAE GOVERNMENT STRATEGY OF ENGAGING THE PUBLIC IN SERVICE 

DELIVERY 

 

 

TABLE 5: CODING SUMMARY TABLE FOR UAE GOVERNMENT STRATEGY OF ENGAGING THE PUBLIC 

IN SERVICE DELIVERY   

Representative statement from interviews Initial Codes Themes 

The UAE government, however, has taken a 

different approach over the past several years, 

setting its sights on delivering services that would 

rival the best in the private sector and aiming for 

the customer-centric feel of a five-star hotel and the 

efficiency of a leading bank. 

Adopting customer 

centric approach for 

delivery of services UAE 

government 

strategy 

I think the UAE government values public 

feedback about public services such as health 

sector, education sector, and policing.  

Citizen's feedback 
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In the UAE, the government put citizens first. Citizen's first 

The community is co-delivering the service via 

reporting on any negative social or security 

incidents they see publicly. 

Community reporting 

negative incidents 

UAE government always target its customers in 

their strategies. They always have a goal to 

enhance citizen’s happiness and well-being. 

Having goals to 

enhance citizen's 

happiness and 

wellbeing 

Making up more volunteers in public for the 

public. 

Making up more 

volunteers in public 

for the public 

The UAE government recognize that co-production 

of public services is very important because it 

enables the government to be more responsive and 

efficient and to provide services that better align 

with customer needs and expectations. 

Provide services that 

are better aligned 

with customers' needs 

and expectations 

The UAE government seek to enhance public 

services in different ways. For example, the 

average waiting time were reduced in all services. 

Reduced average 

waiting time for 

different services 

Excellent training sessions conducted regularly. 
Regular training 

sessions 

It also pushed for the use of technology in 

government services. 

Use of technology in 

government services 

 

5.3.3 Factors for happiness and wellbeing 

The analysis of the data was conducted using a phenomenographic approach, which involved 

transcription of the interviews conducted to 18 customers. The table below indicates there are 

36 categories of factors for happiness and well-being that have been identified by the 

customers/citizens. The data revealed the following five top factors considered for happiness 

and wellbeing. These factors include social relationship, family, health and positive lifestyle, 

and friends.  
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TABLE 6: FACTORS FOR HAPPINESS AND WELL-BEING 

Sr. Factors for happiness and well-being Frequency 

1 Appreciating what you have 2 

2 Awareness 1 

3 Being happy with what you do 2 

4 Clear guidelines 1 

5 Clear vision 1 

6 Ease of services around us 1 

7 Eating a healthy diet 1 

8 Emotional needs 1 

9 Environment and physical health 1 

10 Equal opportunities 1 

11 Family 4 

12 Feeling comfortable at the workplace 1 

13 Feeling content about crucial life decisions 1 

14 Friends 3 

15 Hard work 1 

16 Health and positive lifestyle 4 

17 Independence 1 

18 Life-long learning and education 1 

19 Listening 1 

20 Looking after one’s mental health 2 

21 Money, society, and culture 4 

22 Motivation 1 

23 Open lines of communication 1 
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24 Peace of mind 1 

25 Positive thinking styles 1 

26 Practicing mindfulness 1 

27 Safety & security 1 

28 Sense of community 1 

29 Social relationships 6 

30 Staying active 1 

31 Strong support network 1 

32 Success 2 

33 Supporting environment 2 

34 Temperament and adaptation 1 

35 Trust 1 

36 Work life balance 2 

 

5.3.4 Impact of engagement on happiness and wellbeing 

The analysis of the data showed that customer's understanding of their engagement in service 

design and delivering can enhance their happiness and well-being falls into ten initial codes. 

These initial codes are: (1) Appreciating customer reviews, (2) Being involved in the process of 

designing the service, (3) Community policing, (4) Feedback is considered important, (5) 

Happiness of sense of contributing, (6) Have a say in the solutions, (7) Having a well-paid job, 

(8) Having a work-life balance, (9) Provide a nice environment, (10) Recognition. The first 

initial code for this theme is "appreciating customer reviews." Appreciation for a customer's 

review can bring happiness to the customer. The second initial code for this theme is "being 

involved in the process of designing the service." The involvement of the customer in the process 

of designing the service enhances their happiness which leads to their well-being. The third 

initial code for this theme is "community policing." One of the participants shared, "Yes, for 

example, Community Policing is an example of co-production whereby residents and citizens 
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work alongside the Police in crime prevention." The fourth initial code for this theme is 

"feedback is considered important." The customer's feedback is valued and results in their 

happiness. The fifth initial code for this theme is "happiness of sense of contributing." Another 

respondent mentioned: "Yes, I feel productive and it brings me happiness to know that I am 

contributing to the society and playing a role in educating the future generation." The sixth 

initial code for this theme is "have a say in the solution." Having a say in the solution makes the 

customers feel valued and it results in their happiness and well-being. The seventh initial code 

for this theme is "having a well-paid job." Another means of the customer's happiness and well-

being is a well-paid job. The eighth initial code for this theme is "having a work-life balance." 

A healthy work-life balance also leads to happiness. The ninth initial code for this theme is 

"provide a nice environment." A nice environment for the customers causes them to be happier 

and thus result in their well-being. The tenth initial code for this theme is "recognition." In the 

words of one of the participants: "Yes, where all stakeholder's thoughts, concerns, feedback, 

and contributions are recognized and effectively implemented." 
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FIGURE 17: IMPACT OF ENGAGEMENT ON HAPPINESS AND WELLBEING 

 

TABLE 7: CODING SUMMARY TABLE FOR IMPACT OF ENGAGEMENT ON HAPPINESS AND WELLBEING 

Representative statement from interviews   Initial Codes Themes 

And appreciate his view that it can create a high 

level of happiness and well-being for customers. 

Appreciating 

customers views 

Impact of 

engagement 

on happiness 

and wellbeing 

Yes, being involved in the process of designing 

the service makes me feel prioritized by the 

organization. 

Being involved in 

the process of 

designing the service 

Yes, for examples, Community Policing is an 

example of co-production whereby residents and 

citizens work alongside the Police in crime 

prevention. 

Community policing 
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Yes, if someone ask us about our experiences 

that means we are important in our 

communities. So, if we feel that our opinion is 

considered we will be happy.  

Feedback is 

considered important 

Yes, I feel productive, and it brings me 

happiness to know that I am contributing to the 

society and playing a role in educating the future 

generation. 

Happiness of sense 

of contributing 

Yes, allowing me to express my opinion and 

have a say in the solution will definitely make 

me happier. 

Have a say in the 

solution 

Having a well-paid job. 
Having a well-paid 

job 

Having a work life balance. 
Having a work life 

balance 

Provide a nice environment. 
Provide a nice 

environment 

Yes, where all stakeholders’ thoughts, concerns, 

feedback, and contributions are recognized and 

effectively implemented. 

Recognition 

 

 

5.3.5 Benefits of co-production for organizations and the citizens 

The analysis of the data showed that customers' understanding of the benefits of co-production 

for both organizations and citizens falls into three themes: (a) Benefits for organizations, (b) 

Benefits for citizens, (c) Mutual benefits. The first theme comprises three initial codes. These 

initial codes are: (1) Efficient and effective services, (2) Improved governance, (3) Saving cost 

and time. The first initial code for this theme is "efficient and effective services." For 

organizations, they will be able to provide their services more effectively through co-production. 

The second initial code for this theme is "improved governance." Through co-production, the 

organization is able to make effective policies and take into consideration all the relevant parties. 

The third initial code for this theme is "saving cost and time." Through co-production, the 

providers save time and cost. The second theme comprises four initial codes. These initial codes 
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are: (1) Better outcome, (2) Gain more services, (3) Happy citizens, (4) Safety and security. The 

first initial code for this theme is "better outcome." Co-production is linked with better outcomes 

for people who use services. The second initial code for this theme is "gain more services." 

Through co-production, the citizens gain more services. The third initial code for this theme is 

"happy citizens." Co-production also results in customer's happiness and well-being. The fourth 

initial code for this theme is "safety and security." It also improves the feeling of security in 

society in times of crisis. The third theme comprises fifteen initial codes. These initial codes are 

(1) Accountability, (2) Align common goals, (3) Assigning roles and goals to everyone, (4) 

Better services, (5) Bring up ideas, (6) Building strong communities, (7) Effective use of 

resources, (8) Foster trust and collaboration between government and public, (9) Increased 

performance, (10) It reduces stress on both parties, (11) Learning from each other, (12) String 

relationships, (13) Supporting each other, (14) Value addition in products and services, (15) 

Working in harmony. The first initial code for this theme is "accountability." Co-production 

results in shared accountability between the consumer and the producers. The second initial 

code for this theme is "align common goals." It allows both of the parties to keep their goals 

aligned. The third initial code for this theme is "assigning roles and goals to everyone." It gives 

both, customers and producers a role and a goal to accomplish. The fourth initial code for this 

theme is "better services." It leads to better service in terms of quality, performance, and 

satisfaction. The fifth initial code for this theme is "bring up ideas." Co-production allows a 

variety of ideas to be brought up. The sixth initial code for this theme is "building strong 

communities." One of the participants shares that, "Co-production can help build stronger 

communities and develops citizenship." The seventh initial code for this theme is "effective use 

of resources." Co-production can help ensure that resources are used to develop the services that 

people really want. The eighth initial code for this theme is "foster trust and collaboration 

between the government and public." One of the participants mentioned, "The Co-production 

model of public services is essential in today’s world as it fosters trust and collaboration 

between the Government and the Public." The ninth initial code for this theme is "increased 

performance." Co-production also leads to increased performance and productivity in services 

provided. The tenth initial code for this theme is "it reduces stress on both parties." Co-

production is a joint venture, and it reduces stress on both parties. The eleventh initial code for 

this theme is "learning from each other." One of the participants shared, "Organization and 
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citizens working together can learn from each other." The twelfth initial code for this theme is 

"strong relationships." Through co-productions, strong relationships are developed between the 

consumers and the producers. The thirteenth initial code for this theme is "supporting each 

other." The customers and the organizations work in harmony and support one another through 

co-production the fourteenth initial code for this theme is "value addition in products and 

services." In the words of one of the participants, "Adding value through providing products or 

services in response to real needs." The fifteenth initial code for this theme is "working in 

harmony." Co-production results in the creation of harmony between the consumers and the 

producers. 

 

 

FIGURE 18: CODING SUMMARY TABLE FOR BENEFITS OF CO-PRODUCTION FOR ORGANIZATIONS AND THE 

CITIZENS 
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TABLE 8: BENEFITS OF CO-PRODUCTION FOR ORGANIZATIONS AND THE CITIZENS 

Representative statement from interviews Initial Codes Themes 

For organization they will provide their service in 

more effectiveness and efficiency.  

Efficient and 

effective services 

Benefits for 

organizations 
Improved governance – effective policy making 

that takes into consideration all candidate players 

and relevant parties  

Improved 

governance 

The providers will save some time and cost. Saving cost and time 

Co-production is linked with better outcomes for 

people who use services and careers. 
Better outcome 

Benefits for 

citizens 

The citizen will gain most important services. Gain more services 

As citizen we will be happier. Happy citizens 

It also improves the feeling of safety and security 

in the society in times of crisis (e.g., COVID 19) 
Safety and security 

Both parties are able to share accountability and 

benefit from the fairest solution. 
Accountability 

Mutual 

benefits 

Align common goals. Align common goals 

Gives everyone a role and goal to accomplish. 
Assigning roles and 

goals to everyone 

Better services in terms of quality, performance 

and satisfaction. 
Better services 

Bring up ideas. Bring up ideas 

Co-production can help build stronger 

communities and develop citizenship. 

Building strong 

communities 

Co-production can help ensure that resources are 

used to develop the services that people really 

want. 

Effective use of 

resources 

The Co-production model of public services is 

essential in today’s world as it fosters trust and 

collaboration between the Government and the 

Public. 

Foster trust and 

collaboration 

between government 

and public 
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Increased performance and productivity in 

services provided. 

Increased 

performance 

It reduces stress on both parties. 
It reduces stress on 

both parties 

Organization and citizens working together can 

learn from each other. 

Learning from each 

other 

Build up a strong relationship between the 

organizations and citizens. 
Strong relationships 

Support each other  
Supporting each 

other 

Adding value through providing products or 

services in response to real needs.  

Value addition in 

products and 

services 

Working in harmony. Working in harmony 

 

5.3.6 Impact of co-production on sustainable public service 

The analysis of the data showed that the customer's understanding of where co-production can 

lead to sustainable public service falls into fifteen initial codes. These initial codes include (1) 

Active role of citizens, (2) Better communication community needs, (3) By achieving a 

sustained outcome, (4) By building relationships and networks, (5) By building trust and 

improving relationships, (6) By developing capacity, (7) By developing more flexible services, 

(8) By identifying new opportunities and challenges, (9) By including citizens feedback, (10) 

By providing effective services, (11) By recognizing stakeholder's contribution, (12) By saving 

close, (13) By sharing responsibility, (14) Efficient and effective use of resources, (15) Foster 

social capital. The first initial code for this theme is "Active role of citizens." Citizens playing 

an active role in producing public products increase the effectiveness and quality which can lead 

to sustainable public service. The second initial code for this theme is "Better communication 

community's needs." One of the participants shared, "Yes, Citizens can make public servants 

aware of what is needed in communities which is finally leads to sustainable awareness of the 

real needs of the communities." The third initial code for this theme is "by achieving sustained 

income." With fulfillment in the process of co-producing, comes sustaining outcomes. The 
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fourth initial code for this theme is "by building relationships and networks." Co-production can 

build a relationship between the citizens and the government as a service provider. The fifth 

initial code for this theme is "by building trust and improving relationships." Building trust and 

improving relationships between service users and service providers can lead to sustaining 

relationships which are finally will sustain the outcomes. The sixth initial code for this theme is 

"by developing capacity." Co-production processes produce more than just knowledge; they 

develop capacity. The seventh initial code for this theme is "by developing more flexible 

services." Governments worldwide develop more flexible service rather than ‘one size fits all. 

The eighth initial code for this theme is "by identifying new opportunities and challenges." One 

of the participants shared, "Yes, it can be, the idea from different participants can help to identify 

the new opportunities and new challenges." The ninth initial code for this theme is "by including 

citizen's feedback." If the government includes the citizens’ opinions and puts them to good use 

with the intention of a positive outcome, it should work. The tenth initial code for this theme is 

"by providing effective services." Co-production can lead to sustainable public service by 

providing effective services. The eleventh initial code for this theme is "by recognizing 

stakeholder's contribution." One of the participants mentioned, "Yes, through the recognition of 

the contributions of all stakeholders lead to personal and professional increased productivity 

and satisfaction." The twelfth initial code for this theme is "by saving cost." Co-production can 

lead to sustainable public service by saving costs through effective processing. The thirteenth 

initial code for this theme is "by sharing responsibility." Co-production can be made more 

effective by sharing the responsibility between the consumers and the producers. The fourteenth 

initial code for this theme is "efficient and effective use of resources." One of the participants 

mentioned, "Co-production can improve sustainability because it enables more efficient and 

effective use of multiple resources with a good extent of diversification." The fifteenth initial 

code for this theme is "foster social capital." Co-production can lead to sustainable public 

service through contributing to the factors that contribute to sustainability. 
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FIGURE 19: PICTORIAL MIND MAP FOR IMPACT OF CO-PRODUCTION ON SUSTAINABLE PUBLIC SERVICE 

 

TABLE 9: CODING SUMMARY TABLE FOR IMPACT OF CO-PRODUCTION ON SUSTAINABLE PUBLIC SERVICE 

Representative statement from interviews Initial Codes Themes 

Yes. Citizens playing an active role in producing 

public products increases the effectiveness and 

quality of the service hence increasing the 

sustainability of the service. 

Active role of 

citizen's 
Impact of co-

production on 

sustainable 

public service Yes, Citizens can make public servants aware of 

what is needed in communities which will finally 

lead to sustainable awareness of the real needs of 

the communities. 

Better 

communicating 

community's needs 
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Yes, because if we are happy with what we do, the 

sustaining outcomes will be achieved. 

By achieving 

sustained outcome 

Yes, co-production can build a relationship 

between us as a citizens and the government as 

service provider. This relationship will lead to 

continues improvement. 

By building 

relationships and  

networks 

Yes. Building trust and improving relationships 

between service users and service providers can 

lead to sustain relationship which is finally will 

sustain the outcomes. 

By building trust and 

improving 

relationships 

Co-production processes produce more than just 

knowledge; they develop capacity. 

By developing 

capacity 

Yes, governments worldwide develop more 

flexible service rather than ‘one size fits all’. 

By developing more 

flexible services 

Yes, It can be, the idea from different participants 

can help to identify the new opportunities and new 

challenges. 

By identifying new 

opportunities and 

challenges 

Sure. If the government includes their citizens’ 

opinions and puts them to good use with the 

intention of a positive outcome, it should work. 

By including citizens 

feedback 

Yes, by providing effective service. 
By providing 

effective services 

Yes, through the recognition of the contributions of 

all stakeholders lead to personal and professional 

increased productivity and satisfaction. 

By recognizing 

stakeholder's 

contribution 

Yes, if service provider save some cost through 

effective co-production, the amount that has been 

saved will help for new generation or will be used 

to improve other service for communities 

By saving cost 

Yes, by sharing responsibility  
By sharing 

responsibility 
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Co-production can improve sustainability because 

it enables more efficient and effective use of 

multiple resources with a good extent of 

diversification. 

Efficient and 

effective use of 

resources 

Foster social capital, and implement actions that 

can contribute to sustainability. 
Foster social capital 

 

5.3.7 Impact of happiness with co-production on future engagement 

All of the 18 participants stated that they will continue to participate in co-production in the 

future, if they are happy with its outcomes.  

5.3.8 Motivation to join co-production 

An analysis of the data showed that customer's views on the factors that motivate them to co-

produce again fall into thirteen initial codes. These initial codes include (1) Appreciation, (2) 

Better services for customers, (3) Common interests and goals, (4) Feeling of adding value, (5) 

Feeling patronized as a customer, (6) Positive outcomes, (7) Recognition, (8) Rewards and 

discounts, (9) Seeing my idea implemented, (10) Seeing that my participation has had an effect, 

(11) Success of the initiative, (12) Support from colleagues, (13) Training. The first initial code 

of this theme is "appreciation." Appreciation will keep the customers motivate to co-produce 

again. The second initial code for this theme is "better service for customers." One of the 

participants shared, "What makes me happy and motivates me is having a good service and also 

making the service easy for the customer and not making it complicated another factor is when 

they have discounts for example if you have more than one service you may get one free or even 

a percent discount on them." The third initial code for this theme is "common interests and 

goals." Common interests and goals is another factor for motivating the customers to co-produce 

again in the future. The fourth initial code for this theme is "feeling of adding value." Feeling of 

one's participating being valued is also a source of motivating to co-produce again. The fifth 

initial code for this theme is "feeling prioritized as a customer." Feeling important in the process 

of co-producing is another source of motivation for participation in the future. The sixth initial 

code for this theme is "positive outcomes." Positive outcomes of the previous project are another 

motivational factor for further participation. The seventh initial code for this theme is 
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"recognition." One of the participants shared: "The recognition that co-production amplifies 

one’s voice and impact in the society is an important motivation factor." The eighth initial code 

for this theme is "rewards and discounts." Earning rewards or discounts can keep the customers 

motivated to co-produce. The ninth initial code for this theme is "seeing my idea implemented." 

Implementation of the customer's idea motivates them to participate in the future co-production 

projects as well. The tenth initial code for this theme is "seeing that my participation has had 

an effect." Positive result out of one's participation in co-production keeps them motivated. The 

eleventh initial code for this theme is "success of the initiative." One successful project 

motivates the citizens to participate in the next. The twelfth initial code for this theme is "support 

from a colleague." Support from fellow citizens is another motivational factor. The thirteenth 

initial code for this theme is "training." Training through specialization is also a motivational 

factor. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
FIGURE 20: PICTORIAL MIND MAP FOR MOTIVATION TO JOIN CO-PRODUCTION 
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TABLE 10: CODING SUMMARY TABLE FOR MOTIVATION TO JOIN CO-PRODUCTION 

Representative statement from interviews Initial Codes Themes 

Appreciation. Appreciating what you have. Appreciation 

Motivation to 

join co-

production 

What makes me happy and motivates me is 

having a good service and also making the 

service easy for the customer and not making it 

complicated another factor is when they have 

discounts for example if you have more than one 

service you may get one free or even a percent 

discount on them. 

Better services for 

the customers 

I like to coproduce with individuals who have 

similar interested and/goals with me. 

Common interest 

and goals 

Feeling that my idea added value. 
Feeling of adding 

value 

Feeling prioritized as a customer. 
Feeling prioritized 

as a customer 

Positive outcomes. Positive outcomes 

The recognition that co-production amplifies 

one’s voice and impact in the society is an 

important motivation factor. 

Recognition 

Rewards and discounts. 
Rewards and 

discounts 

Seeing my idea implemented. 
Seeing my idea 

implemented 

Seeing that my participation has had an effect. 

Seeing that my 

participation has had 

an effect 

Successful outcomes. 
Success of the 

initiative 

Support from colleagues. 
Support from 

colleagues 
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Yes, training through specialization and a given 

skill- set. 
Training 

 

 

5.3.9 Skills required for co-production 

Collection of data from 18 customers/citizens have indicated 12 categories for specific skills for 

co-production. Analysis of the data revealed the following top four skills identified by the 

customers which are considered to be important for co-production. These skills include 

communication skills, teamwork, negotiation skills, and problem-solving skills.   

List of all the 12 skills that are identified by the customers which are required to be essential for 

co-production is presented below.  

 

TABLE 11: SPECIFIC SKILLS FOR CO-PRODUCTION 

Sr. Specific skills for co-production Frequency 

1 Building trust 1 

2 Collaboration and leadership 1 

3 Communication skills 5 

4 Developing two-way, reciprocal relationships 1 

5 Encouraging peer support 1 

6 Need to have adequate knowledge 1 

7 Negotiation skills 3 

8 Problem solving skills 2 

9 Recognizing people as assets 1 

10 Resource management skills 1 

11 Respecting other opinions 1 

12 Teamwork 5 
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5.3.10 Barriers to implementation of co-production 

An analysis of the customer's view on the barriers that can imitate the co-production 

implementation falls into sixteen initial codes. These initial codes are (1) Lack of understanding 

of the process, (2) Lack of connections between stakeholders and citizens, (3) Lack of a cohesive 

partnership among partners, (4) Lack of appreciation, (5) Lack of communication, (6) Lack of 

effectiveness of engagement, (7) Lack of motivation, (8) Lack of skills, (9) Lack of skills to 

build relationships, (10) Lack of trust, (11) Less response from participants, (12) Limited 

knowledge, (13) Narrow interest of citizens, (14) Not believing in team spirit, (15) Participants 

inability (or impossibility) to change, (16) People not being on the same page. The first initial 

code for this theme is "lack of understanding of the process." Lack of understanding on the 

citizen's part can come off as a barrier to co-production implementation. The second initial code 

for this theme is "lack of connections between stakeholders and citizens." Another potential 

barrier to co-production implementation is the lack of connection between the consumers and 

the producers. The third initial code for this theme is "lack of cohesive partnership among 

partners." Lack of cohesive partnership is another barrier to co-production implementation. The 

fourth initial code for this theme is "lack of appreciation." Lack of appreciation and 

communication can hinder the co-production implementation. The fifth initial code for this 

theme is "lack of communication." The communication barrier weakens the process of co-

productions and comes off as a barrier to its implementation. The sixth initial code for this theme 

is "lack of effectiveness of engagement." Ineffective engagement between the consumers and the 

producers leads to cause a hindrance in the process of co-production implementation. The 

seventh initial code for this theme is "lack of motivation." Lack of motivation for both of the 

parties to correspond is another barrier. The eighth initial code for this theme is "lack of skills." 

Lack of the required skills is a barrier that hinders the process of co-production from going 

forward. The ninth initial code for this theme is "lack of skills to build relationships." Lack of 

skills to build relationships and lead a productive environment is another barrier. The tenth 

initial code for this theme is "lack of trust." Lack of trust is one of the main co-production 

barriers. The eleventh initial code for this theme is "less response from participants." 

Uninterested participants are another barrier in the process of co-production implementation. 

The twelfth initial code for this theme is "limited knowledge." Limited or lack of knowledge is 

another barrier in the process. The thirteenth initial code for this theme is "narrow interest of 
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citizens." One of the participants shared that “Citizens are sometimes only willing to co-produce 

in a small spectrum of activities or services." The fourteenth initial code for this theme is: "not 

believing in team spirit." Not working as a team is a barrier in the co-production implementation. 

The fifteenth initial code for this theme is "participant's inability to change." Stiff attitudes from 

the participants are a barrier to the co-production implementation. The sixteenth initial code for 

this theme is "people not being on the same page." Another respondent shared that "Different 

level of thinking and education that people have. People not being on the same page or seeing 

eye to eye. The rapport must be good." 

 

FIGURE 21: PICTORIAL MIND MAP FOR BARRIERS TO IMPLEMENTATION OF CO-PRODUCTION 
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TABLE 12: CODING SUMMARY TABLE FOR BARRIERS TO IMPLEMENTATION OF CO-PRODUCTION 

Representative statement from interviews Initial Codes Themes 

A lack of understanding of the process. 

Lack of 

understanding of the 

process 

Barriers to 

implementation 

of co-

production 

If there is no connections between stakeholders 

and citizens. 

Lack of connections 

between stakeholders 

and citizens 

Lack of a cohesive partnership among partners. 

Lack of a cohesive 

partnership among 

partners. 

The lack of appreciation and communication.  Lack of appreciation 

Lack of communication.  
Lack of 

communication 

Lack of effectiveness of engagement. 
Lack of effectiveness 

of engagement 

Lack of motivation Lack of motivation 

The lack of skills.  Lack of skills 

Lack of skills to build relationships.  
Lack of skills to 

build relationships 

Four main co-production barriers: lack of trust. Lack of trust 

Less response from participants. 
Less response from 

participants 

Limited knowledge. Lack of knowledge (skills) 

and understanding. 
Limited knowledge 

Citizens are sometimes only willing to co-

produce in a small spectrum of activities or 

services. 

Narrow interests of 

citizens 

Not believing in team spirit. 
Not believing in team 

spirit 
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Participants' inability (or impossibility) to change. 

Participants' inability 

(or impossibility) to 

change 

Different level of thinking and education that 

people have. People not being on the same page 

or seeing eye to eye. The rapport must be good. 

People not being on 

the same page 

 

5.4 Data Analysis Report – Employees 

5.4.1 Understanding about co-production 

The analysis of the data showed that employees’ understanding about co-production falls into 

seven initial codes. These seven initial codes are: (1) co-production of products or services, (2) 

co-production of value creation activities, (3) co-production supports partnership and unity 

within the society, (4) involvement of stakeholders to enable service delivery, (5) involving 

citizens in service creation, (6) sharing knowledge and insights and (7) user centered approach. 

The first code for this theme is "Co-production of products or services." Ideas from both the 

producer and the consumer merge to come up with a new service. The second initial code for 

this theme is "Co-production of value creation activities." In co-production, the involvement of 

the consumers is significant as their opinions play a part in the course of manufacturing the 

product. One of the participants mentioned, "Co-production refers to the involvement 

of consumers in the various value-creating activities through which products and services are 

made. These activities include the production and distribution processes which are usually 

performed in the course of manufacturing a product or creating a service for a given target 

group of consumers." The third initial code for this theme is "Co-production supports 

partnership and unity within the society." The fourth initial code is involvement of stakeholders 

to enable service delivery which means the collaboration of the residents with the manufacturers 

improves their quality of life. The fifth initial code for this theme is involving citizens in service 

creation. This is about the involvement of the citizens in the creation of public policies and 

services. The sixth initial code for this theme is "sharing knowledge and insight." In this process, 

the service provider and the service consumer are involved in the process of discussion, and 

they share their knowledge and insight to find the common grounds. The seventh initial code 
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for this theme is the "User-centered approach." Co-production allows the designing of the 

services with an eye towards the user's wants and needs. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

FIGURE 22: PICTORIAL MIND MAP FOR UNDERSTANDING ABOUT CO-PRODUCTION 

 

TABLE 13: CODING SUMMARY TABLE FOR UNDERSTANDING ABOUT CO-PRODUCTION 

Representative statement from interviews Initial Codes Themes 

It's a process in which the producer and consumer 

collaborate to co-produce a product or service. 

Co-production of 

products or services 

Understanding 

about co-

production 

Co-production refers to the involvement 

of consumers in the various value creating activities 

through which products and services are made. 

These activities include the production and 

distribution processes which are usually performed 

in the course of manufacturing a product or creating 

a service for a given target group of consumers. 

Co-production of 

value creation 

activities 
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Co-production supports partnership and unity 

within the society as residents collaborate to deliver 

services that improve their quality of life. 

Co-production 

supports partnership 

and unity within the 

society 

Co-production involves government, private sector, 

community organizations and families to enable 

service provision. 

Involvement of 

stakeholders to 

enable service 

delivery 

It’s a practice in the delivery of public services in 

which citizens are involved in creation of the public 

policies and services. 

Involving citizens in 

service creation 

It is when service provider and service consumer 

take part and involve in the process of the decision, 

all sharing knowledge and insights. 

Sharing knowledge 

and insights 

User-centered design builds products and services 

with an eye towards what those users want and 

need. 

User centered 

approach 

 

5.4.2 UAE government strategy practices about engaging the public in service delivery 

The analysis of the data revealed that employees’ opinion regarding UAE government strategy 

practices about engaging the public in service delivery, fall into ten initial codes. These eleven 

initial codes include (1) applying best practices, (2) conducting citizen’s feedback survey, (3) 

co-produce to identify customer needs, (4) customer centric strategic approach, (5) engaging 

public in service provision, (6) innovative approaches for good governance, (7) meet customer 

needs, (8) putting citizens first, (9) to identify improvement areas, (10) Try to get citizen's 

involved, and (11) no specific strategy. The first initial code for this theme is "Applying best 

practices." The UAE government is keen on applying the best practices in this field. The second 

initial code for this theme is "Conducting citizen's feedback survey." Regular surveys are 

conducted by the UAE government, and the feedback collected from the public is used to 

improve service delivery. The third initial code for this theme is "Co-produce to identify 

consumer needs." The office of the Prime Minister pushes the government entities to identify 

the current needs of the consumers and their future expectations to make the services better. The 

fourth initial code for this theme is "Customer-centric strategic approach." The UAE 
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government focuses on a customer-centric strategic approach in the process of deciding the 

course of action for service development. The fifth initial code for this theme is "Engaging 

public in service provision." The UAE government engages the public in service provision. The 

sixth initial code for this theme is "Innovative approaches for good governance." The UAE 

government is opting for innovative approaches for maintaining good governance. One of the 

participants shared, "the government is inspired by innovative approaches - involving 

partnerships with civil society and a business that extends "good governance." The seventh 

initial code for this theme is "Meet customer needs." The government entities consider the 

customer's needs throughout the process. The eighth initial code for this theme is "Putting 

citizens first." The main goal of the government throughout this process is to put the citizens 

first. The ninth initial code for this theme is "To identify improvement areas." The citizens are 

engaged by the government in the process of improving the services. The tenth initial code for 

this theme is "Try to get citizens involved." The UAE government seeks to build a good 

relationship with the citizens and try to get them involved. The eleventh initial code for this 

theme is "No specific strategy." There is no specific strategy or guideline by the government, 

the government is opting for what is whatever is best for co-producing effectively. 
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FIGURE 23: PICTORIAL MIND MAP FOR UAE GOVERNMENT STRATEGY ABOUT ENGAGING THE PUBLIC 

IN SERVICE DELIVERY 

 

TABLE 14: CODING SUMMARY TABLE FOR UAE GOVERNMENT STRATEGY PRACTICES ABOUT ENGAGING THE 

PUBLIC IN SERVICE DELIVERY 

Representative statement from interviews Initial Codes Themes 

The UAE government is keen to apply best 

practices in this field. 

Applying best 

practices 

UAE 

government 

strategy 
The UAE conducts regular surveys that collect 

information about the quality of services the public 

receives. They use the feedback to improve service 

delivery. 

Conducting citizen's 

feedback surveys 
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The prime minister office always pushes all 

government entities to co-produce with customers 

and identify their current needs and future 

expectations. 

Co-produce to 

Identify customer 

needs 

Use the customer centric approaches to serve 

design. 

Customers centric 

strategic approach 

Engaging public in service provision is an approach 

foe the UAE government. 

Engaging public in 

service provision 

The government is inspired by innovative 

approaches - involving partnerships with civil 

society and business that extends "good 

governance". 

Innovative 

approaches for good 

governance 

Leading by the PMO, all governments’ entities have 

to consider their customers’ needs in many different 

ways.  

Meet customer needs 

The government set a goal with its strategy which is 

“putting citizens first”. 
Putting citizens first 

The leaders in the UAE called to engage all people 

in the country in all government services to identify 

any improving area. 

To identify 

improvement areas 

The government of the UAE seek to build good 

relationship with its citizens/customers, we always 

try to get citizens involved.  

Try to get citizen's 

involved 

However, there is no specific strategy or guide line 

to how we have to do that, with whom we have to 

participate, and what is the required qualification to 

co-produce effectively with these customers.  

No specific strategy 

 

5.4.3 Organizational initiatives for engaging stakeholders in service 

provision 

The analysis of the data showed that employees’ opinion about various initiatives applied within 

their organizations that supports the engagement of stakeholders in service provision falls into 

nine initial codes.  These nine codes include: (1) analyzing customer journey, (2) CRM 

implementation, (3) customer feedback survey, (4) engage critical stakeholders, (5) focus group 
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discussions, (6) hearing the customer voice, (7) knowledge exchange initiatives, (8) mystery 

shopper, and (9) suggestion’s system. The first initial code for this theme is "Analyzing customer 

journey." Hearing the customer's voice and identifying their requirements is carried out to look 

after the engagement of stakeholders in the service provision. The second initial code for this 

theme is "CRM implementation." CRM is used to collect information from the customers and 

producing knowledge from more than just one source. The third initial code for this theme is 

"Customer feedback survey." Regular surveys are conducted by the government to understand 

the consumer's demands and expectations. One of the participants shared, "We are doing regular 

surveys to get closer to our end-users’ expectations and understand their issues to better address 

them going forward." The fourth initial code for this theme is "Engage critical stakeholders." 

Another applied initiative by the government that support the engagement of stakeholder in 

service provision is the engagement of critical stakeholders. The fifth initial code for this theme 

is "Focus group discussions." Focus groups are formed with the vision of developing, designing, 

and improving services. The sixth initial code for this theme is "Hearing the customer's voice." 

Hearing the customer's voice and identifying their journey support the engagement of 

stakeholders in the procedure. The seventh initial code for this theme is "Knowledge exchange 

initiatives." Another applied initiative is an exchange of knowledge between the customer and 

the organization that the organization benefits from. The eighth initial code for this theme is 

"Mystery shopper" and the tenth initial code for this theme is "suggestions system." The 

suggestion system is another initiative taken by organizations that help them improve the quality 

of their services. 



 

145 

  

 

FIGURE 24: PICTORIAL MIND MAP FOR ORGANIZATIONAL INITIATIVES FOR ENGAGING STAKEHOLDERS IN 

SERVICE PROVISION 

 

TABLE 15: CODING SUMMARY TABLE FOR ORGANIZATIONAL INITIATIVES FOR ENGAGING STAKEHOLDERS IN 

SERVICE PROVISION 

Representative statement from interviews Initial Codes Themes 

Hearing the Customer voice, analyzing customer 

journey are two initiatives that we work on it to 

identify citizen requirements. 

Analyzing customer 

journey 

Organizational 

initiatives for 

engaging 

stakeholders 

in service 

provision 

CRM to collect information, opinions, or work 

from a group of employees and stakeholders and 

producing knowledge not from a single provider. 

CRM 

implementation 

We are doing regular surveys to get closer to our 

end users' expectation and understand their issues 

in order to better address them going forward. 

Customer feedback 

survey 

We do engage our critical stakeholders. 
Engage critical 

stakeholders 

Focus groups to develop, design and improve 

services. 

Focus group 

discussions 
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Hearing the Customer voice, analyzing customer 

journey are two initiatives that we work on it to 

identify citizen requirements. 

Hearing the 

Customer voice 

We are always involved in any knowledge 

exchange with many other organizations. It is 

important for us to know from the citizens what 

they need and what they expect. These citizens 

have different knowledge and different 

experiences, and they can really benefit us through 

their views. 

Knowledge 

exchange initiatives 

Mystery shopper. Mystery shopper 

Suggestions system which really helps us improve 

its quality. 
Suggestion's system 

 

5.4.4 Factors for happiness and well-being 

The analysis of the data showed the conceptualization of 17 employees about factors for 

happiness and wellbeing. From the various concepts provided by the employees, 24 categories 

of factors for happiness and well-being are indicated and listed on the table below. 

Top eight factors which got high frequency for happiness and wellbeing as discussed by the 

employees are 1) community and social relationships, financial stability, health, safety and 

security, experience, job security, appreciation, and the ease of services around us. List of all 

the factors which are identified by the employees for happiness and wellbeing is presented in 

table 4.       

TABLE 16: FACTORS FOR HAPPINESS AND WELLBEING 

Sr. Factors for happiness and well-being Frequency 

1 Active engagement and participation 1 

2 Adaptation 1 

3 Appreciation 2 

4 Being heard 1 

5 Being positive 1 
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6 Community and social relationship 5 

7 Empowerment 1 

8 Equity 1 

9 Feeling productive 1 

10 Financial stability 4 

11 Freedom 1 

12 Experience 2 

13 Good salary 1 

14 Having a purpose 1 

15 Health 4 

16 Job security 2 

17 Professionalism and fairness 1 

18 Recognition 1 

19 Safety and security 3 

20 Satisfaction 1 

21 Sharing with others 1 

22 The ease of services around us 2 

23 Transparency 1 

24 Trusting people 1 

 

5.4.5 Employees’ opinion about engaging citizens in service designing and delivering can 

enhance their happiness and wellbeing 

The analysis of the data showed that employees’ opinion about engaging citizens in 

service designing and delivering can enhance their happiness and wellbeing falls into eight 

initial codes. These eight codes include: (1) by understanding customer’s expectations, (2) 

citizen’s satisfaction, (3) empowering citizens, (4) engaging citizens, (5) getting feedback to 
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improve the service, (6) having a voice, (7) sense of ownership, (8) sharing resources and 

knowledge. The first initial code for this theme is "By understanding customer's expectations." 

Understanding the customer's expectations in the process of service design can enhance the 

customer's well-being and happiness. The second initial code for this theme is "Citizen's 

satisfaction." Citizen's engagement in the service design increases their satisfaction by making 

them a part of the production process. The third initial code for this theme is "Empowering 

citizens." Engaging the citizens in the process of service design empowers the citizens. The 

fourth initial code for this theme is "Engaging citizens." Constant engagement of the customers 

with the project enhances their ownership if of the project. The fifth initial code for this theme 

is "Getting feedback to improve the services." The feedback from the customers reflects their 

views, and this engagement leads to a positive impact on citizen's happiness and well-being. 

The sixth initial code for this theme is "having a voice." When the customers have a voice in 

the design of their services, then the services are more like to match their needs. The seventh 

initial code for this theme is "sense of ownership." Helping in designing the service allow the 

customers to have a sense of ownership in the process. The eighth initial code for this theme is 

"sharing resources and knowledge." The customers share resources and knowledge in the 

process of service design which leads to their happiness and well-being. One of the participants 

shared, "I believe that it will be an excellent opportunity to share resources and knowledge 

which is finally causing more happiness and better wellbeing." 
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FIGURE 25: PICTORIAL MIND MAP FOR EMPLOYEES’ OPINION ABOUT ENGAGING CITIZENS IN 

SERVICE DESIGNING AND DELIVERING CAN ENHANCE THEIR HAPPINESS AND WELLBEING 

 

TABLE 17: CODING SUMMARY TABLE FOR EMPLOYEES’ OPINION ABOUT ENGAGING CITIZENS IN 

SERVICE DESIGNING AND DELIVERING CAN ENHANCE THEIR HAPPINESS AND WELLBEING 

Representative statement from interviews Initial Codes Themes 

Yes. Identifying the pain point and understanding 

the customer expectation is very important. 

By understanding 

customers' 

expectations 

Impact of 

engaging 

citizens on 

their 

happiness and 

wellbeing 

Second citizens feel satisfied when they are listened 

to and when they are part of the production process. 
Citizen's satisfaction 

It is about empowering them and help them strive 

all the time.  
Empowering citizens 

Yes definitely, By continuously engage them in the 

decision making process will enhance their 

ownership to the project 

Engaging citizens 
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Yes. Because by giving feedback the services will 

improve which is finally will reflect their life. 

Getting feedback to 

improve the services 

I believe if citizens have a voice in the design of 

their services, then the services are more likely to 

match their needs. 

Having a voice 

I think helping to design services that impact you 

can give a sense of ownership in the process. 
Sense of ownership 

I believe that it will be an excellent opportunity to 

share resources and knowledge which is finally 

cause more happiness and better wellbeing. 

Sharing resources 

and knowledge 

 

 

5.4.6 Benefits of co-production  

The analysis of the data showed that employees’ opinion about benefits of co-production falls 

into three major themes. The first theme comprises of seven initial codes: (1) Create more useful 

service and products, (2) Improve efficiency, (3) Improve quality of services, (4) Improved use 

of available resources in the society, (5) involvement in policy making, (6) minimizing cost and 

save money, and (7) sustainable policy making. The first initial code for this theme is "create 

more useful services and products."  Co-production benefits the organizations and the customers 

by ensuring that the products are tailored to the needs of the customers. The second initial code 

of this theme is "improve efficiency." Co-production improves the efficiency of the organization 

by benefitting from customer participation. The third initial code for this theme is "improve 

quality of services." Co-production also improves the quality of the service that benefits the 

organization. The fourth initial code for this theme is "improved use of available resources in 

the society." The resources available in society are utilized through the system of co-production. 

The fifth initial code for this theme is "involvement in policymaking." Through co-production, 

the customers are enabled to involve in the process of policymaking which benefits the 

organizations. The sixth initial code for this theme is "minimizing cost and save money." Co-

production minimizes the cost, and it saves money. The seventh initial code for this theme is 

"sustainable policymaking." Co-production results in more sustainable policymaking. The 

second theme comprises of three initial codes: (1) customized solutions, (2) improves citizens’ 
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happiness and satisfaction, (3) sense of belongingness. The first initial code for this theme is 

"customized solutions." Co-production allows the customers to customize elements of their own 

user experience. One of the participants shared, "Citizens are able to move away from corporate-

style offerings and customize elements of their own user experience." The second initial code 

for this theme is "improves citizens' happiness and satisfaction." The engagement of customers 

in the process of co-production increases their happiness and satisfaction. The third initial code 

for this theme is "sense of belongingness." Co-production leads to a sense of belongingness 

among the customers. The third theme comprises of nine initial codes: (1) a better relationship 

between citizens and government, (2) awareness of consequences of individual actions on 

collective outcomes, (3) better stewardship and protection of public good and the environment, 

(4) closer collaboration and improved trust between residents, (5) increase public satisfaction, 

(6) increases sense of connection, responsibility and accountability, (7) lowered risk of averse 

behavior and negative outcomes, (8) sustainable policy making, and (9) shared ownership. The 

first initial code for this theme is "a better relationship between citizens and government." Co-

production mutually benefits the customers and the organization by establishing a better 

relationship between them. The second initial code for this theme is "awareness of consequences 

of individual actions on collective outcomes." In the process of co-production, both parties are 

aware of the consequences of their actions which help them stay on track. The third initial code 

for this theme is "better stewardship and protection of public goods and the environment." Co-

production protects public goods and the environment. The fourth initial code for this theme is 

"closer collaboration and improved trust between residents." Trust between the customers and 

the organizations is built through close collaboration in the process of co-production. One of the 

participants shared, "closer collaboration and improved trust between residents and 

Government, and improved Governance." The fifth initial code for this theme is "increase public 

satisfaction." Co-production increases public satisfaction. The sixth initial code for this theme 

is "increased sense of connection, responsibility, and accountability." Co-production mutually 

benefits the customers and the organizations as it increases the connection between the two and 

makes it easier to hold the organizations accountable. The seventh initial code for this theme is 

"lowered risk of adverse behavior and negative outcome." Co-production brings both of the 

parties to the same table and this lowers the chances of a negative outcome. The eighth initial 

code for this theme is "sustainable policymaking." Co-production also leads towards sustainable 
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policymaking. The ninth initial code for this theme is "shared ownership." The collection 

venture in co-production also results in shared ownership.  

 

 

 
FIGURE 26: PICTORIAL MIND MAP FOR BENEFITS OF CO-PRODUCTION 

 

TABLE 18: CODING SUMMARY TABLE FOR BENEFITS OF CO-PRODUCTION  

 Representative statement from interviews Initial Codes Themes 

Co-production benefits organizations 

ensuring their products and services are 

tailored to the needs of the consumers. 

Create more useful service 

and products 

Benefits for 

organizations 

Improve efficiency. Improve efficiency 

Improve the quality of services. Improve quality of services 

There are several benefits of co-production 

including: improved use of available 

resources in the society, closer 

collaboration. 

Improved use of available 

resources in the society 
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Involvement in policy making. 
Involvement in policy 

making 

Minimize cost, save money. 
Minimize cost and save 

money 

More sustainable policy making. Sustainable policy making 

Citizens are able to move away from 

corporate-style offerings and customize 

elements of their own user experience. 

Customized solutions 

Benefits for 

citizens 

The engagement of customers in the design 

and delivery of services improves their 

happiness and satisfaction. 

Improves citizens happiness 

and satisfaction 

Citizens will develop a sense of belonging 

of organizations, they will think these 

organizations are theirs 

Sense of belongingness 

A better relationship between citizens and 

government. 

A better relationship 

between citizens and 

government 

Mutual 

benefits 

Awareness of consequences of individual 

actions on collective outcomes. 

Awareness of consequences 

of individual actions on 

collective outcomes 

Better stewardship and protection of public 

goods and the environment. 

Better stewardship and 

protection of public goods 

and the environment 

Closer collaboration and improved trust 

between residents and Government, and 

improved Governance. 

Closer collaboration and 

improved trust between 

residents 

Increase public satisfaction. Increase public satisfaction 

Increased sense of connection, 

responsibility and accountability. 

Increased sense of 

connection, responsibility, 

and accountability 
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Lowered risks of averse behavior and 

negative outcomes. 

Lowered risks of averse 

behaviour and negative 

outcomes 

More sustainable policy making. Sustainable policy making 

Shared ownership. Shared ownership 

 

 

5.4.7 Impact of Co-production on sustainable service delivery 

The analysis of the data showed that employees’ opinion about the impact of co-production on 

sustainable service delivery falls into ten initial codes. These codes include: (1) meeting 

citizen’s needs and expectations, (2) effective performance, (3) engaged citizens, (4) 

environmental sustainability, (5) expanded capabilities, (6) improves resource utilization, (7) 

innovation in public service, (8) long-term relationships, (9) stakeholders’ accountability, (10) 

trust and loyalty. The first initial code for this theme is "meeting citizen's needs and 

expectations." Co-production takes into account the citizen's needs and expectations in the 

service production design which can lead to sustainable service delivery. The second initial code 

for this theme is "effective performance." Co-production generates high effective performance. 

The third initial code for this theme is "engage citizens." The engagement of the citizens where 

it is most valuable and needed in the Process of co-production, can lead to sustainable public 

service. One of the participants shared, "I guess it depends...needs to be agreed on 

when/where/circumstances in which users should be part of the solution design or when co-

production is most valuable and needed." The fourth initial code for this theme is 

"environmental sustainability." Co-production can be made a sustainable service delivery 

through embracing environmental sustainability. The fifth initial code for this theme is 

"expanded capabilities." One of the participants shared, "Yes, by expanding capabilities by 

having multiple parties contributing, then public service burdens are shared, responsibilities 

are shared, and external enforcements and damages should be reduced. Hopefully, the co-

production services could be scaled, but this would have to be studied." The sixth initial code 

for this theme is "improves resource utilization." Co-production has a positive impact on 

sustainability and improves resource utilization.  The seventh initial code for this theme is 

"innovation in public services." Co-production leads to innovation in public services. The eighth 
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initial code for this theme is "long-term relationships." Co-production also leads to building 

long-term relationships across service systems rather than seeking short term values. The ninth 

initial code for this theme is "stakeholder’s accountability." One of the participants shared, "Yes. 

Co-production keeps each stakeholder accountable for their contribution and makes sure value 

is being created in the service delivery process." The eleventh initial code for this theme is "trust 

and loyalty." Co-production can lead not only to sustainable public service, but it can also lead 

to higher confidence and faith in the service provider. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

FIGURE 27: PICTORIAL MIND MAP FOR CO-PRODUCTION ROLE IN SUSTAINABLE PUBLIC SERVICE 
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TABLE 19: CODING SUMMARY TABLE FOR CO-PRODUCTION ROLE IN SUSTAINABLE PUBLIC SERVICE 

Representative statement from interviews Initial Codes Themes 

By taking into account the needs and expectations 

of the citizen in the service production design you 

will make sure you are responding positively to 

their request. 

Meeting citizen's 

needs and 

expectations 

Impact of co-

production on 

sustainable 

service 

delivery 

Generating high effective performance. 
Effective 

performance 

I guess it depends...needs to be agreed on 

when/where/circumstances in which users should 

be part of the solution design or when co-

production is most valuable and needed. 

Engaged citizens 

By embracing environmental sustainability. 
Environmental 

sustainability 

Yes, by expanding capabilities by having multiple 

parties contributing, then public service burdens are 

shared, responsibilities are shared, and external 

enforcements and damages should be reduced. 

Hopefully the co-production services could be 

scaled, but this would have to be studied. 

Expanded 

capabilities 

Yes, Co-production has a positive impact on 

sustainability as it improves resource utilization 

and increases resilience. 

Improves resource 

utilization 

Innovation in public services. 
Innovation in public 

services 

Building long-term Relationships across service 

systems rather than seeking short term values. 

Long-term 

relationships 

Yes. Co-production keep each stakeholder 

accountable for their contribution and make sure 

value is being created in the service delivery 

process. 

Stakeholders’ 

accountability 
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Absolutely! Co-production can lead to not only 

sustainable public service in the sense that 

production is maintained, but it can also lead to 

higher confidence and faith in the service provider. 

This leads to establishing a relationship based on 

trust and loyalty. 

Trust and loyalty 

 

 

5.4.8 Impact of citizen satisfaction with co-production on their future 

engagement 

The analysis of the data showed that employees’ opinion about the impact of citizen satisfaction 

with co-production on their future engagement falls into seven initial codes. These initial codes 

are: (1) Less resistance, (2) generate more knowledge and promote new culture in the society, 

(3) only willing to be part of similar initiatives, (4) positive results and long relationships, (5) 

sense of contribution to keep customers engaged, (6) the collective benefits of co-production 

motivates one to co-produce, (7) the sense of belonging.  The first initial code for this theme is 

"less resistance." Less resistance is one of the impacts of citizens' satisfaction with co-

production on their future engagement. The second initial code for this theme is "generate more 

knowledge and promote new culture in the society." Co-production leads to the generation of 

more knowledge in society. The third initial code for this theme is "only willing to be part of 

similar initiatives." Citizens may be more similarly motivated for a different initiative. The 

fourth initial code for this theme is "positive results and long relationships." Interests in people's 

ideas can lead to a long relationship between the organization and consumers. The fifth initial 

code for this theme is "sense of contribution to keeping customers engaged." When the 

customers find their participation valuable, it encourages them for further participation. The 

sixth initial code for this theme is "the collective benefit of co-production motivates one to co-

produce." The benefits that sprung out of co-production motivate the consumers to co-produce. 

The seventh initial code for this theme is "the sense of belonging." One of the participants 

shared: "Absolutely!” And this is because they see the impact of their engagement on the product 

or services they are provided with. The sense of belonging to the process makes them more 

willing to continue participating." 
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TABLE 20: CODING SUMMARY TABLE FOR IMPACT OF CITIZEN SATISFACTION WITH CO-PRODUCTION ON 

THEIR FUTURE ENGAGEMENT 

Representative statement from interviews Initial Codes Themes 

When citizens are engaged in a product, the fist and 

the most important outcome is eliminating or 

reducing resistance. 

Less resistance 

Impact of 

citizens 

satisfaction 

with co-

production on 

their future 

engagement 

Absolutely yes. This also leads to generating more 

knowledge and a new culture in the society. 

Generate more 

knowledge and 

promote new culture 

in the society 

 Yes, within the same industry. They may not be 

similarly motivated for a different initiative, 

though.  

Only willing to be 

part of similar 

initiatives 

Yes, showing the interest of people's ideas can lead 

to positive results including long relationships.  

Positive results and 

long relationships 

Yes, if the citizens see their fingerprint on the 

outcomes they will be encouraged to participate 

again and again.  

Sense of 

contribution to keep 

customers engaged 

The collective benefit of co-production motivates 

one to co-produce. 

The collective 

benefit of co-

production motivates 

one to co-produce 

Absolutely! And this is due to the fact that they see 

the impact of their engagement on the product or 

services they are provided with. The sense of 

belonging to the process makes them more willing 

to continue participating. 

The sense of 

belonging 

 

 

5.4.9 Role of Leadership to support co-production in the organizations 

The analysis of the data showed that employees’ opinion about how leadership in their 

organizations support co-production falls into ten initial codes. These ten initial codes are: (1) 

constructive feedback loop, (2) defining the objectives, (3) encouraging employees to care for 

the customer, (4) engaging different stakeholders in service provision, (5) ensuring 
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accountability, (6) follow best practices and standards in service management, (7) hearing from 

customers, (8) high support and collaboration, (9) practicing co-production, (10) promoting the 

collaboration culture. The first initial code for this theme is "constrictive feedback loop." The 

leadership uses the human-in-the-loop approach to make a constructive feedback loop. The 

second initial code for this theme is "defining the objectives." The leadership defines the 

objectives and impacts of their objectives on the organization. The third initial code for this 

theme is "encouraging employees to take care of the customers." Another role of the leadership 

is to encourage the employees to take care of the customers. The fourth initial code for this 

theme is "engaging different stakeholders in service provisions." Leadership spreads the culture 

of engaging different stakeholders in service provisions. The fifth initial code for this theme is 

"ensuring accountability." Leadership plays a role in developing accountability to employees, 

to drive and justify decisions. The sixth initial code for this theme is "follow best practice and 

standard in service management." One of the participants mentioned, "Leadership support best 

practices and standards in service management which aligned with value co-creation in service 

delivery." The seventh initial code for this theme is "hearing from customers." The leaders also 

supported any initiative related to hearing from the customers. The eighth initial code for this 

theme is "high support and collaboration." Leaders, through cross-departmental meetings and 

collaboration between departments, play a role in supporting co-production. The ninth initial 

code for this theme is "practicing co-production." In the words of one of the participants: "Our 

leaders are involved in early stages of supporting and promoting co-production." The tenth 

initial code for this theme is "promoting the collaboration culture." The leaders promote the 

collaboration culture and incentives for supporting co-production. 
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FIGURE 28: PICTORIAL MIND MAP FOR ROLE OF LEADERSHIP TO SUPPORT CO-PRODUCTION IN THE 

ORGANIZATIONS 

 

TABLE 21: CODING SUMMARY TABLE FOR ROLE OF LEADERSHIP TO SUPPORT CO-PRODUCTION IN THE 

ORGANIZATIONS 

Representative statement from interviews Initial Codes Themes 

Using the human-in- the-loop approach to 

make a constructive feedback loop. 

Constructive feedback 

loop 

Leadership's 

role in 

supporting 

co-production 

Defining the objectives and impacts of those 

objectives on organization. 
Defining the objectives 

They push us to take care about our clients 

and taking in to account their needs and their 

opinion.  

Encouraging employees 

to care the customers 

Spread the culture of engaging different 

stakeholders in service provision.  

Engaging different 

stakeholders in service 

provision 
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Devolving accountability to employees - to 

drive and justify decisions. 
Ensuring accountability 

Leadership support best practices and 

standards in service management which 

aligned with value co creation in service 

delivery. 

Follow best practices and 

standards in service 

management 

Always our leaders support any initiative 

related to hearing from customers.  
Hearing from customers 

Through cross departmental meetings, and 

collaboration between departments. 

High support and 

collaboration 

Our leaders are involved in early stages of 

supporting and promoting co-production. 
Practicing co-production 

Promoting the collaboration culture and 

incentives. 

Promoting the 

collaboration culture 

 

 5.4.10 Strategies to motivate individuals for co-production 

The analysis of the data showed that employees’ opinion about how individuals can be 

motivated to participate in co-production falls into ten initial codes. These ten initial codes are: 

(1) Building a community of collaboration, (2) creating a sense of contribution. (3) Creating 

awareness, (4) empowerment, (5) encouraging individuals to contribute, (6) invitations to 

participate, (7) making them feel part of it, (8) open and clear communication channels, (9) 

provide well-defined mechanism for setting goals, (10) reward system. The first initial code for 

this theme is "building a community of collaboration." Individuals can be motivated to 

participate in co-production by building a community of collaboration. The next initial code for 

this theme is "create a sense of contribution." The customers contribute more enthusiastically 

if they see their contribution as a direct benefit to their community. The third initial code for 

this theme is "creating awareness." Another strategy to motivate individuals for co-production 

is creating awareness among them. The fourth initial code of this theme is "encouraging 

individuals to contribute." One of the participants stated, "Individuals have creative ideas 

especially if they work in the field or if they are the end-users. By engaging them in the process, 

it demonstrates that the organization is listening to them and adopt their ideas which lead to 
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satisfaction." The fifth initial code for this theme is "invitations to participate." The individuals 

can be motivated for co-production by inviting them to participate in the process. The sixth 

initial code for this theme is "making them feel a part of it." In the words of one of the 

participants, "Make them feel they are key to the success of this service outcome." The seventh 

initial code for this theme is "open and clear communication channel." An open and clear 

communication channel is another way to keep the customers interested and motivated. The 

eighth initial code for this theme is "provide a well-defined mechanism for setting goals." A 

relevant and well-defined mechanism for setting goals can be used to motivate individuals for 

co-production. The ninth initial code for this theme is "reward system." An incentive-based 

approach is also useful in motivating the individuals to participate in co-production. 
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FIGURE 29: PICTORIAL MIND MAP FOR STRATEGIES TO MOTIVATE INDIVIDUALS FOR CO-PRODUCTION 

 

TABLE 22: CODING SUMMARY TABLE FOR STRATEGIES TO MOTIVATE INDIVIDUALS FOR CO-PRODUCTION 

 Representative statement from interviews Initial Codes Themes 

Build a community of collaboration. 

Building a 

community of 

collaboration 
Strategies to 

motivate 

individuals 

for co-

production 

A lot of people participate more enthusiastically if 

they can see how their contributions can directly 

benefit their own family and community. 

Create sense of 

contribution 

More awareness. Creating awareness 

Via empowerment and engagement.  Empowerment 
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Individuals have creative ideas especially if they 

work in the field or if they are the end users. By 

engaging them in the process then the organization 

is listening to them and adopting their ideas which 

leads to satisfaction. 

Encouraging 

individuals to 

contribute 

I think some individuals need an invitation to 

participate in design and development of services. 

They don't know how to contribute sometimes, but 

with invitations to participate, they are more likely 

to do so. 

Invitations to 

participate 

Make them feel they are key to the success of this 

service outcome. 

Making them feel 

part of it 

And establish open and clear communication 

channels between parties, appreciation 

Open and clear 

communication 

channels 

Make it relevant, provide well-defined mechanisms 

for setting goals. 

Provide well-defined 

mechanisms for 

setting goals 

Give incentives. Reward system 

 

5.4.11 Specific skills required for co-production 

From the 17 employees who responded to interview questions on this study, 15 categories for 

specific skills for co-production have emerged. The analysis showed that communication and 

leading innovation are the top skills which are required for co-production. All the skills that are 

identified by the employees are mentioned in the below table.   

 

  TABLE 23: SKILLS REQUIRED FOR CO-PRODUCTION 

Sr.  Specific skills for co-production Frequency 

1 Ability to evaluate and synthesize 1 

2 Ability to listen to others 1 

3 Adaptability 1 

4 Analytical skills 1 
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5 Collaboration 1 

6 Communication skills 5 

7 Critical thinking 1 

8 Domain knowledge 1 

9 Empathy 1 

10 Global awareness 1 

11 Information literacy 1 

12 Leading innovation 2 

13 Social and cultural awareness 1 

14 Task orientation 1 

15 Time management skills 1 

 

5.4.12 Barriers to implementation of co-production 

The analysis of the data showed that employees’ opinion about barriers to implementation of 

co-production falls into fifteen initial codes. These fifteen initial codes are: (1) attempt to satisfy 

outliers, (2) closed communication channels, (3) high workload, (4) lack of clarity on goals, (5) 

lack of existing collaborative co-production community, (6) lack of flexibility, (7) lack of 

knowledge, (8) lack of model for co-production, (9) lack of motivation, (10) lack of skills, (11) 

lack of trust, (12) limited awareness and understanding, (13) time and budget, (14) traditional 

mindset, (15) unclear design and objective of co-production projects. The first initial code for 

this theme is "attempt to satisfy outliers." Attempts to satisfy the outliers with their demands 

can limit the co-production implementation. The second initial code for this theme is "closed 

communication channel." Closed communication channels are another barrier in the process. 

The third initial code for this theme is "high workload." Heavy workloads also become a barrier. 

The fourth initial code for this theme is "lack of clarity on goals." Unclear and undefined goals 

leading to too many potential outcomes hinder the implementation of co-production. The fifth 

initial code for this theme is "lack of flexibility." Lack of flexibility also hinders the 

implementation of co-production. The sixth initial code for this theme is "lack of knowledge." 
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Lack of knowledge about this concept throws people off and hinders the implementation. The 

seventh initial code for this theme is "lack of models for co-production." One of the participants 

shared, "I think the barriers are usually simply the lack of models for co-production and the 

tools (simple process graphics, templates, visuals) and design thinking processes - that can be 

adopted by beginners and novices." The eighth initial code for this theme is "lack of motivation." 

Lack of motivation is another reason that can lead to the failure of this initiative. The ninth initial 

code for this theme is "lack of skills." Lack of skills is a barrier to the implementation of co-

production. The tenth initial code for this theme is "lack of trust." Lack of trust in people is a 

barrier to the implementation of co-production. The eleventh initial code for this theme is 

"limited awareness and understanding." One of the participants mentioned, "Lack of Awareness 

and understanding of co-production, senior leaders lead co-production by setting a good 

example. And professional attitudes." The twelfth initial code for this theme is "time and 

budget." In the words of one of the participants: "Time and budget. The time factor is the main 

limitation in addition to the use of the right tools in this process." The thirteenth initial code for 

this theme is "traditional mindset." The unprogressive mindset is another hindrance. The 

fourteenth initial code for this theme is "unclear design and objective of co-production projects." 

Lack of clarity is another barrier to the implementation of co-production programs. 
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FIGURE 30: PICTORIAL MIND MAP FOR BARRIERS TO IMPLEMENTATION OF CO-PRODUCTION 

 

 

TABLE 24: CODING SUMMARY TABLE FOR BARRIERS TO IMPLEMENTATION OF CO-PRODUCTION 

Representative statement from interviews Initial Codes Themes 

Trying to satisfy the outliers with their 

demand and please everyone. 

Attempt to satisfy 

outliers 
Barriers to 

implementation 

of co-

production 

Closed communication channels. 
Closed communication 

channels 

Heavy loads of work  High workload 
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Last, unclear/ undefined goals leading to too 

many potential outcomes. 
Lack of clarity on goals 

Lack of existing collaborative co-production 

community. 

Lack of existing 

collaborative co-

production community 

And the lack of flexibility can hinder that. Lack of flexibility 

Involving people in such a structure is very 

difficult. Lack of knowledge of people about 

this concept. 

Lack of knowledge 

I think the barriers are usually simply the lack 

of models for co-production and the tools 

(simple process graphics, templates, visuals) 

and design thinking processes - that can be 

adopted by beginners and novices. 

Lack of models for co-

production 

Most people are not motivated to participate 

or their participation is not serious which 

might lead to the failure of this initiative. 

Lack of motivation 

Lack of skills. Lack of skills 

And having no trust in people with skills in 

co-production. 
Lack of trust 

Lack of Awareness and understanding of co- 

production, senior leaders lead co-production 

by setting a good example , and professional 

attitudes  

Limited awareness and 

understanding 

Time and budget. Time factor is the main 

limitation in addition to the use of the right 

tools in this process 

Time and budget 

Traditional mindset. Traditional mindset 

Unclear design/objective of co-production 

projects. 

Unclear design and 

objective of co-

production projects 
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CHAPTER 6: DISCUSSION 
 

The purpose of this thesis is to explore co-production as an effective factor on happiness and 

well-being in the UAE. This chapter presents the discussion, interpretation, explanation and 

analysis of findings. The components of the chapter outline the baseline results of evaluation of 

the role of co-production in raising happiness and wellbeing in the UAE. The chapter focuses 

on the findings that are most important and these are then considered in the contexts of the 

theoretical contributions and managerial implications. 

6.1 Theoretical implications 

Theoretical study of the relevant literature has contributed significantly to identifying the areas 

that are central to the research concepts. The literature shows that co-production is an effective 

factor to deliver public services.  Although, a large number of studies have covered co-

production as an effective factor in delivering public services, this thesis has examined and 

discussed the role of co-production in enhancing happiness and well-being. 

 Co-production as a source of happiness and well-being has received little attention in the 

literature, and the sources of happiness and well-being are still limited to things like wealth, 

health, and work. However, the interviewees' strong belief in the significance of co-production 

in improving happiness and well-being through service provision, led to the creation of a 

framework for the government to examine co-production as an effective factor for happiness 

and well-being. The proposed framework can help governments gain a better understanding of 

how to profit from citizens' active participation. In addition, the thesis concludes with some 

policy-relevant recommendations for government entities to consider in order to encourage and 

foster co-production. The data were gathered by the following six questions: 
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● To what extent do employees and citizens have an awareness of co-production?  

● To what extent can co-production be considered as a factor of happiness and wellbeing? 

● What are the benefits of co-production for governments and citizens? 

● How can co-production lead to sustainable public service? 

● What are the factors that can spread the culture of co-production and motivate the co-

production process?  

● What are the challenges of implementing co-production? 

After providing a comprehensive review of the current thesis and the instrument that was 

utilized, the findings are presented in a manner that is relevant to each of the questions in turn 

6.2 Awareness about co-production and strategies toward co-production 

The first question in the current thesis asked to identify how both groups (citizens and 

employees) are aware about co-production as a practice that is applied by the government in the 

UAE. It is important to have insights into how co-production is viewed by each group and 

identify perceived barriers and facilitators to its effective and efficient implementation. The 

results show that co-production may provide value for both parties (service provider and service 

recipient) where service designing and provisioning will not be a one-sided activity, rather an 

engagement of service recipients and other stakeholders.  

6.2.1 Awareness of citizens 

With the scale of society’s ever-evolving wealth of knowledge on the multiple facets of 

government, happiness and well-being, the thesis examines the definition and typology of co-

production among citizens in the UAE. The results of the conducted interviews with the citizens 

reveals that they have a high level of awareness on co-production and its benefits.  Most of the 
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citizens believe that co-production is a process in which different minds come together to 

achieve shared goals by active dialogue and engagement, collaborative design and delivery of 

services, collaborative leaderships, solving problems, involving stakeholders to improve public 

services, and enhancing public happiness and well-being. One of the participants mentioned; 

"Co-production is a public services model in which customers (citizens/residents/corporates) 

are involved in the design and delivery of policies and/or services" C4.  

Citizens also recognized that co-production is “a relationship between services providers and 

service users to help each other in delivering public services regarding the needs and 

expectations of service users which will save some effort and cost for service providers' ' (C6).  

The statement relevant with the research of Lowndess and Sullivan’s (2004) when they 

discussed the ability of co-production to enhance some managerial practices including 

minimizing the cost of service provision. At the national level in the UAE, this is represented in 

one of the key strategy commitments of the UAE government where citizens and residents are 

invited in shaping the future of the country towards the next half-century and for the future of 

the next generations. Co-production is one element where people are recognized to have assets 

such as knowledge, skills, experience and characteristics that can be brought to support the UAE 

leadership and their vision. It also supports relationship-building to allow the service providers 

to mature their understanding of the stakeholder community and generate trust from the service 

users. 

The concepts and models of co-production defined by most citizens overcome the limitations of 

most of the existing approaches to it where governments act as mere feedback springboard 

platforms to involve citizens in public policy services. The innovative elements of the results of 

the interviews with the participants emphasize the empowerment capabilities of co-production 
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for both governments and societies to create solutions in achieving a shared goal or aspiration. 

It also enables a more generalized understanding of the role of co-production in enhancing the 

level of happiness and well-being of society. 

C13 stated that co-production is: ‘Involving different stakeholders from different backgrounds 

and different knowledge to come together and discuss services provision in terms of identifying 

challenges and opportunities to improve public services”. It is consistent with Bovaird’s (2012) 

study where co-production relies on users’ needs and their experiences which lead to effective 

development depending on real needs. It doesn’t imply though that this approach is an 

alternative to public services; it should be seen as a relevant complement to public services 

where there is a rebalancing between meeting the needs of the people and nurturing their 

strengths and resources. 

Citizens also view co-production as a means to enhance public happiness and well-being. C12 

agreed that co-production “is a very necessary approach for developing public services and 

enhancing public happiness and wellbeing”.  With the same view, the literature discussed that  

collaborative action between different stakeholders and participation in decision making can 

enhance many aspects within public organizations such as; happiness, wellbeing, innovation, 

and sustainability. 

Additionally, the result of the research shows that most of the citizens are aware about the efforts 

of the UAE’ government toward co-production. For example:  C2: “I think the UAE government 

values public feedback about public services such as the health sector, education sector, and 

policing”. Furthermore, C3 mentions that “The UAE government seeks to enhance public 

services in different ways. For example, the average waiting time was reduced in all services”. 
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In addition, C7 mentions that “Government performance goals often focus on generating new 

revenues and cutting costs, using other government agencies as peer benchmarks. The UAE 

government, however, has taken a different approach over the past several years, setting its 

sights on delivering services that would rival the best in the private sector and aiming for the 

customer-centric feel of a five-star hotel and the efficiency of a leading bank. It also pushed for 

the use of technology in government services”. In addition, one of the citizens agreed that” UAE 

government always targets its customers in their strategies, they always have a goal to enhance 

citizen’s happiness and well-being”. Moreover, C17 emphasized that “In the UAE, the 

government puts citizens first” and in fact, the statement “Putting Citizens First” has been 

highlighted in the UAE’ Government Strategy since 2011 

(https://planipolis.iiep.unesco.org/en/2011/government-strategy-2011-2013-highlights-uae-

putting-citizens-first-accountable-lean-innovative). 

One of the interviewed citizens mentioned a practice that presents real co-production between 

police and community. According to C1:  “I saw a couple of initiatives in UAE... e.g. (AMAN), 

where the community is co-delivering the service via reporting on any negative social or security 

incidents they see publicly”. In fact, AMAN is a police service to promote community safety 

and stability by co-producing with police officers in providing information that can contribute 

to reducing and detecting crime. (www.adpolice.gov.ae/en/aman) 

6.2.2 Awareness of employees 

According to the results, the awareness of employees on co-production mostly replicates 

elements of the interview results conducted with citizens. Methodologically, the results illustrate 

co-production as an initiative that can help in providing effective services for citizens. 
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Substantially, the results show that employees have strong belief in co-production as a key 

element in their journey to collaborate to improve public services. 

E1 mentioned that “I am well aware about co-production within the service world. I strongly 

believe that customers should be part of the service production as one key element in the service 

creation process to optimize the Voice of Citizens/customers”. The research found that all 

participants understand the co-production and its benefits for the government in general and for 

the MOI in specific terms. Their basic understanding of the approach is user-centered design 

services towards what those users need. With MOI and most governments in the advent of new 

channels for mass collaboration, letting customers perform the role of partners in the delivery 

of public services has become a viable policy option. 

Employees recognize the importance of the knowledge that citizens have, E10: “we are always 

involved in any knowledge exchange with many other organizations, private sector, community 

and families to enable service provision. It is important for us to know from the citizens what 

they need and what they expect. These citizens have different knowledge and different 

experiences, and they can really benefit us through their views” 

While this trend has not been the subject of extensive scholarly analysis, the co-production 

model has moved well beyond theory into experimentation and government implementation. 

Singapore’s “Government-with-You” e-government strategy revolved to “facilitate a 

collaborative government that connects and co-creates with the people” (The Gov. Monitor, 

2010). This thesis took as the point of departure the long tradition of focusing only on decision-

making in various co-production initiatives. The study complemented the results-oriented 

approach of co-production in the UAE, as the employees agreed that the leaders in the UAE 
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called to engage with all citizens to identify their needs. E6 “The UAE government is keen to 

apply best practices in the service field”. In the MOI, the strategic department works very hard 

to satisfy the citizens in the UAE. According to E4: “We always target our customers in our 

strategic cycle. For example, in the current strategic cycle 2017-2021 we set a clear goal to 

enhance customer’s happiness and wellbeing. Also, we have a draft for the next strategic cycle 

considering the next generation services. We update our strategy regarding the outcomes 

assessments from each cycle and follow the comprehensive strategy of the UAE’ Government”.  

In addition, the employees recognize the role of the management within the MOI in enhancing 

the co-production process. They believe that managerial practices such as clarifying goals, 

setting priorities, encouraging communication, and motivating can support the co-production 

process and enhance its outcomes, which is consistent with Bussu and Tullia Galanti (2018).  

Moreover, the results show that employees believe in the role of co-production in enhancing the 

wellbeing within the UAE. For instance, E4: stated that “Public service providers like 

government or universities work together to generate values for society, increase efficiency, 

enhance the connection between public sectors and citizens and create a sense of belonging” 

The results show that the service providers have a lot of initiatives to support the engagement 

of different stakeholders in service provision. For example: surveys in order to hear the 

Customer voice, direct feedback from customers, feedback from training sessions, analyzing 

customer journey, and focus groups. In addition: E4 mentioned an initiative which is “Customer 

Relationship Management” (CRM), “CRM is to collect information, opinions, or work from a 

group of employees and stakeholders and produce knowledge not from a single provider. This 

helps to create valuable knowledge for business, save time and money while tapping into people 

with different skills or thoughts. Involving people in the process through defining the objectives, 
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showing the results of research, highlighting the importance of work, asking for their volunteer 

ship and co-operation, and getting their feedback”.  

Although there is a high awareness and understanding among employees about co-production 

and its benefits on the operational level, the employees complained that there is no specific 

strategy or guideline for co-production; there is no clarity with whom the co-production process 

should take place; and what is the required qualification or skills to co-produce effectively with 

these customers. E1 mentions that: “The Prime Minister's office always pushes all government 

entities to co-produce with customers and identify their current needs and future expectations. 

However, there is no specific guideline to help us co-produce effectively” in addition, E5 states 

that: “I know that the prime minister office introduced many initiatives and invited all 

governments’ entities to co-produce with customers, but there is no policy or clear framework 

for co-production that explains the process of it”. 

This is the startling discovery that should be highlighted in the thesis as a topic for further 

research. Every public or private organization must provide a clear direction to work that gets 

things done, because without a clear policy, nothing will get done, or will at the very least have 

a negative impact on organizational activity. Plans and strategies assist any firm in maintaining 

consistency in activities and how products or services are delivered to clients. 

6.3 Effective factors of happiness and wellbeing 

Wellbeing and happiness are value-laden phenomena that can be found in many dimensions and 

sectors of life. In this scenario, the sheer notion of happiness and well-being necessitates an 

evaluative norm, or measurement in technical terms. To develop an evidence base and, having 
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been driven by the government and society’s constant efforts to achieve happiness and well-

being, this thesis concluded with results measured by self- reports or interviews that indicate 

that there are many factors that can affect happiness and well-being. The participants for the 

question that asked about the effective factors of happiness and well-being vary from both 

groups. Based on the qualitative data analyzed in Chapter 5, there are many factors that can 

affect happiness and wellbeing. The results of the analysis revealed that the factors of happiness 

and well-being differ between the two groups in number and type, the citizen’s interviews 

revealed 36 factors that can affect happiness and well-being, while the employees’ interviews 

revealed 24 effective factors. 

The five top factors considered for happiness and wellbeing from citizen perspective are: social 

relationships, family, health, positive lifestyle, and friends. However, the researcher integrated 

some of these factors because they are similar. The researcher also excluded some factors that 

were not frequently repeated through the interviewees such as independence, staying active, 

success, trust, and safety. The table below shows the factors are arranged in order of importance: 

    

TABLE 25: FACTORS OF HAPPINESS AND WELL-BEING FROM CITIZEN PERSPECTIVE 

no Factor  Words  Frequency  

1 Sociality  social relationship, family, friend 13 

2 Health  health, positive lifestyle 6 

3 Wealth wealth, money 4 

4 Co-production part of decision, listening, participating,  3 

From the employees’ perspective, the results show that the factors of happiness and well-being 

were slightly less than the factors from citizens’ perspective. The results show that there are 24 
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factors that can affect happiness and well-being. The software specified the top eight factors 

which had a high frequency as factors of happiness and well-being. These factors are community 

and social relationships, financial stability, health, safety and security, experience, job security, 

appreciation, and the ease of services. The factors were integrated depending on their similarity. 

The researcher also excluded some factors that were not frequently repeated through the 

employees such as; transparency, equity, freedom, and the ease of services. The table below 

shows the factors are arranged in order of importance:   

 

TABLE 26: FACTORS OF HAPPINESS AND WELL-BEING FROM EMPLOYEES’ PERSPECTIVE  

no Factor  Words  Frequency  

1 workplace 

environment 

empowerment, appreciation, salary, 

productivity, job security, and equity  

8 

2 Sociality family, society, communities 5 

3 Health  health, positive thinking 4 

4 Wealth wealth, money, well payment 4 

5 Co-production engagement, and participation, 

involvement, being heard, sharing with 

other 

4 

 

6.3.1 Sociality 

Participants from both groups regard society and family to be important influences in their 

happiness and well-being.  E8 agreed that “being close to family and friends makes me happier”. 

Additionally, C9 mentioned that “down time with family and friends to be happy”. Furthermore, 

C3 mentioned that “Strong social relationships are one of the factors of happiness and 

wellbeing as happy people have strong social relationships. These results are a commitment with 
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Dolan, Peasgood, and White (2008) when they summarized some effective factors on happiness 

including social characteristics, and relationships.  

Social characteristics, and relationships can allow people to feel happy and valued which 

provides a sense of connectedness and belonging and higher feeling of well-being.  In contrast, 

the high level of well-being can lead to desirable behavior within societies such as volunteer, 

charities, social activities, and social interactions. On the other hand, the low well-being within 

communities can lead to undesirable phenomena such as crimes, the crimes can cost the 

government to eliminate them, and so it was advisable for governments to enhance well-being 

through any practices or initiatives including co-production. The results show that safety and 

security can be a result of co-production. Some of the interviewees agreed that being safe and 

secure can lead to more happiness and can increase the levels of wellbeing. An example has 

been given by one of the citizens, C14 stated that “the success of co-producing with police in 

crime prevention will enhance the happiness and wellbeing of communities”. 

6.3.2 Health 

Health is one of the top-most underlying happiness and well-being factors asserted by the 

participants of the study. Early literature found that there is a direct relationship between 

happiness and there are other indirect factors like income, healthcare, education, housing, and 

employment (Florida et. al, 2013). E7 stated that: “a lot of factors that can enhance happiness, 

the global view is money. However, other factors gained an interest like the health, social 

relationship, and the ease of services around us, environment and physical health”. In addition, 

the results show that positive thinking is one of the effective factors of happiness and wellbeing. 

The thought process is one of the biggest factors that helps us to have a happier life. Positive 

thinking is an attitude that can help to achieve a positive mindset to seek happiness because 
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positivity can help in keeping stress away which leads to healthier lifestyle. Thus, people with 

higher levels of well-being are more likely to be healthier than those who have less levels of 

well-being. Higher well-being is associated with some practices like physical exercise, healthy 

food, and sleeping well. 

Recently, the COVID-19 pandemic is one of the current global and local health concerns, 

highlighting the importance of good health and a strong healthcare sector in influencing 

happiness and well-being. The pandemic has reinforced the importance of health as a factor of 

happiness and well-being. All people all over the world lived in anxiety due to COVID-19. They 

recognized the importance of health for a happy life. 

 6.3.3 Wealth  

There certainly appears to be another factor that affects happiness and well-being is wealth, 

based on the interviews with participants. C17 stated that “the global view of the happiness 

factor is money.” D’Amboise, Jäntti, and Lepinteur (2020) examined the complex relationship 

between money and happiness, and they focused on terms such as wealth and income as 

predictors of life satisfaction. Their study indicated that the higher the permanent wealth of the 

reference group, the higher will be life satisfaction. Some believe that achieving their monetary 

wealth goal would contribute to one’s happiness and well-being. Yet, others believe that the 

relationship between wealth and happiness is not direct but is made up of multiple factors 

(family, work, and health) that would result in a positive contribution. Thus, the achieved wealth 

would ultimately improve one’s standard of living. According to the results of the current thesis 

the money stands as the third most effective factor on happiness and wellbeing. 
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 6.3.4 Workplace environment  

 The results among employees show that the workplace environment is the most significant 

factor on happiness and wellbeing.  According to C8 “Having a well-paid job”, C12 “success 

at workplace”, E10 “Job security”, and E12 “good salary, job security, clear and measurable 

job descriptions”. Within the context of the workplace environment, we observe appreciation 

as one of the motivational factors for happiness and well-being. Appreciation is an emotional 

element that one would like to feel from their surroundings i.e., colleagues and management at 

work as well as family members and friends. Thus, people work hard during their career and 

build a solid foundation for their family to leave a mark of success. Hence, the person would 

get a sense of appreciation and be viewed highly by others which would ultimately lead to a 

feeling of happiness which positively affects their well-being. The finding shows that 

appreciation is an important factor that can enhance happiness and wellbeing for both parties 

(citizens and employees). C13 has a view about appreciating which is “Being happy with what 

you do, appreciating what you have”. Moreover, C14 emphasized that “Appreciation, Health, 

Money, and clear vision. Being happy with what I do will enhance happiness and well-being”. 

In addition, one of the employees (E9) asserts that being appreciated for something can increase 

the level of happiness “Being part of an initiative to get a sense of ownership and responsibility; 

getting constant respect for effort and time spent; Appreciation of final achievement”. 

This thesis also captures the perception of participants regarding the influence of motivation and 

empowerment in the workplace environment to enhance levels of happiness and wellbeing. The 

literature distinguished between incentives to motivate citizens to co-produce effectively. 

According to Alford and Hughes (2009) there is three types of incentives that can be used to 

motivate citizens to co-produce; material incentives (prizes, money, vouchers, etc….), solidarity 
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incentives (being a group member within a community may result in a sense of satisfaction in 

serving a community of people), and less tangible incentives, such as the intrinsic benefits or 

the satisfaction that comes from acting in an ethical manner.  

Some participants said that taking their opinion itself is not enough to generate happiness, the 

implementation of their ideas is the most important factor that can lead to higher levels of 

happiness and wellbeing. C18 stated that: “we will be happy where all stakeholders' thoughts, 

concerns, feedback, and contributions are recognized and effectively implemented” It is about 

empowering citizens to design their services. Moreover, one of the interviewees asserts that 

“what makes me happy and motivates me is having a good service and also making the service 

easy for the customer and not making it complicated another factor is when they have discounts 

for example if you have more than one service you may get one free or even a percent discount 

on them” (C16).  

Coproduction is ideally expected to lead both users and professional staff to understand and 

value the other’s interests; hence, affective trust becomes visible (Lewicki, Tomlinson, & 

Gillespie, 2006). Also, Needham (2008) infers co-production “can be a therapeutic tool as it 

builds communication and trust between participants”.  

6.3.5 Co-production as factor of happiness and well-being  

 The finding indicated that co-production is an effective factor that can enhance happiness and 

well-being. The adaptation of the co-production as a factor of happiness has been expressed 

through several terms such as (participation, contribution, engagement, involvement, sharing 

knowledge etc.). The terms refer to the co-production but were expressed by the interviewees 

in different terms. For example, C15 mentioned that “being involved in the process of designing 
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the service makes me feel prioritized by the organization”. The participants have an impression 

that if they are involved in service provision, they will be happy because they will design as 

they like and how they need. Seligman (2013) identified that involvement is one of the major 

factors for happiness, if the participants involved with a service provider to be part of service 

provision, they would see that their opinion is important and worthy of creating higher levels of 

happiness for them.  

The other term “participation” was used by (C17) when he stated that “Participating with the 

service provider provides opportunities to influence the design and delivery of the service so as 

to improve needs and expectations, which improves happiness and wellbeing”. The terms 

‘participation’ and ‘engagement’ refer to co-production as explained by Alford (2009) when he 

defined co-production as an active participation with citizens or customers. In addition, 

Voorberg, Bekkers and Tummers (2015) stated that co-production indicates synonymous 

practices, such as community development, collaborative governance, participation and civic 

engagement. The participants expressed their happiness to be a part of the service design. 

In addition, C2 states that: “if you can contribute to a service design you become professionally 

involved and its success will make you happy”. In addition, asking people about their impression 

and their experience can lead to higher levels of happiness and wellbeing because they feel their 

presence and importance in their communities. The statement was supported by C3 when he 

said that “if someone asks us about our experiences that means we are a part of our 

communities. So, if we feel that, we will be happy”.  This result is consistent with previous 

studies such as Donald et al. (2005) when he concluded that there is a positive relationship 

between people's engagement and well-being. Moreover, Corcoran, Marshall and Walsh (2017) 
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revealed that involvement in co-design workshops would be positively correlated with 

improvement in the facet of personal growth or psychological well-being.  

This finding may be explained by the example given by one of the interviewees regarding 

citizens’ housing in the UAE, where he talked about the practices of the UAE government in 

providing free houses for its citizens. In 2004 the government built 100 houses for citizens. 

These houses were designed by an architect who came to the country from abroad without 

knowing the requirements and even the basic needs of the citizens in the UAE. The architect did 

not ask anyone about the needs and the culture of the local people. For instance, guest room, 

size of the bed rooms, parents room, housemaid’s room, driver room…etc. And when the 

citizens came to receive the houses, they were shocked that it did not meet their needs. Most of 

the citizens were unsatisfied and refused to receive the houses, forcing the government to make 

some adjustments that were costly to the government. After that, the department of housing held 

participation sessions from time to time with citizens to identify their real needs, and all houses 

that were built after that were built according to co-production with the citizens which increased 

the level of happiness and wellbeing in the UAE.  This statement is supported by Witte and 

Geys (2011) “Effective public service provision depends on an active involvement by the 

recipient of these services” (p.320).  

6.4 Effective factors of co-production 

The aim of the current thesis is to develop a shared understanding of the role of co-production 

in enhancing happiness and well-being. The results prove that co-production is one of these 

effective factors that can enhance happiness and well-being directly or indirectly. Therefore, it 

is necessary to highlight the most important factors of co-production. The literature has 

discussed many factors that can support the co-production process within government entities 
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including (leadership, skilled employees, technologies, and motivation). According to Hunter 

and Ritchie (2007) the nature of co-production is a partnership between government (service 

providers) and citizens (services users), this partnership is a shared vision of how the 

government can enhance the happiness and well-being of citizens and what are the  effective 

factors that can enhance the co-production process. The results from the methodological 

perspective assert that the following factors can influence citizens to co-produce, can spread the 

culture of co-production, and can motivate the co-production process between governments and 

citizens. 

 6.4.1 Leadership  

The results of the current research show that there is a strong belief in the role of leadership in 

enhancing co-production in the UAE. C3 states that “Our leaders support any initiative related 

to hearing from customers”. The finding proved that leadership plays the main role in the co-

production process. In other words, all other elements need leaderships’ support to succeed. 

Leaders can share information with employees, defining the objectives and impacts of those 

objectives on organization, using the human-in- the-loop approach to make a constructive 

feedback loop, promoting the collaboration culture and incentives. E8 claims that “co-

production is supported by the higher level of leadership in the UAE. The Prime Minister always 

calls to co-produce with citizens and the governors of the UAE always hearing from citizens 

even by social media channels or even by face-to-face conversations”. In the context, the 

literature defined integrative leadership as “bringing diverse groups and organizations together 

in semi-permanent ways – and typically across sector boundaries – to remedy complex public 

problems and achieve the common good” (Crosby & Bryson, 2010 p. 211). 
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 The results showed a number of practices that can be applied by the leadership to promote the 

co-production process. Defining the objectives of co-production and clarifying its aim and 

purposes is a role of leadership to ease the tasks for both employees and citizens. The literature 

indicates that some of the challenges of co-production included clarifying goals and setting the 

main priorities (Bussu & Tullia Galanti, 2018). 

In addition, the leadership has to engage different stakeholders in service provision and 

encourage them to co-produce in order to gain different dimensions and comprehensive views 

about the topic. C2 mentioned that “Less hierarchical structure is good to encourage employee 

active engagement and creativity”. Listening to employees and citizens can help to identify 

challenges that can face the co-production process. The role of leadership is to obtain feedback 

from participants and facilitate the co-production process to reach the desired outcomes. E7 

stated that “Feedback from citizens is given top priority because they believe that citizens' 

satisfaction is an important factor in the success of the organization and its mission”. 

 Leadership supports best practices and standards in service management which align with value 

co-production in service delivery. For example: encouraging and spreading the culture of 

collaboration within entities and communities and enhancing communication between 

government and citizens. In addition, leadership should support communication between service 

providers and service users using creative approaches to communication. It was highlighted by 

some interviewees that communication with less formal methods can enhance the co-production 

process.  
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6.4.2 Skilled employees 

The results showed that all employees and citizens agreed that co-production required specific 

skills to succeed. According to the findings, the most relevant skills are communication skills, 

teamwork skills, negotiation skills, problem-solving skills, and leading innovation skills. In 

constructing the value, the responses of the participants were compared with the literature 

indicating that skilled employees are the main drivers for co-production within organizations, 

and the role of employees have been changed to be more facilitators by working together with 

citizens. The idea of listing down selected criteria of skills with utmost importance originated 

from the scientific literature, but we have narrowed down the criteria to skills that were most 

frequently repeated by the interviewees. The thesis concluded that there are some skills that 

have to be improved by providing appropriate training for the employees to be able to co-

produce with citizens in an appropriate way.  These skills were discussed in the literature by 

Erragcha and Zaiem (2012) as follows; trust-building, negotiation, resource discovery, 

facilitation, and conflict resolution as fundamental skills for co-production. In addition, Hunter 

and Richie (2007) identify these skills in resource finding, trust-building, negotiation, 

facilitation, interpretation, and conflict management. However, the thesis focused on the skills 

which are communication skills, teamwork skills, negotiation skills, problem solving skills, and 

leading innovation skills. 

6.4.2.1 Communication 

Communication is considered as a vital skill for the employees that are involved in the co-

production process. The results show that employees and citizens believe in communication 

skills to enhance co-production outcomes. C2 claims that “good communication skills and 

respect of people’s opinions are required skills for employees' '. The literature shows that 
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communication constitutes a challenge to co-production, which calls for developing the 

communication skills of those in charge of co-production (Bussu & Tullia Galanti 2018). In 

addition, the UAE government believes in the role of communication in enhancing public 

services. Many initiatives to communicate such as Government Experience Talk (GX talk), 

brainstorming sessions, and meeting with customers. All of these practices are methods to co-

produce with different stakeholders of the UAE government.  

6.4.2.2 Teamwork 

Teamwork skill is another skill that employees should have, employees have to know about 

work as a part of a team. One of the interviewees asserts that C4 “experts and citizens have to 

have teamwork skills and acceptance”. Feeling part of a team is an important factor that leads 

to more engagement. Teamwork refers to the activities through which team inputs translate into 

team outputs such as team effectiveness and satisfaction. Buick et al. (2015) presents in their 

study the significance of regular communication and team-building activities to maintain 

cohesion and momentum. The case for greater partnership between practitioners and scholars 

include complementary insights, and teamwork enables high performance when the group 

adopts a diagnostic approach to identify the key barriers and enablers of effective performance 

management and high performance. Solutions are created and results are contributed through 

proper teamwork. 

 6.4.2.3 Negotiation  

In addition, negotiation is a skill that can be considered in the co-production process. C1 

emphasized that “not everyone can negotiate with everyone, the ability of negotiation is a 

required skill in this way”. In the same context, C 10 emphasized that “it is not easy to deal 



 

189 

  

with different people who have different skills and different backgrounds, co-production 

requires specific skills to assure better outcomes like; negotiation skills”. 

Carter (2018) mentioned that, in their most refined state, negotiation skills have the power to 

relieve tension, break down barriers and create an atmosphere conducive for business. Also, the 

ideal outcome of a negotiation is always a win-win situation in which everybody goes away 

satisfied. In the co-production process, everyone feels happy, relieved or content when they 

contribute to the process and outcome of an activity or program. Whether it is for community 

development, talent enhancement, sustainable development, or technological advancement, co-

producers feel honor, pride and happiness when they negotiate with government departments.  

 6.4.2.4 Problem solving skills 

The problem-solving skills are considered as a required skill for employees to deliver solutions 

that address the real needs of citizens. Employees have to be able to involve active citizens in 

solving problems with the ability to co-produce.  Co-production can improve social connection 

and help the community become more resilient. Collaboration between government and citizens 

is vital to find best solutions to shared problems and challenges. 

Interviewees agreed that problem solving is an important skill that co-producers must have. E6 

stated that “Everybody has different skill sets, minds of thinking, logic reasoning, and prior 

background. Actively involving different contributions but focusing on creative problem solving 

would create magic”  

Citizens highly appreciate co-production as a method that can help in solving problems and 

achieving shared goals or collective aspirations of the government and society members. This 

is in line with Bojovic et al. (2021) thorough study on co-production framework which 
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comprises three realms: engagement, involvement and empowerment, to enhance research and 

innovation projects related to global environmental change. In addition, Eriksson and Hellstrom 

(2020) discussed the significance of different resources in solving public problems and 

achieving government goals. 

6.4.2.5 Leading innovation  

Leading innovation is a required skill that has to exist and be updated with all co-producers. Co-

production is a tool that can generate innovative ideas, and these innovative ideas need to be 

effectively managed. According to E3 “leading innovation is a necessary skill for the success 

of co-production.  Innovation is an important driver for wellbeing.  With the accelerating 

change, volatility, and uncertainty in the world, challenges faced by society are increasing in 

complexity demanding new technologies and solutions brought about by innovation”.   

According to the literature innovation is an important factor for enhancing economic progress 

and competitiveness. Thus, worldwide governments are putting innovation at the main 

component in their strategies. According to Lambooy (2005) in the USA, a strong relationship 

between happiness and economic growth has been very evident, and creativity plays a major 

role in supporting countries’ competitiveness. In addition, Franzel (2008) stated that government 

innovation is a policy which has the quality of being new to the governmental community. 

Despite the diversity in process innovation, Woiceshyn and Erikson (2014) state that all boils 

down to one concept, that is organizations (such as firms, universities, research institutes, 

funding bodies) and institutions as important pieces of elements of innovation systems in any 

country. Over time, the definition of innovation has broadened. More research has been 

extended from research and development laboratories to published scientific papers. It has been 



 

191 

  

extended further to social innovations and business model innovations as well technical ones 

(The Global Innovation Index, 2017). 

6.4.3 Motivation 

There is no doubt that motivation is an important factor for co-production. Citizens have to be 

motivated to co-produce effectively. C 13 stated that “The motivation is a very important factor 

to encourage people to share their opinion in a comfy way. In addition, the tools that we use are 

important as well. Citizens need to be motivated and respected. The results of the current 

research show that there are many factors that can motivate co-production. Appreciation is a 

factor that can keep the citizens motivated to be part of service provision with active 

participation. In the same context, E9 stated that ''individuals need to feel that their contributions 

are having some real impact, and they need to feel appreciated” In addition, rewards are 

considered as a factor that can motivate citizens to co-produce with the government. One of the 

interviews mentioned that “What makes me happy and motivates me is when they have discounts 

for example if you have more than one service you may get one free or even a percent discount 

on them.  Common interests and goals have been seen as another factor to motivate citizens in 

the co-production process. It is important to clarify the aim and the purposes of co-production 

for all participants, so if the aim. Interest, and goals are common the citizens definitely will co-

produce. Van Eijk and Steen (2016) defined three factors that can motivate citizens to engage 

in the co-production process including self-interested and community focused motivations.  

 Moreover, the outcomes of participation must be announced with explanation of the benefit and 

value that it brings. If the co-producer feels that their participation added some value for others 

they will be happy and they will co-produce again and again, feeling of one's participation being 

valued is also a source of motivation to co-produce again. The results also showed that training 
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is a motivational factor that can motivate citizens to co-produce. Further, both employees and 

citizens have agreed that people seeing themselves reflected in the service is a successful factor 

that can promote co-production. 

The analysis of the data collected by the employees showed individuals can be motivated to 

participate in co-production by building a community of collaboration and creating a sense of 

contribution. The customers contribute more enthusiastically if they see their contribution as a 

direct benefit to their community by engaging them in the process and listening to them and 

adopting their ideas which lead to satisfaction. In addition, empowerment is another factor that 

can enhance motivation between governments and citizens. Moreover, an open and clear 

communication channel is another way to keep the customers interested and motivated. 

Government has to have a direct communication channel with citizens to co-produce with them. 

An example has been given by one of the employees which is “Positive Customer”. Positive 

customer is an application launched by the MOI at the end of 2020. The application was an 

initiative launched by the MOI to be an interactive platform for all segments of society at all 

times. The announcement of the new application comes as part of the MOI’s smart initiatives 

and projects designed for the coming 50 years.  

The application is a tool that allows citizens to share their ideas and opinions about the services 

offered by the Ministry. It also supports the MOI in understanding the future needs of citizens 

and their expectations. The Positive Customer application also contributes to promoting public 

health and safety standards for workers and customers during the COVID-19. Finally, the 

application enables the MOI to assign some tasks to previously qualified and approved positive 

confidential dealers to ensure a smooth journey for customers through various service delivery 

channels (https//:www.moi.gov.ae).  
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6.5 Benefits of co-production 

The literature emphasizes that co-production has many benefits for both organizations and 

communities. The results of the current theses explore that the benefits of co-production fall into 

three themes: (a) Benefits for organizations, (b) Benefits for citizens, and (c) Mutual benefits. 

Governments can take advantage of co-production to increase efficiency and effectiveness of 

public services. Decision makers emphasized that co-production has a potential for enhancing 

the effectiveness and efficiency of the public sector (Durose & Richardson, 2016).  The results 

of the research are in line with the literature such as Auh et al. (2007) when they concluded that 

co-production can minimize the cost of service provision by responding to the real needs of 

clients. According to (OECD, 2017) co-production is gaining priority in the strategic agenda of 

Danish municipalities as a response to raising citizens’ expectations and budget cuts.  

Furthermore, one of the interviewees asserts that “the product will be designed based on the 

real needs of citizens which means direct services without wasting time or cost” (E6). Co-

production makes service delivery a more engaging activity rather than being one sided delivery. 

The value of services becomes co-created by all stakeholders. An example given by one of the 

citizens can illustrate the view of the role of co-production in saving cost and time. He explained 

that using different views in designing and implementing government services can save the cost 

for both parties. He talked about their proposal for a government agency that provides a service 

which requires the attendance of the citizens for fingerprints, but the nearest branch of this 

agency is about 80 km away. The suggestion was to cooperate with another government agency 

located in the same region and open an office to provide the certain service inside the building 

of this agency.  Now it is accessible to everyone, the service is fast, the government collects its 

fees quickly, we saved the cost of traveling 80 KM, we reduced road hazards, and the entity also 

saved the costs of establishing a new building.  



 

194 

  

Co-production leads to improved use of available resources in the society which can be utilized 

effectively through the process of co-production. Furthermore, co-production can improve 

governance by introducing effective policies considering all the relevant parties.  Through co-

production, the customers are enabled to be involved in the process of policymaking which 

benefits public service sustainability. The results of this research underlines the role of co-

production in sustainability. The finding is supported by literature such as Dilling and Lemos 

(2011) when they concluded their study by the hint that research absent end user input may not 

be applicable to solving problems or sustainable services. The discussions about the 

sustainability of public services have gained big interest. The strong relationship between 

service providers and service users will definitely benefit sustainable services. On the other 

view, C6 stated that “if service providers save some cost through effective co-production, the 

amount that has been saved will help for the new generation or will be used to improve other 

services for communities”. Co-production can improve sustainability because it enables more 

efficient and effective use of multiple resources with a good extent of diversification. Moreover, 

co-producing with communities can lead to strong relationships and more creative ideas that 

finally will affect the sustainability of our communities in all aspects of life. Co-production has 

a positive impact on sustainability as it improves resource utilization and increases resilience.  

Through co-production more can be done with less.  Citizen’s requirements are changing 

constantly with the development of use of technology in their daily routines. A good way to be 

up to date with what is needed, is by engaging citizens in production and making sure they are 

satisfied. The citizens interviewed in this research stated that they will continue to participate 

with the government if they are happy with the outcomes.  
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 The question directed to the interviewees asked to know how co-production can lead to 

sustainable public services. The analysis showed that the citizens play a very important role in 

enhancing sustainable public services through their participation. “Citizens can make public 

servants aware of what is needed in communities which finally leads to sustainable awareness 

of the real needs of the communities” (C8). Better communication, strong relationships, and 

building trust can lead to sustaining relationships which will finally sustain the outcomes such 

as; higher capacity, flexible services, identifying new opportunities, solving problems, and 

overcoming challenges. E12 mentioned that “ideas from different participants can help to 

identify the new opportunities and identify challenges”.  An example was given by one of the 

interviewees when he explained about introducing traffic services in the mobile app of the MOI. 

Internal observation within the MOI revealed that most transactions within service centers 

related to traffic transactions and traffic fines. These services were converted into smart 

applications. The footfall at the service centers decreased, and in contrast, the percentage of 

citizens' happiness increased. In addition, citizens gained more well-being because they were 

able to do traffic transactions from anywhere. The government saved some amount of the use 

of public roads, some amount of paper that was used before the digitalization, which supports 

environmental sustainability as well. 

In terms of flexibility, governments worldwide develop more flexible services rather than ‘one 

size fits all’. Flexibility of governments to provide public services considered vital for 

sustainable public service. Citizens and governments are affected by many challenges such as; 

globalization, economic change, new technologies, and new waves of social media. Therefore, 

governments must remain flexible to respond to unexpected changes with full readiness to use 

new technologies and implement various related initiatives. 
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The UAE government ranked third on the ‘Government Responsiveness to Change’ in 2020 

(World Economic Forum (WEF), 2020). The government has an ability to ensure services 

continuity by adopting technological and digital solutions and shifting smoothly to remote work 

and distance learning systems. During the Covid-19, the UAE government applied many 

initiatives to deal with the crisis. The government co-produced with citizens to identify their 

needs related to the crisis. For example, the Ministry of Education provides computers for 

students that do not have computers at that time. Telecommunication companies were working 

very hard to strengthen the internet to be available for everyone and all sectors. The electrical 

companies added more capacity to cover the increasing demand as a result of people sitting at 

their homes.  

Citizens also can benefit directly and indirectly from co-production. Co-production is linked 

with better outcomes for people who use services because they are able to customize elements 

of their own user experience. In addition, co-production leads to a sense of belongingness among 

the customers, gaining more services with higher levels of happiness and well-being. The results 

of the current thesis emphasized that co-production could improve citizens’ happiness and 

wellbeing. According to C3 “co-production means adding value through providing products or 

services in response to real needs, which bring happiness and satisfaction for us”.  In addition, 

C10 agreed that “if the government allows me to take part in services provision, I will introduce 

the elements that make our life easier and comfortable. Then I, my friends and my family will 

be happier and live with a higher quality of our life”.   

Moreover, C13 believes that “co-production will raise the standards of living through 

introducing new ideas, new technologies and / or new applications of existing technologies and 

solving the increasingly complex challenges that we face as a society, and improving our 
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wellbeing. From all of that I will continue co-producing and I will encourage others to co-

produce in service provision”.  The literature argued the same conclusion as Barker and Martin 

(2020) found that co-production can generate value for citizens and increase the levels of their 

happiness and wellbeing. 

Some participants indicate that safety and security can be a result of co-production, especially 

in times of crisis where co-production can improve the feeling of security in society. An example 

has been given by one of the interviewees, he explains how the government in the UAE used 

the view of citizens in controlling COVID-19. The government sat with the citizens and 

explained to them the reason and the benefits of implementing the initiative which is (national 

sterilization) and asked them about the most important times for them to implement the 

initiatives. Then, after data collection, the vision was clear for the government to determine the 

quarantine time.  

The results show that co-production has mutual benefits for both government and citizens. Co-

production can align common goals; it allows both of the parties to keep their goals aligned. Co-

production can help in “assigning roles and goals to everyone, It gives both citizens and service 

producers a role and a goal to accomplish”, which will finally lead to better service in terms of 

quality, performance, and satisfaction.  In addition, co-production can reduce the stress on both 

parties.  

The findings of the current thesis proved that co-production can enhance innovation processes 

and generate new ideas. This statement was powered by Hartley (2005), when he said that 

innovation in the public sector seeks to enhance public value in the efficiency, quality, and 

fitness for the purpose of public services. In addition to that, Mulgan and Albury (2003) stated 
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that successful innovation helps governments to deliver public services in an effective way.  In 

the same context, Bovaird and Loeffler (2012) stress that co-production has a potential of 

enhancing innovation of public services. Further, the government and citizens can support each 

other by "Adding value through providing innovative products or innovative services in 

response to real needs” (E15). The thesis sought to investigates that do innovations make people 

happy? Or do people need to be happy in order to be innovative?” The proposed framework 

suggests that if the citizens are happy about the outcomes of their co-production, their desire to 

bring more innovative idea will increase.  

Moreover, co-production can enhance the relationships and building strong communities, E11 

shared that "co-production can help build stronger communities and develop citizenship”. The 

strong relationships lead to Learning from each other, E15 stated that "organization and citizens 

working together can learn from each other".  

The results explained that co-production can lead to effective use of resources by using 

knowledge that different people have. E 12 stated that “I believe that it will be an excellent 

opportunity to share resources and knowledge which will finally cause more happiness and 

better wellbeing. In the same context E3 states that “co-production is a use of different 

knowledge and experiences that citizens have”. This statement means that co-production can 

aid in ensuring that resources are used to develop the services that people really want. 

According to the result, trust can be a factor that can enhance happiness and well-being within 

communities. Co-production can foster trust and collaboration between government and public, 

and build better relationships between citizens and government. One of the participants 

mentioned, "The Co-production model of public services is essential in today’s world as it 
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fosters trust and collaboration between the Government and the Public.”. According to the 

results, one of the main outcomes of the co-production is the strengthening of the relationship 

between public and government. C2 stated that “Organization and citizens working together 

can learn from each other and help each other”. Logically, Citizens and organizations should 

collaborate together for the best of both parties, then the citizens will gain the most important 

services and the providers will save some time and cost.  

Fledderus (2015) explored the assumption that co-production fosters public trust among users. 

It can be a tool for building communication and trust between participants itself and the 

governments (Needham, 2008). The explanation of this statement is that co-production helps 

the government to identify challenges of the public in response to their needs, which finally 

builds the trust between both parties. Co-production is linked with better outcomes for people 

who use services, then the worthwhile outcomes of co-production definitely will lead to more 

happiness and well-being.  

Furthermore, co-production has the potential to encourage people to feel more confident to get 

involved in service provision or other activities with the government. Co-production is ideally 

expected to lead both users and professional staff to understand and value the other’s interests; 

hence, affective trust becomes visible (Lewicki, Tomlinson & Gillespie, 2006). Also, Needham 

(2008) infers co-production “can be a therapeutic tool as it builds communication and trust 

between participants”. 

6.6 Barriers of co-production 

The findings illustrate a range of barriers to co-production. The key issues that affect happiness 

and well-being were identified in the current thesis were lack of communication, Lack of clear 
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goals, Limited knowledge, limited awareness and understanding, absence of models for co-

production, Lack of motivation, and lack of skilled employees.  

6.6.1 Lack of communication 

Communication is one of the most successful factors that can enhance co-production and reflect 

on the things that need to be improved or changed. It is a way that can help the government 

know if citizens are happy with the service that they provide or not. If they are not happy, the 

action should be taken otherwise the less communication will lead to less happiness thus the 

well-being will be affected negatively. One of the interviewed citizens C1 mentioned that: “The 

lack of communication can impact my participation”. Along these lines, Bussu & Tullia Galanti 

(2018) concluded his research by the importance of encouraging communication for co-

production. In addition, Mohamad, and Abu Bakar (2017) suggested that communication and 

media scholars have to investigate how their theories and models can be translated into practices 

in response to globalization and changes including environment changes, technological changes, 

economic changes, lifestyles changes, culture changes, and political agenda.  

6.6.2 Lack of clear goals 

There is no doubt that a well-defined goal helps complete any tasks or project successfully. 

Co-production is a project or task that needs clear goals to Bussu & Tullia Galanti (2018) 

figure out some of the challenges of co-production included clarifying goals and setting the 

main priorities of co-production. One of the interviewees indicated that “Limited awareness 

and understanding from users about the purposes of co-production can limit co-production 

process”. 
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6.6.3 Limited knowledge and understanding 

The results of the thesis confirmed that the diverse range of views and perspectives is an 

important factor of development and has an impact on the outcomes of any practice. “Different 

levels of thinking and education that people have” (C17). The lack of knowledge that employees 

or citizens have will affect co-production negatively, so more training is needed to enhance 

people's understanding of what co-production is and how it works.  One of the interviewees 

stated that “limited awareness and understanding from users about the complexity of decisions 

regarding service delivery and design can limit co-production processes” (C5).  

The relativity of services for co-producer was also highlighted by one of the interviewees, C2: 

“Sometime the citizens are only willing to co-produce in a relatively narrow range of activities 

or services that are genuinely important to them” The selection of participants have to be 

considered by select citizens whom concerned with the topic and have experienced the service 

and can actually offer good ideas and suggestions. 

6.6.4 Absence of policy for co-production 

The results show that despite the call from governments to co-produce with citizens there is no 

specific strategy that can be implemented to co-produce. For example, E6 states that “unclear 

design/objective of co-production projects. In the same context, E17 asserts that “I think the 

barriers are usually simply the lack of models for co-production and the tools (simple process 

graphics, templates, visuals) and design thinking processes - that can be adopted by beginners 

and novices; also, leadership for civic purpose - this is also very important - that leaders see 

co-production as something fundamental to societal well-being and effective governance”.  
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Government entities have to have a strong strategy that can drive the co-production process. 

They should have a clear vision toward co-production to enhance public service delivery which 

reflects the happiness and well-being of the citizens. Without the comprehensive strategy the 

co-production the desired outcomes will not achieved 

6.6.5 Lack of motivation  

According to the interviewees, a lack of motivation seems to have a negative impact on co-

production. Governments can see co-producers' willingness to help as an important part that can 

help them. E4 stated that “involving people in such a structure is very difficult. Lack of 

knowledge of people about this concept. Most people are not motivated to participate, or their 

participation is not serious which might lead to the failure of this initiative”.  In addition, E7 

mentioned “lack of motivation to participate, and/or lack of awareness/understanding of the 

value of co-production”.  

 6.6.6 Lack of skills 

The current thesis found that a lack of skills can be a barrier to co-production. Employees should 

have certain skills to enhance co-production with citizens. These skills include communication 

skills, teamwork skills, negotiation skills, problem-solving skills, and leading innovation skills. 

One of the interviewees mentioned that “the lack of skills can limit my participation in designing  

Public services because I cannot deal with service providers who are less sophisticated” 

(C10).The findings suggest that training is important for employees to lead the co-production 

process. Governments should ensure that all agents gain new skills and knowledge through their 

co-production with citizens. More training and support for government agents who lead co-

production processes will lead to better outcomes and higher productivity.  
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6.7 Proposed framework for co-production  

The aim of this thesis is to explore the role of co-production in enhancing happiness and well-

being, and to understand how co-production could be used to enhance happiness and well-being 

of citizens in the UAE.  The proposed framework is a comprehensive framework that takes into 

account the nature of co-production, effective factors of co-production, and benefits of co-

production, barriers of co-production, and happiness and well-being as an outcome of co-

production. According to the results the most effective factors on co-production are: leadership, 

skilled employees, and motivation.  

The first factor is leadership, whereby leaders play an important role in their organizations to 

encourage the co-production process. Leaders have to set clear goals and objectives of co-

production for both employees and citizens. Leaders also play a big role in spreading a culture 

of co-production in their entities and improving communication between employees and 

citizens.  

The second factor that can enhance the co-production process is skilled employees. The skilled 

employees are the main drivers for co-production within entities, and the role of employees 

changed to be more facilitators by working together with citizens. So, the skills of the employees 

have to be improved regarding the changes and challenges. Leaders have to provide necessary 

training to promote employees’ skills and enable them to implement co-production with high 

efficiency to achieve the desired goals.  The most important skills to enhance the levels of 

happiness and well-being according to the results of the current thesis are communication skills, 

teamwork skills, negotiation skills, solving problems skills, and leading innovation skills. 
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 The third factor that can be considered as a factor of co-production is motivation. Keeping 

citizens motivated to participate in the development of services is an important requirement to 

enhance the co-production process. Finding appropriate motivation methods is one of the 

necessities that governments must take into account in order to support co-production and 

achieve its goals, which in the end will lead to raising the happiness and well-being of the 

citizens. 

The absence of these factors constitutes barriers for co-production. For instance, the absence of 

leadership can lead to absence of policies, limited understanding and knowledge, lack of 

communication, and lack of clear goals. Similarly, unskilled employees can limit the co-

production process. Finally, the lack of motivation can affect co-production negatively. 

However, if these factors are attended to and applied correctly, co-production will succeed and 

will lead to many benefits. The benefits that can benefit both government and citizens, these 

benefits are increasing efficiency and effectiveness of public services, effective use of available 

resources, strong relationships between government and citizens, enhancing safety and security, 

building communication, building trust, enhancing sustainability, and enhancing innovation 

process.  The results showed that happiness can benefit directly from co-production. However, 

well-being can be enhanced by co-production through other benefits such as enhancing 

sustainability and enhancing innovation processes. Hence the main aim of the current thesis is 

to explore the role of co-production in enhancing happiness and well-being, and the literature 

about the topic is limited, the framework focuses on these factors that have direct and indirect 

effect on happiness and well-being and contribute practically to the field.  

The framework suggests two benefits of co-production that can enhance happiness and well-

being. The first benefit is innovation, innovative ideas can be generated by different thoughts 
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and different experiences that co-producers have. Co-production is seen as a catalyst for 

innovation and generating new ideas. These innovative ideas would raise the happiness and 

well-being of citizens because they touched their real needs and reached their expectations. On 

the other hand, innovation can benefit the government through innovative ideas and innovative 

solutions that can enhance the effectiveness and efficiency of government.  

The second benefit that can be gained by co-production is sustainable public service. The use of 

different resources through co-production can improve sustainability because it enables more 

efficient and effective use with a good extent of diversification. In addition, communities within 

the co-production process can lead to strong relationships and more creative ideas that finally 

will affect the sustainability of our communities in all aspects of life. Moreover, technological 

innovation can directly impact the well-being of citizens and at the same time enhance the 

effectiveness and efficiency of government. Finally, the framework suggests that happy and 

satisfied citizens can co-produce again especially if they see their participation, their opinions, 

and their suggestions are applicable.    
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FIGURE 31: THE PROPOSED FRAMEWORK 

 

6.8 Research Contributions  

 The aim of the current thesis is to discover the role of co-production as an effective factor on 

happiness and well-being and identifying some related themes of co-production. These themes 

can lead to further enhanced performance of governments, and highlight new opportunities for 

the governments to enhance public service delivery. The components of this thesis can 

contribute to the field of co-production theoretically and practically. It also can help the 

government to ensure the appropriate allocation of resources towards wellbeing, it is important 

to be able to value the overall benefits of enhanced happiness in financial terms. This enables 

decision makers to compare the benefits of wellbeing-based actions against those for other 

policy objectives. 
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The findings illustrate the awareness of employees and citizens as significant and relevant to 

discovering the impact of co-production on happiness and well-being. In addition, the findings 

clarify effective factors on co-production, benefits of co-production, and barriers of co-

production which are important for governments, organizations, and communities. Identifying 

these factors, benefits and barriers can help to improve public service delivery and create a 

positive impact on happiness and well-being. On the other hand, the results of the current thesis 

identify that there is an absence of clear policy or guideline for employees to co-produce with 

citizens, and there are no specific training models in order to support co-production processes 

within the MOI.   

According to the lack of policies of co-production this thesis will contribute to future studies by 

providing a comprehensive framework for the co-production to help different organizations to 

build their strategies and policies among co-production. These strategies should consider the 

most important principles of co-production such as: clarifying the role of leaders, determining 

the required skills for employees, as well as defining a mechanism of citizens’ motivation to co-

produce with the government. 

In addition, the thesis highlighted some important points such as:  First, this study is among the 

few that analyzed the terms most frequently used to describe co-production and correlate it with 

happiness and well-being. The research found that co-production is described as an approach, a 

means, a relationship, a way, a concept, an activity, a process, a pattern and a mutually beneficial 

effort. Through mapping out the recent literature on co-production, an interpretation of various 

concepts of co-production also indicated a framework of mechanism where outcomes are always 

co-existent and expected. These expected outcomes of co-production include higher quality of 

life and well-being, citizen empowerment, innovation, and sustainability.  



 

208 

  

Second, the discussions in this thesis on the facilitators and barriers of co-production make an 

important point about having multiple stakeholders with high levels of leadership and 

negotiation experience as some of the main requirements for meaningful co-production. The 

integration of a semi-structured interview of participants who have directly and indirectly 

experienced co-production indicated skills, trust and communication as some of the main 

components affecting the implementation of co-production and its outcomes.   

6.8.1 Theoretical contribution 

The current thesis will significantly contribute to the available literature of co-production 

through identifying its role as an effective factor on happiness and well-being. Co-production 

was not discussed widely in the literature as an effective factor on happiness and well-being.  

The wide investigation of co-production and its role in enhancing happiness and wellbeing will 

be an additional value for public organizations. This study goes further to confirm that co-

production and highest levels of happiness and well-being will lead to sustainable success of 

public service delivery through innovative ideas that are generated by co-production. The 

benefits of co-production that have been identified are considered as an additional value for the 

literature.  

This thesis has looked at a wide range of definitions of co-production by reviewing literature 

and interviewees' participations. The research findings indicate that co-production is 

instrumental if we are to successfully shift the balance of public service by engaging service 

providers and service users in collaborative activities. If this approach becomes an integral part, 

co-production is set to create a dynamic change in public services and develop an effective 

ecosystem for enhancing happiness and well-being. Furthermore, gaining the benefits of co-

production requires more than the illustration of factors of happiness and well-being. Core 
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dimensions of co-production need to be understood and these can be outlined as knowledge and 

policy. 

 This thesis has assessed the level of awareness of participants regarding co-production. They 

were aware of co-production, but their awareness does not mean that one is correct with his 

definition of co-production and the other is not. The thesis does not want to delimit the 

definitions of co-production into one explanation only. The thesis would like to expand the 

horizons of co-production as to what the service users and service providers experience from 

the co-production initiatives that they previously or currently experience. 

 Equity in co-production is emphasized in this study.  While visionary leadership is an internal 

factor that impels organizations to co-produce initiatives and programs, well-motivated service 

providers and users are also required. Either equal partnership is reiterated as the main goal of 

co-production or motivational rewards are introduced to increase participation and ensure 

happiness during the process.  This provides points of discussion for future research to identify 

the specific policies and incentives that need to be triggered when the governments want to 

benefit from co-production and increase participation among service users. 

Interactions in co-production have been discussed in this thesis through conceptual and 

contextual interpretations of literature and interviews. Terms such as participation, engagement, 

appreciation and collaboration were drawn out as related concepts for co-production. All of 

these terms are also related concepts for interactions, and this paper implies that aside from 

participants having a good level of awareness of co-production, they also have a good level of 

interactions in co-production. This cites for future studies on determining the level of 
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interactions or engagements in co-production to find out what co-production program works and 

what doesn’t work. 

Furthermore, the concepts, labels and approaches to co-production illustrated in this thesis 

explains the extensive potential of co-production to go macro-scale or global. While there are 

existing studies on theoretical and practical implications of co-production programs or 

initiatives, they are still regarded as few compared to other topics in the realms of society. 

Studies on global warming, health, science, and technology are numerous, but studies on co-

production need to gain ground if we are to focus on providing more discussions and solutions 

to create sustainable public service and to enhance happiness and well-being. 

Taken together, the findings of this study provide support for co-production as a significant 

factor for happiness and well-being, especially in the current era with the widespread use of the 

Internet and social media. Service providers and service users are given information more than 

what they need or even want, and co-production dimensions such as knowledge, and interactions 

should serve as baselines to create a distinction between the diverse worlds of co-production 

and to make it useful in correlating it with other terms like happiness and well-being. This thesis 

addresses some research and practical gaps on co-production including the absence of strategies 

and the policies of co-production and the absence of training courses directed to the co-producer 

focusing on the required skills. These strategies and training systems will enhance co-production 

and its outcomes within government entities which will reflect on happiness and well-being.   

 6.8.2 Practical contribution 

The thesis will contribute in helping public organizations to enrich the co-production activities 

to promote happiness and well-being for citizens. It will be helpful for public organizations to 
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recognize the importance of co-production in enhancing the levels of happiness and well-being. 

Little is known about strategies that governments can use to positively influence service users' 

perceptions about co-production. The proposed framework might help in identifying effective 

factors of co-production and the benefits of co-production with clarification of some borders 

that can limit the co-production process. Then, the framework illustrates that co-production can 

enhance sustainability and innovation which are the most important factors that can lead to better 

well-being. Finally, according to the framework, happy people can co-produce again with 

government 

This will help public organizations to enrich the co-production activities so as to promote 

happiness and well-being for citizens. This will also help in making research on this 

phenomenon more cumulative and comparable. Furthermore, the study offers insights on how 

government entities can increase the co-production process with service users. Some of these 

insights include employing communication strategies that emphasize value-enhancing results 

among participants. Intrinsic and extrinsic motivation approaches could be taken into account 

to further emphasize the beneficial aspects of co-production while enhancing happiness and 

well-being of communities as well as of service providers. Moreover, the thesis emphasizes the 

importance of training for employees who engage in co-production process, with a set of skills 

that employees should have including: communication skills, teamwork skills, negotiation skill, 

solving problem skills, and leading innovation skills 

The proposed framework suggests that there is no specific effective policy and cause-effect 

relationship in the co-production cycle. To qualify and enable practical contributions to the 

outcomes of co-production, research studies and real-world implementations have to outline a 

generic programmer theory for co-production, apply a context-based or situation-based co-
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production framework, and measure the results of the process. In this thesis, co-production is 

correlated with happiness and well-being, and in order to identify the role of co-production as 

an effective factor of happiness and well-being, the researcher looks into different factors that 

affect happiness and well-being. 

6.9 Conclusion   

The purpose of this thesis was to determine the role of co-production in enhancing the levels of 

happiness and well-being in the UAE. To date, the most important factors influencing happiness 

and well-being have been wealth, health, and work. Despite the promise of co-production, there 

is a lack of empirical evidence concerning the role and impact of co-production specifically in 

translating theory into practice and identifying factors that influence implementation of co-

production.  

The current thesis used qualitative research by semi-structured interviews to identify the role of 

co-production in enhancing the levels of happiness and wellbeing in the UAE. Firstly, the 

awareness of both groups (citizens and employees) were investigated. The results prove that 

they are aware of co-production and its benefits, however, they all agree about the lack of the 

policy or a specific strategy for co-production. In addition, the result shows that there is a strong 

belief in the role of co-production in enhancing happiness and well-being either directly or 

indirectly. Moreover, the thesis emphasized some critical factors of co-production that can lead 

to a better implementation for co-production including leadership, skilled employees, and 

motivation. 

In terms of skilled employees, the thesis determined the most important skills that co-producer 

should have which are communication skills, negotiation skills, teamwork skills, solving 
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problems skills, and leading innovation skills. Then, the benefits of co-production were 

discussed in this chapter. After that, the thesis presents some barriers that can limit co-

production. Then, a framework for co-production was presented in this chapter to show the 

process of co-production and its role in enhancing happiness and well-being. Finally, the chapter 

concluded by the contribution that this thesis will add.  
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CHAPTER 7: CONCLUSION 
 

Chapter seven presents a summary of the thesis including an overview, thesis findings, and 

discussion about the proposed framework. A limitation of the thesis was discussed and the future 

researches about the co-production were presented, and finally the suggestions of future research 

implications that can address the extrapolated limitations. 

7.1 Introduction 

Public services delivery is considered as a collaborative action between governments and 

citizens to overcome the global changes and challenges that challenge the governments. The 

need for collaborative efforts is considered to be more important than before. Collaboration is a 

method or tool that can help in enhancing public service and then increasing happiness and 

wellbeing for individuals or societies. Co-production is one of these tools to collaborate with 

the citizens to identify their needs and to generate innovative ideas that can help in delivering 

effective public service and therefore create more happiness and higher well-being for the 

citizens.  

The main motive for this argument is the rapid shift in public policy toward happiness and well-

being in the UAE with the constant call for co-production. The leaders in the UAE sought to 

achieve high levels of happiness and well-being for people in the country. They believe in the 

role of co-production in delivering effective public services and increasing the levels of 

happiness and well-being in the UAE. 

Despite the promise of co-production, the concept as a factor of happiness and well-being has 

not been discussed in the literature widely, the scholarly literature on the effective factors of 

happiness and well-being remains limited or confined to certain factors that can affect happiness 
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and well-being such as wealth, health, and employment. This thesis sets out to explore the role 

of co-production in enhancing happiness and well-being. As a first very general conclusion, this 

thesis reveals that there is a significant positive relationship between co-production, and 

happiness and well-being. The concepts drawn out from various participants of the study explain 

the essential role of service providers and service users as equal partners in co-production and 

in changing the dynamics between individuals and societies to develop more collaborative 

relationships and achieve happiness and well-being. 

Furthermore, the thesis indicates that policy making in governments is no longer demonstrated 

as a purely hierarchical process but rather as a joint effort or collaboration among many 

interacting policy systems. The thesis identifies some effective factors that can enhance co-

production such as motivation, skilled employees and leadership. These factors can build a 

modeling proposition that can survive empirical and logical investigation. It's very impossible 

to refute them, but future interventions and research could look at other important factors that 

could boost co-production and bring further benefits from both service providers and service 

users. Overall, the findings of the current thesis provide evidence to highlight the co-production 

as an effective factor of happiness and well-being.  

7.2 Proposed Framework   

The objective of the proposed framework is to provide a guideline for the co-producer to explain 

how they can co-produce effectively with citizens, what the most effective factors of co-

production are, what the benefits of co-production are, what the barriers of co-production are, 

and how co-production can affect happiness and well-being. Finally, the framework supposed 

that the happy citizens can continue co-producing if they note the benefits of co-production.  
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TABLE 27: THE COMPONENTS OF THE CONCEPTUAL FRAMEWORK  

Effective factors of co-

production 

Leadership Leadership has to undertake a wide 

range of activities that help in the co-

production process including: 

Clear policy, clear goals. Knowledge, 

communication, trust, and providing 

appreciate training.  

 

Skilled employees  Experienced and skilled employees can 

handle the co-production session 

effectively with some skills such as: 

communication skills, negotiation 

skills, teamwork skills, solving 

problems skills, and leading innovation 

skills.  

 

Motivation  
Selected citizens that have a shared 

understanding about the 

problem/agenda, making sure that 

everyone understands why they are 

participating. Then making sure they 

are willing to participate and identify 

motivation’ methods that can motivate 

them to co-produce. 

Effective co-production Direct effect on 

citizens’ happiness  

 People can feel happy if they 

participate in service provision. In 

addition, they will be happier if they 

feel that their opinion is important for 

the government, and their participation 

will be implemented to add value for 

their communities.  So, there is a direct 

relationship between co-production 

and happiness.  

Indirect effect on 

citizens’ well-being 

Co-production does not have a direct 

impact on citizens’ well-being. 

However, co-production can lead to 

some outcomes/benefits that can affect 

citizens’ well-being. These 

outcomes/benefits are: enhancing 

effectiveness and efficiency, enhancing 
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sustainability, and enhancing 

innovation.  

continue co-production  Happy citizens  Citizens can be happy once they feel 

valued and their vision is important to 

the government. In addition, they will 

be happier when they see that the 

outputs of co-production have 

contributed to raising the level of well-

being. Then, they will participate again 

and again in order to achieve the 

greatest possible benefit for themselves 

and their communities. 

 

7.3 Research limitations 

The thesis contributes to the public administration literature by highlighting the role of co-

production as an effective factor on happiness and well-being. However, there are a few 

significant restrictions considered in the current thesis. First of all, the limitation of the literature 

on co-production as a factor of happiness and well-being was a challenge to provide a clear 

theoretical foundation for the research questions. Second, the result of the thesis may limit the 

generalizability of the findings because public sector reform has many effective factors that can 

affect happiness and well-being rather than co-production, the importance of these factors may 

vary from one society to another. The third limitation is that the sample size was limited to 

employees and citizens who participated in the co-production process. However, the extended 

sample will be worth for the future study.  The fourth limitation is the general limitation in the 

qualitative research which is the researcher have no way of knowing if the data comes from real 

experience or is just a way to trick people. The limitations of this thesis, however, highlight the 

need for future research on co-production based on larger samples and longitudinal studies, or 

replicate this research with other samples in different countries to examine the role of co-

production in enhancing happiness and well-being.  
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7.4 Future research  

This section discusses the future research possibilities and the suggestions for the future research 

implications that can address the extrapolated limitations. Future research on co-production 

should seek to gain a more diverse sample to gain a better understanding from different views. 

Co-production is part of comprehensive change that is emerging across the public sector, and 

this suggests that future research needs to be conducted to find out the relevance and significance 

of co-production in the public sector. 

This thesis makes two recommendations for future research. First, the researcher suggests that 

larger samples and longitudinal studies can show more accurate results. The second 

recommendation for future research is to explore co-production with people from diverse 

communities. As identified in the limitations for this thesis, the data were collected by 

employees and citizens who participated in the co-production process. It will be great if the 

future research can gain information from different people who are willing to take a part without 

the condition of previous participation and consider whether it should have voluntary or 

involuntary inputs. 

 

7.5 Recommendations 

 According to this thesis, public organizations ought to have some kind of strategy or policy in 

place for co- production. The policy should contain information on how to effectively 

implement co-production, including the selection process for experienced employees to 

participate, the selection process for citizens that have a shared understanding about the topic, 

the selection of the place to meet, the selection of the way to communicate, the identification of 
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the appreciated method of motivation, and any other related requirements. In addition, the thesis 

recommends that governments have to encourage using of technologies in co-production, there 

is no doubt that technological advancement leads to a broad range of new collaborative ways 

and new channels of sharing experiences. Technology can recognize topics more effectively 

which means that technologies can empower organizations and individuals.  

 

 

  



 

220 

  

REFERENCES 
 

 

Al-Maktoum,, R. (2017). Reflections on Happiness and Positivity. The Executive Office of 

H.H. Sheikh Mohammed Bin Rashid Al Maktoum. Dubai: The Executive Office of 

H.H. Sheikh Mohammed Bin Rashid Al Maktoum. [Accessed 2021].  

Alase, A. (2017). The Interpretative Phenomenological Analysis (IPA): A Guide to a Good 

Qualitative Research Approach. International Journal of Education and Literacy 

Studies, vol. 5 (2), p. 9.  

Albury,, D. (2010). Fostering innovation in public services. Public Money & Management, 

vol. 25 (1), pp. 51–56.  

Alford, J. & Greve, C. (2017). Strategy in the public and private sectors: Similarities, 

differences and changes. Administrative Sciences, vol. 7 (4), p. 35.  

Alford, J. & Hughes, O. (2009). Public Value Pragmatism as the Next Phase of Public 

Management. The American Review of Public Administration, vol. 38 (2), pp. 130–

148.  

Amann, J. & Sleigh, J. (2021). Too vulnerable to involve? Challenges of engaging vulnerable 

groups in the co-production of Public Services through Research. International 

Journal of Public Administration, vol. 44 (9), pp. 715–727.  

Amitava Krishna Dutt, B.R. & Darrin M., M.M. (2009). 'The History of Happiness and 

Contemporary Happiness Studies'. Happiness, economics and politics: Towards a 

multi-disciplinary approach. Cheltenham:Edward Elgar Publishing Limited, pp. 25–

96.  

Apfeldorf, M. (2018). Right to the Source: Invention vs. Innovation. The Science Teacher, vol. 

085 (01).  



 

221 

  

Arabianbusiness.com - Dubai News, Abu Dhabi News, Middle East Business ... (n.d.). 

[Accessed 2018]. Available at: https://www.arabianbusiness.com/  

Audenhove, l. (2011). Expert Interviews and Interview Techniques for Policy Analysis.  In: 

Expert and Elite Interviews. Brussels, Belgium: Vrije Universiteit Brussel. [Accessed 

2021].  

Auh, S., Bell, S.J., McLeod, C.S. & Shih, E. (2007). Co-production and Customer Loyalty in 

financial services. Journal of Retailing, vol. 83 (3), pp. 359–370.  

Babbie,, E. (1990). Survey Research Methods. Belmont, Calif.: Wadsworth Pub. Co. 

[Accessed 2021].  

Barker, C. & Martin, B. (2011). Participation: The Happiness Connection. Journal of 

Deliberative Democracy, vol. 7 (1), p. 9.  

Beirão, G., Patrício, L. & Fisk, R.P. (2017). Value cocreation in service ecosystems. Journal 

of Service Management, vol. 28 (2), pp. 227–249.  

Benditt, T. (1974). Happiness. Philosophical Studies, vol. 25 (1), pp. 1–20.  

Bentham, J. (1989). An introduction to the principles of morals and legislation. Birmingham, 

Ala.:Legal Classics Library.  

Bernard, H.R. (2018). Research methods in anthropology: Qualitative and Quantitative 

Approaches. Rowman & Littlefield.  

Boddy, C.R. (2005). Sample size for qualitative research. Qualitative Market Research: An 

International Journal, vol. 19 (4), pp. 426–432.  

Bojovic, D., St. Clair, A.L., Christel, I., Terrado, M., Stanzel, P., Gonzalez, P. & Palin, E.J. 

(2021). Engagement, involvement and empowerment: Three realms of a coproduction 

framework for climate services. Global Environmental Change, vol. 68, p. 102271.  



 

222 

  

Bovaird, T. & Loeffler, E. (2012). From Engagement to Co-production: The Contribution of 

Users and Communities to Outcomes and Public Value. VOLUNTAS: International 

Journal of Voluntary and Nonprofit Organizations, vol. 23 (4), pp. 1119–1138.  

Bovaird, T. (2007). Beyond Engagement and Participation: User and Community 

Coproduction of Public Services. Public Administration Review, vol. 67 (5), pp. 846–

860.  

Brandsen, T. & Helderman, J.-K. (2012). The Trade-Off Between Capital and Community: 

The Conditions for Successful Co-production in Housing. VOLUNTAS: International 

Journal of Voluntary and Nonprofit Organizations, vol. 23 (4), pp. 1139–1155.  

Brandsen, T. & Honingh, M. (2018). Distinguishing Different Types of Coproduction: A 

Conceptual Analysis Based on the Classical Definitions. Public Administration 

Review, vol. 76 (3), pp. 427–435.  

Brandsen, T. & Pestoff, V. (2006). Co-production, the third sector and the delivery of public 

services. Public Management Review, vol. 8 (4), pp. 493–501.  

Broccardo, E. & Mazzuca, M. (2019). The missing link? Finance, public services, and co-

production: The case of social impact bonds (sibs). Public Money & Management, vol. 

39 (4), pp. 262–270.  

Bryman, A. (2008). Of methods and methodology. Qualitative Research in Organizations and 

Management: An International Journal, vol. 3 (2), pp. 159–168.  

Brülde, B. (2007). Happiness theories of the good life. Journal of Happiness Studies, vol. 8 

(1), pp. 15–49.  

Buick, F., Blackman, D., O'Flynn, J., O'Donnell, M. & West, D. (2015). Effective Practitioner-

Scholar Relationships: Lessons from a Coproduction Partnership. Public 

Administration Review, vol. 76 (1), pp. 35–47.  



 

223 

  

Bussu, S. & Tullia Galanti, M. (2018). Facilitating coproduction: the role of leadership in 

coproduction initiatives in the UK. Policy and Society, vol. 37 (3), pp. 347–367.  

Carlsen, L. (2017). Happiness as a sustainability factor. The world happiness index: a posetic-

based data analysis. Sustainability Science, vol. 13 (2), pp. 549–571.  

Carter, W. (2018). Negotiation skills. London:Kogan Page in association with Harbridge 

Consulting Group.  

Cassell, C. & Symon, G. (2014). Essential guide to qualitative methods in organizational 

research. London:Sage.  

Chen, H.-T. (1990). Theory-driven evaluations. Newbury Park, CA:Sage.  

Chen, J.-S., Tsou, H.-T. & Ching, R.K.H. (2011). Co-production and its effects on service 

innovation. Industrial Marketing Management, vol. 40 (8), pp. 1331–1346.  

Chiu, H.-C., Hsieh, Y.-C., Yeh, H.-J., Kuo, C.-L., Lee, M. & Yu, D.-J. (2010). The 

Connection Between Happiness and Service Businesses: A Preliminary Study. Journal 

of Happiness Studies, vol. 12 (5), pp. 841–860.  

Clark, B.Y., Brudney, J.L. & Jang, S.-G. (2013). Coproduction of Government Services and 

the New Information Technology: Investigating the Distributional Biases. Public 

Administration Review, vol. 73 (5), pp. 687–701.  

Cloutier, S. & Pfeiffer, D. (2015). Sustainability Through Happiness: A Framework for 

Sustainable Development. Sustainable Development, vol. 23 (5), pp. 317–327.  

Cluley, V. & Radnor, Z. (2020). Progressing the conceptualization of value co-creation in 

public service organizations. Perspectives on Public Management and Governance, 

vol. 3 (3), pp. 211–221.  

Cohen,, L., Manion,, L. & Morrison,, K. (2008). Research Methods In Education.  



 

224 

  

Colander, D. (2007). Retrospectives: Edgeworth's hedonimeter and the quest to measure 

utility. Journal of Economic Perspectives, vol. 21 (2), pp. 215–225.  

'Contact Us'. (2021). Adpolice.gov.ae [online]. Available at: 

https://www.adpolice.gov.ae/en/aman/Pages/contactus.aspx  

Cooper, R.N. & Layard, R. (2005). Happiness: Lessons from a New Science. Foreign Affairs, 

vol. 84 (6), p. 139.  

Corbin, J.M. & Strauss, A.L. (2015). Basics of qualitative research. 4th edn. Thousand 

Oaks:Sage Publications ltd.  

Corcoran, R., Marshall, G. & Walsh, E. (2017). The psychological benefits of cooperative 

place-making: a mixed methods analyses of co-design workshops. CoDesign, vol. 14 

(4), pp. 314–328.  

Creswell, J.W. (2008). Editorial: Mapping the Field of Mixed Methods Research. Journal of 

Mixed Methods Research, vol. 3 (2), pp. 95–108.  

Creswell, J.W. (2013). Qualitative inquiry and research design: Choosing among five 

approaches. Sage Publications.  

Creswell,, J.W. (2009). Research Design: Qualitative, Quantitative, and Mixed Methods 

Approaches. 3rd edn.  

Crosby, B.C. & Bryson, J.M. (2010). Integrative leadership and the creation and maintenance 

of cross-sector collaborations. The Leadership Quarterly, vol. 21 (2), pp. 211–230.  

Denzin, N.K. & Lincoln, Y.S. (2005). The SAGE handbook of qualitative research. Thousand 

Oaks:Sage Publications.  

Diener, E. & Biswas-Diener, R. (2008). Happiness: unlocking the mysteries of psychological 

wealth. Choice Reviews Online, vol. 46 (11), pp. 46–6490.  



 

225 

  

Diener, E., Suh, E.M., Lucas, R.E. & Smith, H.L. (1999). Subjective well-being: Three 

decades of progress. Psychological Bulletin, vol. 125 (2), pp. 276–302.  

Dolan, P., Peasgood, T. & White, M. (2008). Do we really know what makes us happy? A 

review of the economic literature on the factors associated with subjective well-being. 

Journal of Economic Psychology, vol. 29 (1), pp. 94–122.  

Donald, I., Taylor, P., Johnson, S., Cooper, C., Cartwright, S. & Robertson, S. (2005). Work 

environments, stress, and productivity: An examination using asset. International 

Journal of Stress Management, vol. 12 (4), pp. 409–423.  

Dong, C., Cao, S. & Li, H. (2020). Young children’s online learning during COVID-19 

pandemic: Chinese parents’ beliefs and attitudes. Children and Youth Services Review, 

vol. 118, p. 105440.  

Drane, C., Vernon, L. & O’Shea, S. (2021). Australia.:Curtin University, the National Centre 

for Student Equity in Higher Education.  

Dudovskiy, J. (2018). The Ultimate Guide to Writing a Dissertation in Business Studies: A 

Step-by-Step Assistance, e-book.  

Durose, C. & Richardson, L. (2016). Designing public policy for co-production. 1st edn. 

Bristol:policy press.  

D’Ambrosio, C., Jäntti, M. & Lepinteur, A. (2020). Money and Happiness: Income, Wealth 

and Subjective Well-Being. Social Indicators Research, vol. 148 (1), pp. 47–66.  

Easterlin,, R.A. (1974). Does economic growth improve the human lot? Some empirical 

evidence. In P. A. David & W. R. Melvin (Eds.), Nations and households in economic 

growth (pp. 89–125). New York: Academic Press.  

Eriksson, E. & Hellström, A. (2020). Multi‐actor Resource Integration: A Service Approach in 

Public Management. British Journal of Management.  



 

226 

  

Erragcha,, N. & Zaiem,, I. (2012). Moderating effects of co-production and the state of flow in 

the context of e-Learning: A proposed conceptual model. Contemporary Marketing 

Review, vol. 2 (1), pp. 1–7.  

Evers, A. & Ewert, B. (2020). Understanding co-production as a Social Innovation. The 

Palgrave Handbook of Co-Production of Public Services and Outcomes, pp. 133–153.  

Fabian, M. (2022). Subjective well-being. A Theory of Subjective Wellbeing, pp. 13–29.  

Fabian, M., Alexandrova, A., Coyle, D., Agarwala, M. & Felici, M. (2022). Respecting the 

subject in wellbeing public policy: beyond the social planner perspective. Journal of 

European Public Policy, pp. 1–24.  

Ferlie, E. & Andresani, G. (2006). Roundtable. Public Management Review, vol. 8 (3), pp. 

389–394.  

Fioroni, G., Sciascia,, G., Fondazione, M.T., Kessler,, B., Maffeis,, A., Ranise,, S. & Pistore,, 

M. (2014). Ieee-Tn Smart Cities White Paper Smart Government Toward an 

Innovative Concept of a “One-Stop Shop” for Interactive Online Services.  

Fisher, C.D. (2010). Happiness at Work. International Journal of Management Reviews, vol. 

12 (4), pp. 384–412.  

Fledderus, J., Brandsen, T. & Honingh, M.E. (2015). User co-production of public service 

delivery: An uncertainty approach. Public Policy and Administration, vol. 30 (2), pp. 

145–164.  

Flick,, U. (2006). A Companion To Qualitative Research. 5th ed. Los Angeles: Sage.  

Flick,, U. (2014). An introduction to qualitative research. Los Angeles, CA: SAGE.  

Florida,, R., Mellander, ,C. & Rentfrow,, P.J. (2013). The Happiness of Cities.  Regional 

Studies. vol. 47 (4), pp. 613–627. [Accessed 2021].  



 

227 

  

Franzel, J.M. (2008). Urban Government Innovation: Identifying Current Innovations and 

Factors that Contribute to Their Adoption. Review of Policy Research, vol. 25 (3), pp. 

253–277.  

Frey, B.S. & Gallus, J. (2013). Political Economy of Happiness. SSRN Electronic Journal.  

Frey,, B. (2008). Happiness: A Revolution In Economics. Cambridge:. Cambridge: MIT Press.  

Frow, P., McColl-Kennedy, J.R. & Payne, A. (2016). Co-creation practices: Their role in 

shaping a health care ecosystem. Industrial Marketing Management, vol. 56, pp. 24–

39.  

Frow, P., McColl-Kennedy, J.R. & Payne, A. (2016). Co-creation practices: Their role in 

shaping a health care ecosystem. Industrial Marketing Management, vol. 56, pp. 24–

39.  

Frow, P., McColl-Kennedy, J.R. & Payne, A. (2016). Co-creation practices: Their role in 

shaping a health care ecosystem. Industrial Marketing Management, vol. 56, pp. 24–

39.  

gem. (2021). 'excellent services '. www.gem.gov.ae [online]. [Accessed December 2021]. 

Available at: https://www.gem.gov.ae/  

Giorgi, A. (2012). The Descriptive Phenomenological Psychological Method. Journal of 

Phenomenological Psychology, vol. 43 (1), pp. 3–12.  

Given, L.M. (2008). The Sage encyclopedia of qualitative research methods. Los Angeles, 

Calif.:Sage Publications.  

Glaser, B. & Strauss, A. (2006). Grounded Theory – Strategien qualitativer Forschung. Pflege, 

vol. 19 (04), pp. 0260–0260.  

Glaser, B.G. (1992). Emergence vs forcing. Mill Valley, Ca. Sociology Press.  



 

228 

  

Glaser, B.G., Strauss, A.L. & Strutzel, E. (1967). The Discovery of Grounded Theory; 

Strategies for Qualitative Research. Nursing Research, vol. 17 (4), p. 364.  

Gong, T. & Yi, Y. (2018). The effect of service quality on customer satisfaction, loyalty, and 

happiness in five Asian countries. Psychology & Marketing, vol. 35 (6), pp. 427–442.  

'Government strategy 2011-2013: highlights of the UAE: putting citizens first: an accountable, 

lean, innovative, and forward-looking government [Chapter ‘First-rate education 

systemn education p.10] | Planipolis'. (2021). Planipolis.iiep.unesco.org [online]. 

[Accessed 2021]. Available at: https://planipolis.iiep.unesco.org/en/2011/government-

strategy-2011-2013-highlights-uae-putting-citizens-first-accountable-lean-innovative  

'Government strategy 2011-2013: highlights of the UAE: putting citizens first: an accountable, 

lean, innovative, and forward-looking government [Chapter ‘First-rate education 

systemn education p.10] | Planipolis'. (2021). Planipolis.iiep.unesco.org [online]. 

[Accessed 2021]. Available at: https://planipolis.iiep.unesco.org/en/2011/government-

strategy-2011-2013-highlights-uae-putting-citizens-first-accountable-lean-innovative  

'Government strategy 2011-2013: highlights of the UAE: putting citizens first: an accountable, 

lean, innovative, and forward-looking government [Chapter ‘First-rate education 

systemn education p.10] | Planipolis'. (2021). Planipolis.iiep.unesco.org [online]. 

[Accessed 2021]. Available at: https://planipolis.iiep.unesco.org/en/2011/government-

strategy-2011-2013-highlights-uae-putting-citizens-first-accountable-lean-innovative  

Grissemann, U.S. & Stokburger-Sauer, N.E. (2012). Customer co-creation of travel services: 

The role of company support and customer satisfaction with the co-creation 

performance. Tourism Management, vol. 33 (6), pp. 1483–1492.  



 

229 

  

Gunday, G., Ulusoy, G., Kilic, K. & Alpkan, L. (2011). Effects of innovation types on firm 

performance. International Journal of Production Economics, vol. 133 (2), pp. 662–

676.  

'Happiness in the UAE'. (2021). Happiness [online]. Available at: 

https://www.arabianbusiness.com/  

Harrison, T. & Waite, K. (2015). Impact of co-production on consumer perception of 

empowerment. The Service Industries Journal, vol. 35 (10), pp. 502–520.  

Hartley,, J. (2005). Innovation in governance and public services: Past and present. Public 

Money & Management. vol. 25 (1), pp. 27–34.  

Hatch,, M.J. & Cunliffe, A.L. (2013). Organization theory. 3rd edn. UK: Oxford University 

Press.  

Hayat, M.J. (2013). Understanding Sample Size Determination in Nursing Research. Western 

Journal of Nursing Research, vol. 35 (7), pp. 943–956.  

Haybron, D.M. (2020). Happiness. Oxford:Oxford University Press.  

Hayward, G. (1984). Diffusion of innovations. Technovation, vol. 2 (2), p. 147.  

Hazenberg, R., Seddon, F. & Denny, S. (2014). Investigating theOutcomePerformance of 

Work-Integration Social Enterprises (Wises): Do WISEs offer ‘added value’ to 

NEETs? Public Management Review, vol. 16 (6), pp. 876–899.  

Helliwell, J., Layard,, R. & Sachs,, J. (2016). World Happiness Report. vol. 1. [Accessed 

2021].  

Hennink,, M., Hutter,, I. & Bailey,, A. (2011). Qualitative Research Methods. 1st ed. London: 

SEGA publications LTD.   



 

230 

  

Hughes, P., Hodgkinson, I.R., Elliott, K. & Hughes, M. (2018). Strategy, operations, and 

profitability: the role of resource orchestration. International Journal of Operations & 

Production Management, vol. 38 (4), pp. 1125–1143.  

Hughes,, O. (2003). Public management and administration. 3rd edn. New York.  

Hunter, S. & Ritchie,, P. (2007). Co-production and personalization in social care: changing 

relationships in the provision of social care.  London: Philadelphia: Jessica Kingsley 

Publishers.   

Huppert, F.A. & So, T.T.C. (2011). Flourishing Across Europe: Application of a New 

Conceptual Framework for Defining Well-Being. Social Indicators Research, vol. 110 

(3), pp. 837–861.  

Huppert, F.A. & So, T.T.C. (2011). Flourishing Across Europe: Application of a New 

Conceptual Framework for Defining Well-Being. Social Indicators Research, vol. 110 

(3), pp. 837–861.  

Huppert, F.A. (2009). Psychological Well-being: Evidence Regarding its Causes and 

Consequences. Applied Psychology: Health and Well-Being, vol. 1 (2), pp. 137–164.  

Ironson, G.H., Smith, P.C., Brannick, M.T., Gibson, W.M. & Paul, K.B. (1989). Construction 

of a job in general scale: A comparison of global, composite, and specific measures. 

Journal of Applied Psychology, vol. 74 (2), pp. 193–200.  

Jebb, A.T., Morrison, M., Tay, L. & Diener, E. (2020). Subjective Well-Being around the 

World: Trends and Predictors Across the Life Span. Psychological Science, vol. 31 (3), 

pp. 293–305.  

Jessiman, W.C. (2013). ‘To be honest, I haven’t even thought about it’ – recruitment in small-

scale, qualitative research in primary care. Nurse Researcher, vol. 21 (2), pp. 18–23.  



 

231 

  

John W. Creswell. (2013). Research Design. Qualitative, Quantitative, and Mixed Methods 

Approaches. California: Sage Publications.  

Joseph, S. & Lewis, C.A. (1998). The depression-happiness scale: Reliability and validity of a 

bipolar self-report scale. Journal of Clinical Psychology, vol. 54 (4), pp. 537–544.  

Klijn, E.-H. (2008). Governance and Governance Networks in Europe. Public Management 

Review, vol. 10 (4), pp. 505–525.  

Kothari,, C. & Garg,, G. (2004). Research methodology. 2nd edn. New Delhi, INDIA: New 

Age International.  

Kraut, R. (1979). Two Conceptions of Happiness. The Philosophical Review, vol. 88 (2), p. 

167.  

Kraut, R. (2018). The quality of life. 1st edn. New York:Oxford University press.  

Kun, Á., Balogh, P. & Krasz, K.G. (2017). Development of the Work-Related Well-Being 

Questionnaire Based on Seligman’s PERMA Model. Periodica Polytechnica Social 

and Management Sciences, vol. 25 (1), p. 56.  

Kurtz,, J.L. & Welch,, C.A. (2016). The Emotion of Happiness. In Emotion Measurement. 

Elsevier Woodhead Publishing, . pp. 501–511.  

Lambooy, J. (2005). Innovation and knowledge: Theory and regional policy. European 

Planning Studies, vol. 13 (8), pp. 1137–1152.  

Lember, V., Brandsen, T. & Tõnurist, P. (2019). The potential impacts of digital technologies 

on co-production and co-creation. Public Management Review, vol. 21 (11), pp. 1665–

1686.  

Lewicki, R.J., Tomlinson, E.C. & Gillespie, N. (2006). Models of Interpersonal Trust 

Development: Theoretical Approaches, Empirical Evidence, and Future Directions. 

Journal of Management, vol. 32 (6), pp. 991–1022.  



 

232 

  

Linders, D. (2012). From e-government to we-government: Defining a typology for citizen 

coproduction in the age of social media. Government Information Quarterly, vol. 29 

(4), pp. 446–454.  

Lowndes, V. & Sullivan, H. (2004). Like a Horse and Carriage or a Fish on a Bicycle: How 

Well do Local Partnerships and Public Participation go together? Local Government 

Studies, vol. 30 (1), pp. 51–73.  

Martin, B. & Barker, C. (2020). Participation: The Happiness Connection. Regular Issue, vol. 

7 (1).  

Media, N. & Dubai, H. (2021). 'His Highness Sheikh Mohamed bin Zayed Keynote Remarks 

at the 2015 Government Summit in Dubai | UAE Embassy in Washington, DC'. Uae-

embassy.org [online]. [Accessed 2021]. Available at: https://www.uae-

embassy.org/news-media/his-highness-sheikh-mohamed-bin-zayed-keynote-remarks-

2015-government-summit-dubai  

Mitlin, D. (2008). With and beyond the state — co-production as a route to political influence, 

power and transformation for grassroots organizations. Environment and Urbanization, 

vol. 20 (2), pp. 339–360.  

MoCA, U.A.E. (n.d.). UAE_MOCA_brandmark_Horizontal_RGB_small [online].  Available 

at: https://www.moca.gov.ae/en  

Mohamad, B. & Abu Bakar, H. (2017). Preface - Communication: Beyond Nation Cultural 

Adaption, Images and Identity. SHS Web of Conferences, vol. 33, p. 00001.  

Money, K., Hillenbrand, C. & Da Camara, N. (2008). Putting Positive Psychology to Work in 

Organisations. Journal of General Management, vol. 34 (3), pp. 31–36.  

Moore, L.F. & Normann, R. (1985). Service Management: Strategy and Leadership in Service 

Businesses. Administrative Science Quarterly, vol. 30 (3), p. 437.  



 

233 

  

Mulgan, G. (2006). The Process of Social Innovation. Innovations: Technology, Governance, 

Globalization, vol. 1 (2), pp. 145–162.  

N Blundell, C., Lee, K.-T. & Nykvist, S. (2016). Digital Learning in Schools: Conceptualizing 

the Challenges and Influences on Teacher Practice. Journal of Information Technology 

Education: Research, vol. 15, pp. 535–560.  

Nanda, A.P. & Banerjee, R. (2021). Consumer’s subjective financial well‐being: A systematic 

review and research agenda. International Journal of Consumer Studies, vol. 45 (4), 

pp. 750–776.  

Nor Fauziana, I., Al-Mansor, A.S., Nabil, A. & Shahrek, J. (2020). RELATIONSHIP 

BETWEEN WELL-BEING PERSPECTIVES, EMPLOYEE ENGAGEMENT AND 

INTRINSIC OUTCOMES: A LITERATURE REVIEW. Journal of critical reviews, 

vol. 7 (12).  

Noveck, B.S. (2015). Smart citizens, smarter state. Cambridge (Mass.): Harvard University 

Press.  

Noveck,, B.S. (2015). Smart Citizens, Smarter State. The Technologies of Expertise and the 

Future of Governing. Cambridge, MA: Harvard University Press.  

O'Donnel, M. & O'Brien, J. (2000). Performance-based pay in the Australian Public Service. 

Review of Public Personnel Administration, vol. 20 (2), pp. 20–34.  

OECD. (2017). Paris:OECD.  

OECD. (2018). Observatory of Public Sector Innovation. Global Innovation Review 2018: 

Case Collection. Paris: OECD.  

Ojasalo, J. & Kauppinen, S. (2022). Public value in public service ecosystems. Journal of 

Nonprofit & Public Sector Marketing, pp. 1–29.  



 

234 

  

Opdenakker, R.J.G. (2006). Advantages and disadvantages of four interview techniques in 

qualitative research.  

Osborne, S.P. & Strokosch, K. (2013). It takes Two to Tango? Understanding the Co-

production of Public Services by Integrating the Services Management and Public 

Administration Perspectives. British Journal of Management, vol. 24, pp. S31–S47.  

Osborne, S.P. & Strokosch, K. (2013). It takes Two to Tango? Understanding the Co-

production of Public Services by Integrating the Services Management and Public 

Administration Perspectives. British Journal of Management, vol. 24, pp. S31–S47.  

Osborne, S.P., Radnor, Z. & Strokosch, K. (2016). Co-Production and the Co-Creation of 

Value in Public Services: A suitable case for treatment? Public Management Review, 

vol. 18 (5), pp. 639–653.  

Parker, L.D. & Roffey, B.H. (1997). Methodological themes. Accounting, Auditing & 

Accountability Journal, vol. 10 (2), pp. 212–247.  

Pavot, W., Diener, E. & Fujita, F. (1990). Extraversion and happiness. Personality and 

Individual Differences, vol. 11 (12), pp. 1299–1306.  

Peterson, C., Park, N. & Seligman, M.E. (2005). Orientations to happiness and life 

satisfaction: The full life versus the empty life. Journal of Happiness Studies, vol. 6 

(1), pp. 25–41.  

Petrescu, M. (2019). From marketing to public value: Towards a theory of public service 

ecosystems. Public Management Review, vol. 21 (11), pp. 1733–1752.  

Phelps, E.S. (2007). Macroeconomics for a Modern Economy. American Economic Review, 

vol. 97 (3), pp. 543–561.  

Phelps, E.S. (2009). Refounding Capitalism. Capitalism and Society, vol. 4 (3).  



 

235 

  

Potts, J. (2009). The innovation deficit in public services: The curious problem of too much 

efficiency and not enough waste and failure. Innovation, vol. 11 (1), pp. 34–43.  

Ranjan, K.R. & Read, S. (2014). Value co-creation: concept and measurement. Journal of the 

Academy of Marketing Science, vol. 44 (3), pp. 290–315.  

Rasheed, A., Abu Bakar, H. & Abdul Rahman, N.A. (2018). Democracy needs civic 

participation: A critical review. SMMTC POSTGRADUATE SYMPOSIUM 2018, 

(Paper ID: 10), pp. 78–85. [Accessed 2022].  

Rasmitadila, R., Aliyyah, R.R., Rachmadtullah, R., Samsudin, A., Syaodih, E., Nurtanto, M. & 

Tambunan, A.R.S. (2020). The Perceptions of Primary School Teachers of Online 

Learning during the COVID-19 Pandemic Period: A Case Study in Indonesia. Journal 

of Ethnic and Cultural Studies, vol. 7 (2), p. 90.  

Renedo, A., Marston, C.A., Spyridonidis, D. & Barlow, J. (2014). Patient and Public 

Involvement in Healthcare Quality Improvement: How organizations can help patients 

and professionals to collaborate. Public Management Review, vol. 17 (1), pp. 17–34.  

Ritchie, J. & Lewis, J. (2014). Qualitative Research Practice: A guide for social science 

students and researchers. Sage Publications.  

Rodriguez-Pose, A. & Di Cataldo, M. (2015). Quality of government and innovative 

performance in the regions of Europe. Journal of Economic Geography, vol. 15 (4), 

pp. 673–706.  

Ronald E, M. (2018). Pilot Study, The First Step in Research. International Journal of Science 

and Research (IJSR), vol. 6 (12), pp. 864–866.  

Rycroft-Malone, J., Burton, C.R., Bucknall, T., Graham, I.D. & Hutchinson, A.M. (2016). 

Collaboration and Co-Production of Knowledge in Healthcare: Opportunities and 



 

236 

  

Challenges. International Journal of Health Policy and Management, vol. 5 (4), pp. 

221–223.  

Sabatini, F. & Sarracino, F. (2017). Online Networks and Subjective Well-Being. Kyklos, vol. 

70 (3), pp. 456–480.  

Sahal, D. (2010). Patterns Of Technological Innovation. Reading, Mass.: Addison-Wesley. 

[Accessed 2020].  

Sahi, G.K., Devi, R., Gupta, M.C. & Cheng, T.C.E. (2022). Assessing co-creation based 

competitive advantage through consumers’ need for differentiation. Journal of 

Retailing and Consumer Services, vol. 66, p. 102911.  

Sandvik, E., Diener, E. & Seidlitz, L. (2009). Subjective well-being: The convergence and 

stability of self-report and Non-Self-Report measures. Assessing Well-Being, pp. 119–

138.  

Saravanan,, M. & Shreedhar, K. (2011). Impact of Innovation in Public Service Delivery. 

ASCI Journal of Management, vol. 41 (1), pp. 156–165.  

Saunders, M., Lewis, P. & Thornhill, A. (2016). Research methods for business students. 

Harlow:Pearson Education.  

Saunders, M.N.K., Lewis, P. & Thornhill, A. (2009). Research methods for business 

students,Understanding research philosophies and approaches. 4th edn.  

Schubert, C. (2011). Is novelty always a good thing? Towards an evolutionary welfare 

economics. Journal of Evolutionary Economics, vol. 22 (3), pp. 585–619.  

Scupola, A. & Mergel, I. (2022). Co-production in Digital Transformation of Public 

Administration and public value creation: The case of Denmark. Government 

Information Quarterly, vol. 39 (1), p. 101650.  

Seligman, M.E.P. (2013). Authentic happiness. New York:Atria Paperback.  



 

237 

  

Shin, D.C. & Johnson, D.M. (1978). Avowed happiness as an overall assessment of the quality 

of life. Social Indicators Research, vol. 5 (1-4), pp. 475–492.  

Soares da Silva, D., Lummina G, H. & Elisabete, F. (2018). Citizen Initiatives in the Post-

Welfare State. Social Sciences [online]. Vol. 7 (12), p. 252. [Accessed 2018]. 

Available at: https://doi.org/10.3390/socsci7120252  

Sorrentino, M., Sicilia, M. & Howlett, M. (2018). Understanding co-production as a new 

public governance tool. Policy and Society, vol. 37 (3), pp. 277–293.  

Spohrer, J. & Maglio, P.P. (2008). The Emergence of Service Science: Toward Systematic 

Service Innovations to Accelerate Co-Creation of Value. Production and Operations 

Management, vol. 17 (3), pp. 238–246.  

Stehnken,, T., Muller,, E. & Zenker, A. (2011). 'Happiness and innovation avenues for further 

research'. Publica.fraunhofer.de [online]. [Accessed 2020]. Available at: 

http://www.evoreg.eu/docs/files/shno/Note_evoREG_18.pdf, accessed May 5th, 2012  

Stiglitz, J.E., Sen, A. & Fitoussi, J.-P. (2010). Mismeasuring our lives why GDP doesn't add 

up: The report. New York:New Press.  

Swann,, G.M.P. (2009). The Economics of Innovation: An Introduction. Cheltenham: Edward 

Elgar.  

Tavakol, M. & Sandars, J. (2014). Quantitative and qualitative methods in medical education 

research: AMEE Guide No 90: Part II. Medical Teacher, vol. 36 (10), pp. 838–848.  

Thakurta, R. (2016). Understanding requirement prioritization artifacts: a systematic mapping 

study. Requirements Engineering, vol. 22 (4), pp. 491–526.  

Tkach, C. & Lyubomirsky, S. (2006). How Do People Pursue Happiness?: Relating 

Personality, Happiness-Increasing Strategies, and Well-Being. Journal of Happiness 

Studies, vol. 7 (2), pp. 183–225.  



 

238 

  

Tung, D. (2017). Government Expenditure and Happiness:  Direct and Indirect Effects. 

Dissertation.  

Tyler, E.J., Jensen, M.P., Engel, J.M. & Schwartz, L. (2002). The reliability and validity of 

pain interference measures in persons with cerebral palsy. Archives of Physical 

Medicine and Rehabilitation, vol. 83 (2), pp. 236–239.  

Uchida, Y. & Oishi, S. (2016). The Happiness of Individuals and the Collective. Japanese 

Psychological Research, vol. 58 (1), pp. 125–141.  

Vaivio, J. (2012). Interviews – Learning the Craft of Qualitative Research Interviewing. 

European Accounting Review, vol. 21 (1), pp. 186–189.  

Van de Ven, A.H., Rogers, R.W., Bechara, J.P. & Sun, K. (2008). Organizational diversity, 

integration and performance. Journal of Organizational Behavior, vol. 29 (3), pp. 335–

354.  

Van Eijk, C. & Steen, T. (2016). Why engage in co-production of public services? Mixing 

theory and empirical evidence. International Review of Administrative Sciences, vol. 

82 (1), pp. 28–46.  

Van Katwyk, P.T., Fox, S., Spector, P.E. & Kelloway, E.K. (2000). Using the Job-Related 

Affective Well-Being Scale (JAWS) to investigate affective responses to work 

stressors. Journal of Occupational Health Psychology, vol. 5 (2), pp. 219–230.  

van Teijlingen, E. & Hundley, V. (2002). The importance of pilot studies. Nursing Standard, 

vol. 16 (40), pp. 33–36.  

van Teijlingen, E. & Hundley, V. (2002). The importance of pilot studies. Nursing Standard, 

vol. 16 (40), pp. 33–36.  

Verhoeven, I. (2009). ) Burgers tegen beleid. Een analyse van dynamiek in politieke 

betrokkenheid. Amsterdam:Aksant.  



 

239 

  

von Hippel, E.A. (2007). Horizontal Innovation Networks - by and for users. SSRN Electronic 

Journal.  

Voorberg, W.H., Bekkers, V.J. & Tummers, L.G. (2015). A systematic review of co-creation 

and co-production: Embarking on the Social Innovation Journey. Public Management 

Review, vol. 17 (9), pp. 1333–1357.  

Voorberg, W.H., Bekkers, V.J.J.M. & Tummers, L.G. (2014). A Systematic Review of Co-

Creation and Co-Production: Embarking on the social innovation journey. Public 

Management Review, vol. 17 (9), pp. 1333–1357.  

Voorberg, W.H., Bekkers, V.J.J.M. & Tummers, L.G. (2015). A Systematic Review of Co-

Creation and Co-Production: Embarking on the social innovation journey. Public 

Management Review, vol. 17 (9), pp. 1333–1357.  

Walliman,, N. (2018). Research methods. London: Routledge, Taylor & Francis Group.  

Wierzbicka, A. (2004). ‘Happiness’ in cross-linguistic & cross-cultural perspective. Daedalus, 

vol. 133 (2), pp. 34–43.  

William C., C. & Edward, H. (2019). Positive psychology the science of happiness and 

flourishing. 3rd edn. London:Sega publication ltd.  

Wilson,, J. (2014). Essentials of business research. 2nd edn. London:Sage Publications Ltd.  

Wirtz, J., So, K.K., Mody, M.A., Liu, S.Q. & Chun, H.E.H. (2019). Platforms in the peer-to-

peer sharing economy. Journal of Service Management, vol. 30 (4), pp. 452–483.  

Witte, K.D. & Geys, B. (2011). Evaluating efficient public good provision: Theory and 

evidence from a generalised conditional efficiency model for public libraries. Journal 

of Urban Economics, vol. 69 (3), pp. 319–327.  

Woiceshyn, J. & Eriksson, P. (2014). How innovation systems in Finland and Alberta work: 

Lessons for policy and practice. Innovation, vol. 16 (1), pp. 19–31.  



 

240 

  

World Economic Forum. (2020). Geneva:World Economic Forum.  

Zayed,, M. (2015). 'DubaiGovernment Summit 2015'. Uae-embassy.org [online]. [Accessed 

2021]. Available at: https://www.uae-embassy.org/news-media/his-highness-sheikh-

mohamed-bin-zayed-keynote-remarks-2015-government-summit-duba  

 

 

 

 

  

 



 

241 

  

Appendices  

Appendix 1: Formal letter from BUID University 

 

 



 

242 

  

Appendix 2: Approval letter from the MOI (scholarship section) 

  
 



 

243 

  

Appendix 3: Approval letter from the MOI (Federal Security Information Department) 

 

  

 



 

244 

  

Appendix 4: Interviews questions of the Employees 

  

 



 

245 

  

Appendix 5: Interviews questions of the Citizens:  

 



 

246 

  

Appendix 6.1: The consent form for study participants 

 
 



 

247 

  

Appendix 6.2: The consent form for study participants 

 

 



 

248 

  

Appendix 7: Sample of coded interview transcription 

 



 

249 

  

 



 

250 

  

 

 



 

251 

  

 

 


