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Abstract
Frontline managers’ behavior, as one of the fundamental components of operational
governance, plays a significant role in decision-making, policy implementation,
organizational coordination, and accountability, thereby facilitating the transformation of
organizational policies and decisions into effective actions at the operational level. The
present study was conducted with the aim of developing a model of frontline managers’
behavior in operational governance. In terms of purpose, this study is applied, and in
terms of methodology, it is qualitative and based on Grounded Theory using the Strauss
and Corbin approach. Data were collected through semi-structured interviews with 15
experts and managers with experience in management, governance, and organizational
operations and were analyzed using open, axial, and selective coding. The findings
indicated that frontline managers’ behavior in operational governance is influenced by
causal, contextual, and intervening conditions and, through strategies such as exercising
professional judgment, accountability and transparency, situational decision-making,
stakeholder interaction, and conflict management, contributes to the realization of
operational governance. Furthermore, factors such as value orientation and commitment
to the public interest, organizational commitment and responsibility, justice orientation,
managerial communication and interactions, employee empowerment, decision-making
and problem-solving competencies, a culture of trust and transparency, and structural
flexibility and delegation of authority were identified as factors influencing the formation
of these behaviors. The implementation of these strategies results in outcomes such as the
timely implementation of policies and guidelines, achievement of objectives, increased
accountability and responsibility, improved productivity and process speed, reduced
errors and resource waste, and other related outcomes. The proposed model can be used
as a practical framework by managers and policymakers to strengthen frontline managers’
behavior and enhance operational governance.
Keywords: Frontline Managers’ Behavior, Operational Governance, Frontline
Managers, Situational Decision-Making, Policy Implementation, Grounded
Theory.
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