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Abstract

Purpose –The study of citizens’ perceptions of the performance of public services and their relationship with
the taxes allocated to them is of great interest in the context of public and fiscal management and the welfare
state. This study has a twofold objective in defining a structural equation modeling (SEM) model: on the one
hand, to measure the relationship between the perception of the performance of public services and the taxes
allocated to them and on the other hand, to study the reflection of the perception of the performance of public
services on the happiness and satisfaction of citizens.
Design/methodology/approach –To achieve this objective, a descriptive cross-sectional study was carried
out based on data from the “Public opinion and fiscal policy, 2022” questionnaire of the Centro de
Investigaciones Sociol�ogicas (CIS) through a survey with a sample of 2,543 citizens representative of the
Spanish population. The partial least squares (PLS) method was applied to test the following hypotheses.
Findings –The result of this research allows us to knowwhich variables in relation to citizens’ perception of the
functioning of public services have a positive influence on use of taxes and on citizens’ happiness and satisfaction.
Originality/value – One of the novelties of this study is to analyse the effect of consumer perception on the
performance of public services from the perspective of the welfare state by improving citizens’ happiness and
satisfaction.
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1. Introduction
In times of rising inflation and loss of purchasing power, as the current, the study of the
proper management of public services and fiscal policy takes on great importance among
academics, practitioners and the general public.

As far as Spain is concerned, the state guarantees its citizens a series of rights (political,
economic, social, etc.) that have given rise to the welfare state (Moreno, 2003). In return, it
requires them to accept living in a State governed by the rule of law and to contributematerially
to sustaining this pact, which is reflected in the Spanish Constitution of 1978 (Goenaga Ruiz de
Zuazu, 2018; Gonz�alez and Bouza, 2009). Consequently, the notions of social pact and fiscal pact
appear as sides of the same coin (Feld and Frey, 2007; Frey and Torgler, 2006).

But the growing needs for public revenue in developed countries, including Spain, have
led to an expansion of public spending to cover the commitments made by the state (Goenaga
Ruiz de Zuazu, 2018). For all these reasons, the context of Spain requires an in-depth study
from the perspective of welfare perceived through the payment of taxes (Novo et al., 2020).

Most previous studies on public opinion and tax policy have focused on attitudes towards
fraud (Alm andGomez, 2008; Fernandez-Albertos andKuo, 2016; GoenagaRuiz de Zuazu, 2017;
Maria-Dolores et al., 2010; McDonough et al., 1986; Novo et al., 2020; Torregrosa Hetland, 2021),
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inequality and poverty (S�anchez, 2021) as well as another line of research has been on
immigration (Espenshade and Calhoun, 1993; Hatton, 2016). Thus, there is a gap in the study
from the perspective of the proper management of taxes. So, one of the novelties of this work is
the study of public opinion and tax policy from the perspective of the management of public
services for the proper management of taxes.

Additionally, this crisis situation is influencing the definition of the welfare state, as the
intervention of the public sector to ensure and protect citizens against certain risks, in such a
way that the redistribution of state resources leads to a greater level of equity in the country
(Calero, 2021; Cazes, 1985; Flora and Alber, 1981; Monereo, 1995), which, in many countries of
the European Union, has begun to be redefined towards neoliberal policies. This implies a
tightening of eligibility requirements for social benefits (Adelantado, 2017), as well as labour
market deregulation andwage restraint (Moreno, 2004). As far as Spain is concerned, the social
benefits and public services of the welfare state are considered by citizens as an acquired right,
which makes it very difficult to reduce the services provided (del Pino, 2007). However, this
perception varies from one individual to another, especially in terms of satisfaction with the
services (Gonz�ales and Carrera, 2012). This perception is positive and influences both the
willingness to pay taxes and the image that this use has on citizens (Direcci�on General de
Gobernanza P�ublica, 2019). Therefore, another of the contributions of this work is the study of
the perception of citizens’ level of satisfactionwith ninepublic services –Education;Health care;
The management of pensions; Administration of justice; Public safety; Social services; Public
transport; Public works; Aid to dependent persons – and their influence on tax use.

On the other side, research into consumer happiness management is common in the fields
of psychology, organisational behaviour, sport, religion, education, tourism and hospitality
(Fu and Wang, 2020). Another of the novelties of this study is the study of happiness from
public servicemanagement and publicmarketing. For this purpose, in this paper happiness is
considered as a mediating variable between the perception of public services and the general
satisfaction of citizens.

Satisfaction andhappiness,which are subjective, dependonmany factors, one of thembeing
the social policies of states (Veenhoven, 1994). These provide services that increase the
happiness of citizens, their quality of life and satisfaction with it, as well as countries’ standard
of living. Moreover, these social policies have a favourable opinion among citizens, with
healthcare being the best perceived (Instituto deEstudios Fiscales, 2020).Most Spaniards are in
favour of increasing public spending on services such as health care, disability care, aid for
dependency, aid for the unemployed, education and R&D (Herrero et al., 2018).

Therefore, this work contributes in the study of public opinion and fiscal policy from the
perspective of the management of public services for an adequate management of taxes and
greater citizen satisfaction and happiness. To this end, the aim of this work is to design a
structural equation modelling (SEM) model that measures the perception of the performance
of public services on the use of tax payments for public services and likewise, on citizens’
happiness and satisfaction, which implies improving the welfare state.

The paper is structured as follows. First, the conceptual framework of the study is
described, togetherwith the hypotheses to be tested in the SEMmodel. Then, the results of the
model are explained. Finally, the conclusions are explained detailing the implications of the
proposed public service management and fiscal policy model.

2. Conceptual framework and hypotheses
The theoretical model with constructs, items and hypotheses is shown below (see Figure 1).
Firstly, we analyse the extent to which citizens’ perceptions of the performance of public
services influence the use of taxes to finance public services. Secondly, we measure whether
citizens’ perception of the performance of public services influences citizens’ happiness as
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well as their overall satisfaction. Finally, the influence of citizens’ happiness on their overall
satisfaction is contrasted.

Nowadays, citizens show more interest in the public services they receive and which are
financed by their taxes. Satisfaction with the payment of such taxes is found to be higher the
better citizens’ perception of public services (Rueda, 2011).Moreover, most citizens agreewith
the use of public money obtained from taxes, as they consider that they are used to finance
public services that are indivisible and necessary for society (Serrano, 2010). But these public
services, as argued by Gr€onroos (1984), must be functional and of high quality. Novo et al.
(2020) found that a good opinion of social services in Spain positively influences both the
payment of taxes and the good opinion of the use of these assets obtained.

Therefore, the following hypothesis can be defined:

H1. Perception of public service delivery has a strong influence on the use of taxes on
public services.

On the impact of a strong welfare state on society, Mart�ınez et al. (2004) indicates that it can
affect the happiness of the individual, increasing the degree of satisfaction with life. Easterlin
(2013) stated that full employment and social protection directly influence human happiness.
Bergqvist et al. (2013) expanded on this by indicating that social protection policies and
services provided by the state increase the happiness of citizens more markedly in those with
fewer resources. This happiness associated with public services is much deeper and more
marked if it distinguishes greater investment in social benefits. This happiness can be
measured empirically through regression models, which characterise the influence of well-
functioning social services on subjective happiness gains (Ortega and Cort�es, 2017). Therefore,
it is not only important that public social services exist, but also that these policies are
perceived and valued by citizens (Veenhoven, 2009). This valuation of public services, coupled
with strong social policies, increases the collective happiness of citizens (De Prycker, 2010;

Figure 1.
Model of management
of public services in
relation to the use of

fees and the generation
of citizen satisfaction

and happiness

A public
service

management
model



Duncan, 2010; Florida et al., 2013; Frey and Stutzer, 2018; Wu and Zhu, 2016). Therefore,
citizens’ perceptions of the performance of public services increase citizens’ happiness.

Therefore, the following hypothesis can be defined as follows:

H2. Citizens’ perception of the performance of public services has a positive influence on
happiness.

The relationship between citizens’ perceptions of the performance of public services and
citizen satisfaction has been extensively analysed. For Pareja et al. (2016), the evaluation of
public services should not focus on their efficiency or effectiveness, since what matters most
is the opinions of the people who receive the service. Moliner and Berenguer (2001) explained
that it is necessary to identify the variables that influence the individual satisfaction of each
citizen, with the expectation of public services being one of the most important from a
community point of view. Stiglitz (1987) discussed that both the well-being and life
satisfaction of individuals are influenced by economic and social factors.

For Ono and Schultx (2020), the life satisfaction of each individual depends to a large
extent on the political, economic and ideological actions of each country of residence and will
only be achieved if themembers of this society can satisfy their fundamental needs in order to
have optimum levels of quality of life (Keyes, 1998). These fundamental needs for society are
access to education, health, housing and security, among others (Vargas, 2020), considered by
many citizens to be part of the welfare state that should be provided by public
administrations (Calero, 2021). The perceived benefit of social services paid for by taxes
has a positive influence on personal satisfaction (Novo et al., 2020).

Therefore, the following hypothesis can be defined as follows:

H3. Citizens’ perception of the functioning of public services has a positive influence on
satisfaction.

We understand life satisfaction as “the degree to which a person evaluates the overall quality
of his or her life as a whole in a positive way” (Veenhoven, 1994, p. 90). For his part, P�erez-
Escoda (2013) defined it as “the personal perception of one’s own life situation based on one’s
own goals, expectations, values and interests influenced by the cultural context of reference”.
In terms of happiness, this can be defined as “a state of satisfaction, more or less lasting, that
an individual subjectively experiences in possession of a desired good” (Alarc�on, 2006, p. 96)
or “a feeling of satisfaction that a person, and only a person, experiences in his or her inner
life” (Alarc�on, 2015, p. 8). Happiness has been defined as “a construct that depends on the
perception and meaning of human beings, a complex concept, individual and difficult to
quantify because each individual constructs his or her own happiness from both sensory and
material experiences and these are different depending on the person” (Ortega and Cort�es,
2017, p. 59) and it has been defined as “the excess of the positive affective feelings over
negative ones” (Ng, 2022, p. 1).

For Kahneman et al. (2006) it is more important to have high life satisfaction than to be
happy, as this happiness can be short-lived. For Puig et al. (2011) people with a high level of
happiness also have a high level of life satisfaction. Moyano and Ramos (2007), in their study,
found a direct and moderate relationship between happiness and life satisfaction, and,
although this relationship is clear, the authors explained that both concepts are not
completely independent, but easily distinguishable. For De los R�ıos (2016), happiness is a
state of mind that generates satisfaction in the person. Other authors who found a direct
relationship between happiness and satisfaction were D�ıaz et al. (2011), Moran et al. (2014),
Matte et al. (2021) and Shk€embi et al. (2022).

Therefore, the following hypothesis can be defined as follows:

H4. Happiness has a positive influence on satisfaction.
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3. Research methodology
The research design involved an exploratory study with an in-depth literature review,
followed by a cross-sectional descriptive study using the database obtained from the 2022
“Public opinion and fiscal policy” survey published by the Centro de Investigaciones
Sociol�ogicas (CIS).

The sample size is 2,543 Spanish citizens. For a confidence level of 95.5% (two sigmas) and
P5 Q, the sampling error is±2% for the whole sample. The sampling procedure was simple
random sampling by random selection of landline and mobile phones with a percentage of
29.2 and 70.8%, respectively. The selection of individuals was carried out by applying quotas
for sex, age and proportional affiliation. The strata were formed by crossing the 17
autonomous communities and the two autonomous cities with the size of habitat, divided into
seven categories: less than or equal to 2,000 inhabitants; from 2,001 to 10,000; from 10,001 to
50,000; from 50,001 to 100,000; from 100,001 to 400,000; from 400,001 to 1,000,000; and more
than 1,000,000 inhabitants.

The fieldwork was carried out by the CIS between 21 and 30 July 2022, among the Spanish
population of both sexes aged 18 and over. The questionnaires were applied by computer-
assisted telephone interview (CATI).

The questionnaire includesmulti-itemmeasurement scales for all constructs of the proposed
model (seeTables 1–3): four satisfaction items (the scale used for these four itemswas an eleven-
point Likert-type response format, where respondents could rate the items from 0 ‘completely
disagree’ to 10 ‘completely agree’), one happiness item (Diamantopoulos et al., 2012) (the scale
used for these items was an eleven-point Likert-type response format, in which respondents
could rate the items from 0 “strongly disagree” to 10 “strongly agree”), nine items for public
service perception (The scale used for these nine items was a five-point Likert-type response
format (The scale used for these nine itemswas a five-point Likert-type response format, where
respondents could rate the items from 1 “not at all satisfied” to 5 “very satisfied”), and fifteen
items for Use of taxes (The scale used was a three-point Likert-type response format, where
respondents could rate the items from 1 “too many”, 2 “as many” to 3 “too few”).

In the SEMmodel, the observed variables used are formative and reflective (see Figure 1),
so the partial least squares (PLS) approach has been applied to estimate the model (Hair et al.,
2011; Wold, 2006). There are two types of SEM, namely covariance-based (CB-SEM) and
partial least squares (PLS-SEM). CB-SEMs are used in a confirmatory way to test a theory or
to compare alternative theories while PLS-SEM is more appropriate in exploratory research

Construct �Items (reflectives) Code
Factor
loading

Cronbach’s
alpha AVE

Composite
reliability

Satisfaction To what extent are you
satisfied with

0.731 0.554 0.832

your family life P1_1 0.710
your health P1_2 0.718
your social life P1_3 0.795
your standard of living P1_4 0.751

Construct Item Code Weights VIF

Happiness
To what extent do you consider yourself a
happy or unhappy person?

P2 1.000 1.000

Table 1.
Reflective

measurement model.
Constructs, items,

factor loading,
reliability and validity

Table 2.
Construct with only

one item
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such as the one developed in this paper. PLS-SEM is also more appropriate for prediction and
explanation of key constructs and alsowhen there are formativelymeasured constructs in the
structural model (Rigdon, 2012). For this purpose, the software used was SmartPLS 3.3.9
(Ringle et al., 2015).

4. Findings
4.1 Measurement model: reliability and validity
PLS-SEM allows us to advance our knowledge of the management of public services. SEM is
amultivariate statistical technique that allows the simultaneous examination of relationships
between observable and latent variables, as well as between latent variables (Hair et al., 2019).

Analysing the proposed model (see Figure 1), there are five different constructs, where
“Satisfaction” consists of reflective items, “Happiness” consists of only one item and the rest
of the constructs consist of formative items. When assessing measurement models, a
distinction must be made between constructs measured reflectively and formatively and
therefore need different modes of assessment (Hair et al., 2012).

In relation to the reflective items (see Table 1), factor loadings, reliability and discriminant
validity are assessed to determine the fit of the model. To assess the factor loadings or
reliability of the indicators, we examine how each item is related to the latent constructs. The
external loadings of the reflective constructs are above the threshold value of 0.707, at which
indicator reliability can be obtained (Hair et al., 2011). In this study, all four items reach this

Construct Item Code Weights VIF

Perception public
service

To what extent would you say each of the following public
services function?
Public services?
Education P6_1 0.011 1.275
Health care P6_2 0.162 1.266
The management of pensions P6_3 0.067 1.185
Administration of justice P6_4 0.150 1.211
Public safety P6_5 0.236 1.288
Social services P6_6 0.044 1.386
Public transport P6_7 0.322 1.163
Public works P6_8 0.260 1.263
Aid to dependent persons P6_9 0.424 1.245

Use of taxes The different public administrations use the money we pay
in taxes in Spain to finance public services and benefits
Education P8_1 0.190 1.253
Public works P8_2 0.161 1.172
Unemployment protection P8_3 �0.065 1.179
Defence P8_4 �0.035 1.213
Public safety P8_5 0.350 1.216
Health P8_6 0.181 1.242
Culture P8_7 �0.007 1.274
Housing P8_8 0.023 1.158
Justice P8_9 0.073 1.101
Social Security/Pensions P8_10 0.154 1.228
Transport and communications P8_11 0.400 1.122
Environmental protection P8_12 �0.085 1.214
Development cooperation P8_13 �0.039 1.241
Research in science and technology P8_14 0.034 1.097
Aid to dependent persons P8_15 0.432 1.137

Table 3.
Formative
measurement model.
Constructs, items,
weights and VIF
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acceptable level of reliability because their loadings exceed 0.7 and they load more on their
own construct than on others. These results provide good support for the reliability of
reflective measures. To assess convergent validity the average variance extracted (AVE) is
used and a value at least equal to 0.5 is recommended, which means that a construct explains
more than half of the variance of its indicators (Hu and Bentler, 1999). This recommendation
is fulfilled for the construct Satisfaction.

To measure internal consistency reliability, Cronbach’s alpha is used, which provides an
estimate of reliability based on the intercorrelations of the observed indicator variables.
Additionally, Composite Reliability (CR) is used to measure internal consistency reliability.
Nunnally and Bernstein (1994) suggest 0.70 as a benchmark for reasonable reliability for
Cronbach’s alpha and the CR. In this case, all constructs exceed the recommended cut-off values
for both measures. As for the rho_A all reflective variables also exceed the threshold of 0.7.

The assessment of discriminant validity informs us of the degree to which a construct is
truly distinct from other constructs (Hair et al., 2019). Traditionally, the Fornell-Larcker (1981)
criterion is used and suggests that each construct is more strongly related to its own
measures than to measures of other constructs. Additionally, Henseler et al. (2015) propose to
assess the heterotrait–monotrait ratio of correlations (HTMT) which is an estimate of what
the actual correlation between two constructs would be if they were measured in a perfect
way. If the HTMT value is less than 0.90, discriminant validity between two reflective
constructs has been established. All HTMT coefficients in the study have a value below 0.9,
and the square root of the AVE is greater than the correlation between the constructs (Fornell
and Larcker, 1981). Thus, both conditions are fulfilled for all items.

In relation to the formative items (see Table 3 and Figure 2) the weights and the
collinearity statistic (VIF) of the external model are evaluated. For there to be no problem of
collinearity, the VIF values have to be less than 5, and this condition is fulfilled for all the

Figure 2.
Results
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items. As for the weights, when a large number of formative indicators is used to measure a
construct, it is more likely that the weights are low and even non-significant (Centenelli and
Bassellier, 2009). Thus, the public services that best contribute to a better perception of
satisfaction with the way they function are: Aid to dependent persons (P6_9) with a weight of
0.424; Public transport (P6_7) with 0.322; Public works (P6_8) with 0.260; Public safety (P6_5)
with 0.236; Health care (P6_2) with 0.162; Administration of justice (P6_4) with 0.150, while it
can be said that their contribution is not significant in: Pension management (P6_3) with
0.067; Social services (P6_6) with 0.044 and Education (P6_1) with 0.011. In addition, public
administrations allocate taxes to finance public services and benefits, known in the model as
“Use of taxes”, and in this variable, the serviceswith the greatest weight are: Aid to dependent
persons (P8_15) with a weight of 0.432; Transport and Communications (P8_11) with 0.400;
Public safety (P8_5) with 0.350; Education (P8_1) with 0.190; Health (P8_6) with 0.181; Public
works (P8_2) with 0.161; Social Security/Pensions (P8_10) with 0.154; Environmental
protection (P8_12) with �0.085; Unemployment protection (P8_3) with �0.065; and Justice
(P8_9) with 0.073; but their contribution is not significant in Defence (P8_4); Development
Cooperation (P8_13); Science and Technology Research (P8_14); Housing (P8_8); and
Culture (P8_7).

4.2 Structural model: goodness of fit statistics
To assess the structural model Henseler et al. (2014) introduce the standardised root mean
square residual (SRMR) as a goodness-of-fit measure for the PLS-SEM. The standardised
SRMR is defined as the difference between the observed correlation and the implied
correlationmatrix of themodel (Dijkstra andHenseler, 2015). A value below 0.10 is considered
to indicate a good fit to the data (Hu and Bentler, 1999). For this model, the SRMR is 0.045,
suggesting a good model fit. The model results also suggest that the dimensions explain a
large amount of variance in the endogenous variables satisfaction and taxa utility with R2
values of 0.417 and 0.296, respectively, while for Happiness it is only 0.027. The Stone-Geisser
(Q2) results for the constructs are for Perception of public services is 0.140, for Satisfaction is
0.262, for Use of taxes is 0.036 and for Happiness is 1.000, where values greater than zero
indicate a good predictive relevance of the model.

4.3 Results of SEM
The conceptual model results (see Figure 2) show how Perception of public services is related
to Use of taxes. With a coefficient of �0.544, the results suggest that Perception of public
services negatively and significantly influences the Use of taxes. This means that the lower
the perception of satisfaction with public services, the higher the perception that taxes for
public services are too low. So, hypothesis H1 is not rejected (see Tables 4 and 5).

There is a positive relationship between the perception of public services and citizens’
happiness, although the results show that this relationship is low. Therefore, it can be

Original
sample (O)

Sample
mean (M)

Standard deviation
(STDEV)

T statistics
(jO/STDEVj) p values

Perception public
services → Use taxes

�0.544 �0.551 0.015 36.313 0.000

Perception public
services → Happiness

0.164 0.167 0.024 6.800 0.000

Perception public
services → Satistaction

0.062 0.063 0.017 3.756 0.000

Happiness → Satistaction 0.633 0.633 0.019 33.990 0.000
Table 4.
Total effect
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affirmed that a higher satisfaction with the functioning of public services contributes
positively to citizens’ happiness. Therefore, hypothesis H2 is not rejected.

The relationship between perception of public services and satisfaction is positive,
although very weak. Therefore, hypothesis H3 is not rejected.

The positive and significant relationship between happiness and satisfaction stands out.
Thus, themore Spanish citizens consider themselves to be happy, the greater the influence on
their satisfaction with their family life, their health, their social life and their standard of
living. Therefore, hypothesis H4 is not rejected.

Finally, if we analyse the results of the total indirect effects (Table 6), we can see that there
is a low relationship between the utility of public service charges and satisfaction with public
services.

5. Discussion and conclusions
5.1 Theoretical implications
From the SEM model validated in this work, progress has been made in the literature in the
sense that it allows to measure the perception of the performance of public services and its
influence on the utility of tax payments for public services, as well as on citizens’ happiness
and satisfaction, which implies improving the welfare state and ensuring national prosperity.

According to the results, firstly, the public services that best contribute to a better
perception in terms of satisfaction with the performance of public services are assistance to
dependent persons, public transport, public works, public safety, healthcare and the
administration of justice. However, improvements should be made in the performance of
pension management, social services and education. Secondly, this paper contributes to
knowledge on publicmarketing to ensure collective functionality taking into account available
resources (Kadirov, 2018; Penelas et al., 2023; Wesselmann and Hohn, 2017). Thirdly, higher
satisfaction as a consequence of improvements in service quality will make public sector
organisations more efficient, reducing the need for tax revenues, which can contribute to
making Spanish public services and industry more competitive (Alem�an et al., 2018).

5.2 Managerial implications
Public administrations allocate taxes to finance public services and benefits, and in this
variable, the services that have the greatest weight are as follows: Aid to dependent persons;

Hypothesis Content Verification

H1 Citizens’ perception of the performance of public services
has a strong influence on Use of taxes on public services

Supported

H2 Citizens’ perception of the performance of public services
has a positive influence on Happiness

Supported

H3 Citizens’ perception of the performance of public services
has a positive influence on Satisfaction

Supported

H4 Happiness has a positive influence on Satisfaction Supported

Total indirect effects

Perception public services → Satistaction 0.104**

Note(s): 1 * Significant path coefficients (at p < 0.05)
2 ** Significant path coefficients (at p < 0.01)

Table 5.
Summary of

hypothesis verification

Table 6.
Total indirect effects
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Transport and communications; Public safety; Education; Health; Public works; Social
Security/Pensions; Environmental protection; Unemployment protection and Justice. In
contrast, the results suggest that Perception of public service significantly and negatively
influences the Use of taxes, which means that, despite high perceived satisfaction with the
above public services, taxes for these public services are considered to be very low. On the
other hand, the use of taxes in Defence, Development Cooperation, Research in Science and
Technology, Housing and in Culture their contribution is not significant, since citizens
already consider that enough taxes are spent on them.

These results are in line with other previous works in which they argue that, in times of
crisis, public spending cuts in some countries such as France, Ireland and the United
Kingdom have opted to protect health and education services from spending, while countries
such as Italy and Spain have cut spending deeply (Bozio et al., 2015).

Therefore, this model contributes to the management of taxes in order to protect public
spending in times of economic recession, of the most highest priority public services such as
health and education. In this way, the model validated in this work contributes to a more
efficient allocation of taxes to the most highest priority services for citizens.

5.3 Social implications
In terms of social implications, themodel shows that higher satisfactionwith the performance
of public services contributes positively to citizens’ happiness. Thus, this paper contributes to
citizens’ happiness along the same lines as previous work (Gong and Yi, 2018), which argues
that consumer happiness is affected by service quality.

Thus, greater satisfaction with the functioning of public services contributes positively to
citizen satisfaction. This contribution is in line with the work of Alem�an et al. (2018) in which
they argued that the more/better transactions citizens enjoy with public services, the more
satisfied the population will be. Moreover, the relationship between citizens’ obligation to pay
taxes and the right to use public services is generally accepted, so this paper contributes
along the same lines as previouswork arguing that citizens should be taken as customers and
treated in a satisfactory way (Alford andYates, 2015; Mintzberg, 2009). Such an orientation is
adopted in some societies such as the UK, Canada and USA (Alem�an et al., 2018). Therefore,
this work contributes to this orientation being extended to Spain as well.

In line with previous studies (Gamble and G€arling, 2012; Peterson et al., 2005), this paper
shows that higher levels of happiness lead to higher levels of citizen satisfaction, which is
reflected in higher satisfaction with family life, health, social life and standard of living. Past
work considers subjective well-being and life satisfaction to be synonymous with happiness
(Diener, 2000; Layard, 2006). However, more current work argues that life satisfaction is a
reflection of happiness (Botha and Booysen, 2014; Ngamaba and Soni, 2018; N�u~nez-
Barriopedro et al., 2020). Thus, the present model contributes in the same direction.

5.4 Limitations and future research
Among the limitations of this study is that it is a cross-sectional study at a time of economic
recession so that future work could carry out a longitudinal study with periods of economic
expansion to see if the economic context of the country can influence the model. Another
limitation may be that the geographical scope of this work is Spain, so future work could be
extended to a European or international geographical scope. Finally, another possible line of
research for future work could be to extend the model and add other public opinion variables.
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