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Abstract

Since improving the service quality in government agencies is a real problem we are facing and quality is one of
the most commonly used concepts in the economy, and because people's satisfaction with the quality of service
can be effective in improving the relationship between the government and people, this research has aimed to
prioritize the factors affecting the quality of service management. This is an applied and exploratory research in
which a quantitative and qualitative research method has been used. The statistical population of the research
includes the National Land and Housing Organization. The research sample includes 11 senior and top managers
of the National Land and Housing Agency, as well as experts in this field. The researchers designed a
questionnaire based on theoretical studies and interviews, and used MATLAB software in order to analyze the
data. They also examined the research variables based on DEMETL method. The factors identified in this
research after screening were 16 factors among which the establishment of a proper communication system with
employees and support for their ideas and opinions is the most effective factor, and the establishment of an
operating budgeting system based on the price system of the activities is the least effective factor.

Keywords: quality of service, customer satisfaction, organization, customer, performance improvement,
Multi-criteria Decision Making.
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