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Abstract

The evolution of human knowledge and transformation in the administrative system of our country is impossible
without conducting applied research and having a balanced program in all areas of organizational behavior.
Therefore, this paper has aimed to identify the factors influencing the quality of service management in the
National Land and Housing Organization. This is an applied and exploratory research. The set of factors or main
elements comprising the system was identified by ISM or Delphi technique with the experts' consensus after
screening. A qualitative research method has been used in this study with the two stages of defining the basic
concepts related to the problem and selecting the team of experts. The organization's team of experts includes 11
individuals mostly the middle managers of the organization. Having analyzed the research background and
indicators of the National Land and Housing Organization, the researchers identified the following 8 factors as
the factors influencing the quality of service management at the National Land and Housing Agency: human
resources, structural reform, development of electronic services, competitive services, performance appraisal,
observance of stakeholders' rights, tools and facilities, and leadership. Helped by the team of experts, the
researchers examined the importance of various factors and after determining the factors, they determined their
sub-factors. After rating the identified sub-factors based on the Likert Scale with the minimum score of 1 and the
maximum score of 9, calculating the scores of each of the sub-factors from the sum of experts' opinions,
obtaining the average score of experts' opinions and screening by eliminating and overlapping the repeated sub-
factors and selecting the two lowest-rated factors, the researchers finally identified six factors based on the
experts' opinions. Considering the identified factors in the quality of service management of the National Land
and Housing Organization, an applied research in this field on each of the factors can certainly provide the
background for complete planning in this area.

Keywords: administrative systems of Iran, organizational behavior, quality of service management, experts'
consensus, National Land and Housing Organization




