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Abstract

The purpose: This research is to design a model for improving the quality of electronic services of
public service organizations studied in the Social Security Organization. This qualitative research is
applied-developmental, cross-sectional and positivist in terms of its purpose. The number of participants
(academic and organizational experts) was 35 people, who were selected using the snowball method and
semi-structured and in-depth interviews were conducted using the data-based strategy (Strauss and
Corbin), coding, re-focusing and selection, and a paradigmatic model was developed. Findings:
Encouraging governments and service-oriented organizations to use electronic services, providing and
processing the model with the aim of measuring the quality improvement and development of services,
ultimately satisfying stakeholders. Results: This model includes the components of causal conditions (cost
savings, perceived convenience, customer needs management, functional quality, perceived value,
savings) - the central category (improving the quality of electronic services, public service organizations).
Contextual conditions (accessibility, community conditions, experience of using services). Strategies
(customer orientation, innovation orientation, extensive advertising, web features). Intervening conditions
(customer attitudes, risk-taking, mental image). Consequences (organizational innovation, employee
outcomes, benefits of improving the quality of electronic society).
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