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Objective: This study aims to examine the current status of remote services in the
branches of the Social Security Organization and propose solutions.

Methodology: The research method is applied in terms of purpose, exploratory in
nature, and follows a quantitative approach for data collection. Due to the absence of
a standardized questionnaire, the researcher developed a researcher-made
questionnaire using a documentary method. The statistical population for the
questionnaire development phase included a group of academic and professional
experts selected through purposive sampling. In the quantitative phase, to examine the
current status, 384 customers of the Social Security Organization in Razavi Khorasan
Province were selected using simple random sampling.

Findings: After reviewing the literature and conducting interviews with 20 experts, 42
factors were identified. Using thematic analysis, 16 subscales and four selected codes
were extracted. The results of qualitative analysis indicated that all 42 factors were
sufficiently important. An assessment of the status of these predetermined factors
revealed that 24 factors were in a favorable condition, while 18 factors were in an
unfavorable condition.

Conclusion: The organization can enhance its operations through creative knowledge
management and innovative application, enabling employees to leverage their
experiences in addressing organizational challenges requiring novel solutions. By
doing so, the organization can assist in its learning and growth process. Innovation in
the use of intelligent software for report generation, particularly in ensuring network
security, has been recognized as a critical factor in empowering companies to sustain
perceived customer value and maintain a competitive advantage in an increasingly
complex and rapidly changing environment. Decentralization and granting authority to
provincial centers are key factors in the success or failure of organizations in the
competitive landscape and serve as the primary source of competitive advantage.
Keywords: Current status, customer satisfaction, remote services, Social Security
Organization
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EXTENDED ABSTRACT
Introduction

The rapid advancement of digital technologies has transformed service delivery across various
industries, including social security services. Governments and public organizations worldwide have
increasingly adopted remote service solutions to enhance efficiency, accessibility, and customer
satisfaction (Yekani, 2020). The Social Security Organization, as a key provider of public services, has also
integrated digital tools to improve service provision and reduce bureaucratic inefficiencies (Muslim et al.,
2020).

The transition to remote services is particularly significant in emerging economies, where the
demand for more accessible and efficient public services is growing rapidly (Devers et al., 2018). Research
indicates that digital service models improve user engagement, minimize service delivery costs, and
increase organizational agility (Rezvani et al., 2020). However, the effectiveness of these digital initiatives
depends on various factors, including infrastructure development, user adoption, and regulatory support
(Kabu Khadka & Maharjan, 2017).

Despite the benefits, there are persistent challenges in implementing remote services, including
data security concerns, digital literacy barriers, and resistance from traditional administrative structures
(Karimi Aghda & Alavi, 2018). Previous studies have emphasized the need for a strategic approach to digital
transformation, focusing on customer-centric innovations and operational efficiency (Souri, 2020). Given
these complexities, this study aims to evaluate the current status of remote services in the Social Security
Organization and propose solutions to enhance their effectiveness.

Methodology

This study employed an applied research design with an exploratory approach. The research
followed a mixed-methods strategy, integrating qualitative and quantitative techniques. Initially, a
documentary analysis was conducted to review relevant literature and identify key factors affecting remote
service delivery. Based on these insights, a researcher-developed questionnaire was designed due to the
absence of standardized measurement tools.

In the qualitative phase, thematic analysis was applied to data collected from interviews with 20
industry experts, including academic professionals and experienced practitioners in the social security
sector. These interviews facilitated the identification of critical factors influencing remote service
effectiveness.

For the quantitative phase, a sample of 384 customers of the Social Security Organization in Razavi
Khorasan Province was selected using simple random sampling. The survey focused on assessing
customer satisfaction, service accessibility, and operational efficiency. The collected data were analyzed
using structural equation modeling (SEM) to validate the relationships between key variables.

Findings

Through a systematic literature review and expert interviews, 42 critical factors were identified as
influencing the success of remote services. Thematic analysis revealed 16 subscales and four overarching



codes that structured the framework for evaluating remote service performance. The qualitative findings
confirmed that all 42 factors were deemed significant by experts.

A quantitative assessment of these factors indicated that 24 of them were in a favorable condition,
suggesting that these elements contributed positively to the effectiveness of remote services. Conversely,
18 factors were categorized as unfavorable, highlighting existing gaps and areas requiring improvement.
Among the unfavorable factors, issues related to system security, technological infrastructure, and
customer support were frequently mentioned as critical challenges.

The SEM results demonstrated significant relationships between service accessibility, digital
literacy, and overall customer satisfaction. The findings also suggested that decentralization and greater
autonomy for regional service centers positively impact service efficiency. Moreover, investment in
artificial intelligence-driven solutions for report generation and customer support emerged as a key factor
in sustaining competitive advantage.

Discussion and Conclusion

The results underscore the need for strategic improvements in the Social Security Organization’s
remote service offerings. Effective knowledge management and innovative application of digital tools can
enhance service delivery and empower employees to address organizational challenges proactively.
Encouraging an adaptive learning culture within the organization can facilitate the transition toward a
more responsive and customer-oriented service model.

The study highlights the importance of network security in remote service implementation.
Strengthening cybersecurity protocols and integrating intelligent software solutions can mitigate risks
associated with data breaches and fraud. Additionally, decentralization and granting greater authority to
provincial service centers can improve responsiveness and efficiency, thereby enhancing overall service
performance.

Given the growing complexity of digital ecosystems, continuous investment in technological
advancements and workforce training is crucial. Organizations should focus on developing user-friendly
digital platforms, ensuring accessibility for diverse user groups, and promoting digital literacy initiatives
to bridge the technology adoption gap.

The findings suggest that integrating artificial intelligence and automation can further streamline
service delivery, reducing processing times and improving customer satisfaction. Future research should
explore the long-term impacts of these technological interventions and assess their scalability across
different service sectors.

Ultimately, the successful transformation of remote services in the Social Security Organization
depends on a balanced approach that incorporates technological innovation, organizational restructuring,
and user-centric service design. By addressing current deficiencies and leveraging emerging opportunities,
the organization can enhance its operational efficiency and maintain a competitive edge in public service
delivery.
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