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Abstract

The aim of this study was to design a model for measuring the quality of e-
government services in Iranian government organizations using a qualitative
method based on theme analysis. This research is a qualitative research in
the field of paradigm (model) inductive. In the present study, semi-structured
interviews were used as data collection tools and the themes, sub-themes and
main themes were analyzed using primary codes. In this study, purposeful
sampling was used to select the sample. Based on the principle of theoretical
adequacy, in the present study, using 20 important interviews, it was
achieved that the primary codes, themes, sub-themes and main themes were
presented separately for each question. Again, all sub-themes should be
combined in terms of contextual, interactive, and consequential aspects, and
a more abstract and general model derived from the main research question
should be extracted. Then, a qualitative research model was designed. For
validity, the internal agreement coefficient and the reliability method of
agreement between two coders were used. Results in the form of e-
government service quality measurement model including key factors (trust,
citizen support, reliability, efficiency), intervention (moderate and low
growth of e-services, lack of infrastructure) and results (individual results,
organizational results, socio-biological results Peripheral) was shown.
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