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Due to population growth, the need for construction is inevitable. In this regard,
the country's construction industry has always faced challenges in ensuring its
quantity and quality. Accordingly, The purpose of this research is to provide a
customer complaint model in the country's construction industry with the
foundational data theorizing approach. This research was qualitative and basic
in terms of purpose. The statistical population of the present study was the
professors of architecture, civil engineering and urban planning, as well as
senior managers of construction companies in Anzali city in 2020. In this
research, theoretical sampling was used and the sample size was 17 people
according to theoretical saturation. The data collection tool in this research is a
semi-structured interview, and qualitative data analysis has been done through
the fundamental data processing method. Also, for the validity of the findings,
the formal method was used and for the reliability, the coding agreement
coefficient method was used, and the result of recoding was 0.91. The findings
were also analyzed by manual coding method. The findings showed the causal
conditions (including the lack of business ethics and non-compliance with
project management configuration principles); the central phenomenon
(customer complaints); Intervening conditions (drafting policies and macro
policies of the government); background conditions (economic and competitive
factors); Strategies (special value of the brand) and the cost of the lost
opportunity and the design of the structure based on needs assessment were
selected as outcomes. It can be concluded that the customer complaint model in
the country's construction industry has ethical, economic, policy and cost
components that can be considered by the country's construction industry
planners.
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Extended Abstract

Introduction

From another perspective, in recent years,
with the severe recession that construction
companies have been involved in, numerous
problems have arisen in terms of carrying out
projects, generating income, and fulfilling
internal and external obligations. This
recession has created numerous problems for
construction product manufacturers, and on
the other hand, the recession in this industry
has brought at least 300 other industries to a
standstill. In this regard, about 77 percent of
industries directly related to the production
of construction products have gone bankrupt,
and the remaining 23 percent are operating
with empty capacities; but the next part,
which has received less attention, is the
waste of money in the construction process,
meaning that in the construction of a house,
there are activities and events that waste
financial resources and do not create any
added value. These activities and events exist
within the project process and cause waste of
budget and also cause disruption in the
construction process, reducing the quality of
the final product and ultimately leading to
consumer complaints. Based on the above,
customer satisfaction plays an important role
in the prosperity of wvarious industries,
especially the construction industry. When
customers are not satisfied, in addition to
distrusting the builders, this causes a
decrease in public capital and also challenges
such as instability in construction, poor
quality of products and increased costs.

Methodology

This research is considered a fundamental
and exploratory research based on the type of
data, considering the purpose, which seeks to
discover the theory of customer complaints
for the country's construction industry. The
reason for using the qualitative method is that
so far, studies have been conducted with
guantitative methods, but there are fewer
studies with qualitative methods, and using
this method can identify the dimensions and
perspectives hidden in the research field
directly from the minds of people involved in
the construction industry. The statistical
population of the present study was
professors in the fields of architecture, civil

engineering, and urban development, as well
as senior managers of construction
companies in Anzali in 1400. It should be
explained that the interviewees of
construction companies are among the senior
managers of companies with at least a 3rd
grade. The interviewees related to
construction companies are people who have
at least a third grade and have a history of
implementing at least 100 residential units.
Theoretical sampling was used in this study.
Theoretical sampling is a type of purposive
sampling that assists the researcher in
creating or discovering theories or concepts
that have been proven to have a theoretical
connection to the developing theory [28].
Therefore, since sampling continued until
theoretical saturation was reached, the
number of sample members was determined
at the end of qualitative data collection, and
17 sample members formed the sample of
this qualitative study, which was purposively
selected. The research instrument was semi-
structured interviews, with questions being
adjusted during the interview process.

Results and Conclusion

In explaining the results, it should be said
that the construction industry is one of the
largest economic sectors in the country. After
oil, this industry is considered one of the
opportunity-creating industries for economic
growth and increasing GDP and job creation.
The construction industry plays an
undeniable role in generating investment
opportunities and generating wealth and
added value in the economy. Investment in
the construction industry can only lead to
economic growth and economic achievement
when capital injection and housing
production are targeted and ultimately lead to
housing consumption; because if the capital
invested is not directed to the construction
sector, the final price of housing will increase
and will make real housing consumers more
unable to buy; therefore, the inflow of
liquidity into the construction industry
requires the development of a strategy and
policy to increase the housing growth rate.
There are two important points regarding the
issue of investment in the construction
industry. First, the amount of investment
depends on the expectations and outlook for
the overall performance of the economy, and
in a situation where the overall outlook for
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the economy is uncertain for various reasons,
including sanctions and Iran's response,
investors will also prefer to delay the
decision to invest. The second point is the
negative growth in investment in the past few
years and the rate of depreciation of existing
capital, which could mean a decrease in the
country's economic growth in the long term.
This challenge could be a long-term problem
for the Iranian economy, which will not be
easy to solve. Given the role of economic
sanctions, reduced government and private
spending in the construction industry, rising
prices, and the high level of uncertainty in
the economy, lran's construction industry is
not having a good time, and this factor has
caused many complaints. The growth in the
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