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Abstract

The purpose of this research is to present a paradigmatic model of service quality
management with a future research approach in the active industries of Khuzestan
province. The research method is practical in terms of purpose And in terms of method, is
mixed-exploratory which has been done by scenario planning method in active industries
of Khuzestan province. In the first stage, the research was conducted using the
foundational data theory and performing a three-step coding process to code and identify
the components of service quality using the semi-structured interview method. The
reliability of the interviews was confirmed through the test-retest reliability of 90% and the
inter-coder reliability of 86%. Validation of the interview was also done in each of the
seven stages (topic selection, design, interview, transcription, analysis, verification and
reporting). In the second stage of the research, a special scenario questionnaire was used to
determine the mutual influence of the components And the data of this matrix was entered
into the Scenario Wizard software. In the third stage, we used focus group interview
method after extracting possible scenarios, in order to fomulate the optimistic, most
probable and pessimistic scenarios. The findings showed that based on the analysis of the
qualitative data obtained from the interviews and the coding of the text of the interviews,
103 codes and 20 categories were identified. Also, eight scenarios for the future were
compiled using the mutual impact analysis matrix, and selected three acceptable scenarios
(optimistic, probable and pessimistic). And according to each scenario, suitable
suggestions were presented for the growth and development of the quality of services
related to the industry and a favorable future.

Keywords: Service Quality Management, Future Study, Active Industries in Khuzestan
Province
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