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Abstract

From a scientific perspective, the present study addresses an existing gap in the literature on customer
experience management in Iran’s healthcare sector and provides a theoretical framework for future
research. The findings can also serve as a basis for developing policies, standards, and service quality
improvement programs in medical centers affiliated with the Social Security Organization. Accordingly,
the main objective of this study is to present a model of customer experience management in the affiliated
healthcare centers of the Social Security Organization. In this study, data were collected through in-depth
interviews with managers and experts of the Social Security Organization. Based on these data, the
competencies and factors influencing customer experience were identified. By integrating qualitative
findings with a review of the literature, an initial research model was developed. The study followed a
gualitative approach using an exploratory design based on Grounded Theory. Data were gathered through
semi-structured interviews and purposive sampling from experts with at least three years of relevant
experience. The interview process continued until theoretical saturation was reached. Data analysis was
conducted using MAXQDA software. The results led to the explanation of relationships among factors
affecting organizational culture and service quality improvement. The results indicate that customer
experience in the Social Security healthcare system is the outcome of dynamic interactions among
relational, structural, and cultural factors, and its improvement requires an integrated, multi-level approach
involving simultaneous modification of employee behavior, organizational processes, and response
mechanisms. In summary, customer experience management in healthcare centers requires attention to
various dimensions such as communication, service improvement, organizational policies, knowledge
development, cultural development, and complaint management systems. By identifying and analyzing
these factors, this study provides solutions for improving customer experience management that can be
effective in designing management programs. In addition, greater collaboration among medical staff,
facilitating access to information, and paying attention to the specific needs of patients are considered
essential steps in improving services.
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