Journal of Management, Education and Development in Digital Age

Submission Date: 2025-12-22 Revision Date: 2026-05-04 Accept Date: 2026-05-11 Initial Publish Date: 2026-05-26 Final Publish Date: 2027-03-21

Identifying Factors Affecting Service Quality Assurance in Order to
Improve Human Resource Productivity Based on the Information
Technology Service Management System

1. Hossein Fattahi Nia'®: PhD Student, Department of Information Technology Management, Qa.C., Islamic Azad
University, Qazvin, Iran
2. Safanaz Heydari®*: Department of Management, Miy.C., Islamic Azad University, Miyandoab, Iran

3. Mahmonir Bayannati'®': Department of Technology Management, WT.C., Islamic Azad University, Tehran, Iran

*Corresponding Author’s Email Address: afanazheydari@iau.ac.ir

Abstract:

The main objective of this study was to identify and explain the factors affecting service quality assurance in order to improve human resource
productivity based on the Information Technology Service Management (ITSM) system in service organizations, with emphasis on the
Foundation of Martyrs and Veterans Affairs of Ilam Province. This study was conducted using a mixed-methods approach (qualitative—
quantitative). In the qualitative phase, thematic analysis and semi-structured interviews were employed with 14 academic experts, managers,
and specialists familiar with Information Technology Service Management. Purposeful sampling was applied and continued until theoretical
saturation was achieved. Qualitative data were analyzed using MAXQDAU14 software, and after coding and refinement, the main dimensions,
components, and indicators of the study were identified. In the quantitative phase, a descriptive—survey method was utilized and a researcher-
made questionnaire was designed based on the qualitative findings. The statistical population included experts in public management and
technology management, among whom 40 participants were selected for exploratory factor analysis. Data analysis was performed using
SPSS software, and the KMO index and Bartlett’s test were used to assess model adequacy. The results of thematic analysis indicated that
the factors affecting service quality assurance could be categorized into 9 main dimensions, 35 components, and 97 indicators. The major
dimensions included IT service quality and assurance, human resource productivity, service knowledge management, communication
management and stakeholder experience, continuous improvement, IT governance and leadership, quality culture and organizational
maturity, ethics and trust, and the integration of human resources and ITSM. Furthermore, the results of exploratory factor analysis showed
that the KMO value was 0.755 and Bartlett’s test was significant at p < 0.001, confirming the adequacy of the sample and the suitability of
the data for factor analysis. In addition, the nine extracted factors explained 52.86% of the total variance, indicating the acceptable explanatory
power of the proposed model. The findings demonstrated that service quality assurance within the framework of Information Technology
Service Management is a multidimensional concept that depends on the simultaneous interaction of technological, human, managerial,
knowledge-based, and cultural factors. The results revealed that achieving sustainable service quality and improving human resource
productivity cannot be accomplished solely through the development of technological infrastructures, but also requires alignment among
human resource management systems, organizational culture, knowledge management, IT governance, and continuous improvement
approaches. Therefore, service organizations can enhance service quality, human resource productivity, and stakeholder satisfaction by
implementing an integrated and human-centered ITSM approach.
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In recent years, rapid digital transformation and the increasing complexity of organizational environments have significantly
altered the nature of service delivery and organizational management. Information technology has evolved from a supportive
operational tool into a strategic organizational infrastructure that directly affects organizational performance, stakeholder
satisfaction, and human resource productivity. Organizations, particularly public and service-oriented institutions, are
increasingly dependent on integrated digital systems to improve service quality, increase operational efficiency, and respond
effectively to stakeholder expectations (Wang et al., 2025). However, despite substantial investments in information technology
infrastructures, many organizations continue to face challenges related to service inefficiency, fragmented processes, low
employee productivity, and stakeholder dissatisfaction. This indicates that technological development alone cannot guarantee
sustainable service quality unless accompanied by effective managerial and organizational frameworks.

Within this context, Information Technology Service Management (ITSM) has emerged as a structured managerial approach
for designing, delivering, supporting, and continuously improving information technology services. ITSM frameworks such as
ITIL and ISO/IEC 20000 aim to align IT services with organizational goals while ensuring value creation for users and
stakeholders (Sukmana & Hakim, 2023). Modern organizations increasingly adopt ITSM not only to improve technological
efficiency but also to create standardized, customer-centered, and quality-oriented service environments. Nevertheless,
empirical evidence demonstrates that many ITSM implementation projects fail to achieve their intended objectives because
organizations frequently focus excessively on technical infrastructures while neglecting human, managerial, and cultural
dimensions (Ratanpong & Ayutaya, 2025). Consequently, contemporary perspectives on ITSM emphasize that successful
service quality assurance requires a holistic integration of technological systems, human resources, governance mechanisms,
and organizational culture.

Service quality itself has become a multidimensional concept in modern organizational environments. Traditional
approaches mainly focused on technical performance and service reliability, whereas current approaches emphasize stakeholder
experience, responsiveness, transparency, trust, and ethical service delivery (Abdi et al., 2024). In digital organizations, service
quality is increasingly evaluated through users’ perceptions and experiences rather than solely through technical standards.
Studies have shown that organizations capable of integrating customer-centered approaches into ITSM frameworks achieve
higher levels of stakeholder satisfaction and organizational effectiveness (Diwate et al., 2023). Therefore, service quality
assurance in ITSM environments requires simultaneous attention to operational performance, communication quality, human
interaction, and continuous organizational learning.

Another important issue associated with service quality assurance is human resource productivity. Human resources remain
the most valuable organizational asset, and organizational success depends heavily on employees’ competencies, motivation,
adaptability, and participation in organizational processes. According to contemporary human resource management theories,
employee productivity emerges when organizations successfully integrate employee competencies, motivational systems, and
supportive organizational structures (Armstrong & Taylor, 2023). In IT-based organizations, employees are additionally
expected to possess digital competencies, adaptability to technological changes, and collaborative problem-solving capabilities
(Fernandez & Molina, 2025). Consequently, improving service quality through ITSM cannot be separated from enhancing
employee capabilities and productivity.

Research conducted in Iranian organizations also indicates that one of the primary barriers to service quality improvement

is the lack of integrated management systems, insufficient process standardization, weak communication structures, and
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ineffective knowledge management practices (Aghamohammadi & Sharifi, 2020). Public organizations often experience
duplicated processes, low transparency, insufficient accountability, and fragmented information systems, all of which
negatively affect both service quality and employee productivity. In this regard, ITSM-based service management can
contribute significantly to human capital development through process standardization, structured communication, systematic
knowledge sharing, and performance evaluation systems (Abbasi Kasani & Razavi, 2020).

Moreover, governance and leadership structures play a crucial role in ITSM success. Studies indicate that organizations with
effective governance systems, data-driven decision-making mechanisms, and strategic IT alignment demonstrate higher levels
of service quality and organizational accountability (Abdi & Derakhshan, 2024). Similarly, organizational culture and quality
maturity are recognized as critical determinants of successful ITSM implementation. Organizations that promote participation,
learning, and continuous improvement are more capable of sustaining service quality and adapting to environmental changes
(Ahmadi, 2025). Furthermore, service quality assurance contributes significantly to organizational legitimacy, stakeholder trust,
and public accountability in service-oriented institutions (Mohammadi, 2025).

Despite the growing importance of ITSM and service quality assurance, many digital transformation initiatives continue to
fail because of governance weaknesses, resistance to change, inadequate employee involvement, and lack of integration
between technology and human resources (Hofmeister et al., 2024). Existing literature has primarily focused on technical
dimensions of ITSM, while comparatively limited attention has been paid to the integration of technological, managerial,
ethical, and human factors within service quality assurance frameworks. Therefore, identifying the dimensions and components
influencing service quality assurance in ITSM environments remains a significant research necessity.

Accordingly, the present study aimed to identify the factors affecting service quality assurance in order to improve human
resource productivity based on the Information Technology Service Management system.

Methods and Materials

The present study employed a mixed-method research design consisting of qualitative and quantitative phases. In the
qualitative phase, thematic analysis was used to identify the dimensions, components, and indicators associated with service
quality assurance and human resource productivity within the ITSM framework. Data collection was conducted through semi-
structured interviews with academic experts in public management, human resource management, and information technology
service management, as well as managers, deputies, and senior employees of the Foundation of Martyrs and Veterans Affairs
in llam Province. Participants were selected using purposive and snowball sampling methods. The inclusion criteria consisted
of having relevant academic expertise, professional experience, and familiarity with ITSM-related organizational processes.
The interviews continued until theoretical saturation was achieved, resulting in a final sample of 14 participants.

Qualitative data analysis was conducted using MAXQDA14 software. Initial coding generated a large number of primary
codes, which were subsequently reviewed, refined, merged, and categorized into organizing and overarching themes. To ensure
qualitative rigor, criteria such as credibility, dependability, confirmability, and transferability were applied. Intra-subject
reliability was also calculated and confirmed.

In the quantitative phase, a descriptive-survey method was employed. Based on the findings obtained from the qualitative
analysis, a researcher-made questionnaire was designed to measure the identified dimensions and components. The statistical
population consisted of experts in public management and information technology management. Forty participants were

selected for exploratory factor analysis. Data analysis was performed using SPSS software. The Kaiser-Meyer-Olkin (KMO)
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index and Bartlett’s test of sphericity were used to examine sampling adequacy and suitability of the data for exploratory factor
analysis.

Findings

The findings of the qualitative phase indicated that service quality assurance based on ITSM is a multidimensional construct
consisting of nine overarching dimensions, thirty-five organizing components, and ninety-seven indicators. The identified
dimensions included: IT service quality and assurance, human resource productivity, service knowledge management,
communication and stakeholder experience management, continuous improvement and service quality assurance, IT
governance and leadership, quality culture and organizational maturity, ethics and trust, and integration of human resources
with ITSM.

The first dimension, IT service quality and assurance, included components such as transparency in service delivery,
customer satisfaction, performance evaluation, service standardization, service innovation, and risk management. The second
dimension, human resource productivity, included employee competencies, process efficiency, employee empowerment, and
job motivation and satisfaction. The third dimension, service knowledge management, consisted of knowledge preservation,
continuous learning, and knowledge transfer. Communication and stakeholder experience management included internal
communication transparency, responsiveness to customer needs, and stakeholder interaction. Continuous improvement and
service quality assurance involved process evaluation, adaptability to change, and improvement measurement.

The remaining dimensions included IT governance and leadership, quality culture and organizational maturity, ethics and
trust, and integration of human resources with ITSM. These dimensions collectively reflected the technological, organizational,
managerial, ethical, and human aspects of service quality assurance within ITSM-based organizations.

The results of exploratory factor analysis confirmed the adequacy of the research model. The KMO value was 0.755,
indicating acceptable sampling adequacy, while Bartlett’s test of sphericity was statistically significant at p < 0.001. The
extracted nine-factor structure explained 52.86% of the total variance, demonstrating satisfactory explanatory power.

Factor loadings across all dimensions were within acceptable ranges and confirmed the validity of the identified structure.
In the IT service quality dimension, factor loadings ranged from 0.598 to 0.867. In the human resource productivity dimension,
loadings ranged from 0.687 to 0.846. Similarly, all other dimensions demonstrated strong factor loadings, indicating that the
identified indicators appropriately represented their respective constructs. The scree plot also confirmed the retention of nine
factors with eigenvalues greater than one.

Overall, the findings demonstrated that service quality assurance within ITSM environments is not limited to technological
infrastructures but is strongly influenced by human competencies, organizational learning, communication systems, governance
structures, ethics, and cultural maturity.

Discussion and Conclusion

The findings of the present study demonstrated that service quality assurance in ITSM-based organizations is a
multidimensional phenomenon shaped by the interaction of technological, managerial, organizational, ethical, and human
factors. The identified dimensions collectively indicate that achieving sustainable service quality requires a systemic and
integrated approach rather than a purely technical perspective.

The findings related to IT service quality and assurance highlight the importance of transparency, standardization,
innovation, and risk management in improving organizational service performance. Organizations that establish clear service

standards and systematic performance evaluation mechanisms are more capable of maintaining consistent service quality and
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stakeholder satisfaction. Similarly, the significance of human resource productivity confirms that employee competencies,
empowerment, and motivation are essential prerequisites for effective service delivery in digital organizations.

The study also emphasized the role of knowledge management in ITSM environments. Continuous learning, knowledge
preservation, and knowledge sharing contribute significantly to reducing operational errors and improving organizational
responsiveness. Furthermore, communication management and stakeholder experience were identified as central dimensions
influencing service quality. Organizations with transparent communication systems and responsive service structures are better
positioned to meet stakeholder expectations and strengthen public trust.

Another important finding was the role of continuous improvement and governance mechanisms in sustaining service
quality. Organizations that continuously evaluate their processes and align IT strategies with organizational objectives
demonstrate greater adaptability and operational effectiveness. Additionally, organizational culture, ethical accountability, and
trust emerged as critical determinants of successful service quality assurance. Ethical service delivery and fairness contribute
substantially to stakeholder confidence and organizational legitimacy.

Finally, the integration of human resource management with ITSM was identified as a major factor influencing service
quality and employee productivity. Aligning employee competencies, performance evaluations, and training systems with
ITSM requirements enhances organizational coordination and service effectiveness.

Overall, the findings suggest that successful service quality assurance requires organizations to integrate technological
infrastructures with human-centered management practices, governance systems, organizational learning, and ethical
accountability. The study contributes to the growing literature on ITSM by presenting a comprehensive framework that

combines technical and non-technical dimensions of service quality assurance and human resource productivity.
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