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ARTICLE INFO ABSTRACT

Article Type: 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
was to provide a customer complaint model in the country's construction
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urban planning and senior managers of construction companies in Anzali
city in 2020. In thisresearch, theoretical sampling was used and the sample

Keyword: size was determined to be 17 based on theoretical saturation. The data
Customer Complaints collection tool in this research was a semi-structured interview, and
Construction Industry qualitative data analysis was carried out through the fundamental data
Economic Conditions processing method. In addition, the formal method was used to confirm
Foundational Data Theory validity of the findings, and the coding agreement coefficient method was

used to confirm reliability; the result of recoding was 0.91. The findings
were also analyzed by the manual coding method. The findings showed the
causal conditions (including the lack of business ethics and non-
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(economic and competitive factors), strategies (special value of the brand)
and the cost of lost opportunity and 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 had
ethical, economic, policy and cost components that can be considered by
the country's construction industry planners.
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EXTENDED ABSTRACT

Introduction

In addition to population growth, the construction industry, like other industries, has
grown rapidly and a large part of this growth can be seen in major cities. The increase in the
need for construction caused the constructions to tend towards the cheapest and lowest
quality type, parallel to high profitability. Due to the low quality of many construction
materials recommended in the country and their non-compliance with the standard
features, much damage is caused to the huge financial resources of the country every year.
Considering that Iran is an earthquake-prone country and is also exposed to other natural
disasters such as floods, the resistance of buildings against destructive factors can be
increased by using high-quality building materials. The scientific studies conducted on
earthquakes in Iran show that more than 79% of the causes of building destruction in these
earthquakes were related to the use of non-standard construction materials. Unfortunately,
since the 70s, housing has been recognized as a capital good, and as a result, construction
has been removed from the specialized mode and turned into a product for people's profit.
Therefore, in this situation, the relationship between the construction industry, which is
affected by the market relationship, does not pay attention to engineering standards, and
the quality of the buildings falls victim of market conditions and profitability, and the
buildings with the appropriate color and glaze, but of poor quality, are sold at high prices;
residents after only a few short years of residence face problems caused by neglecting
standard construction, leading to buyer complaints against builders and judicial cases.

Therefore, conducting this research can be of great help to manufacturing companies in
order to better deal with complaints. In addition, considering the small number of research
conducted in the field of customer complaints against builders, this research can help to
strengthen the body of literature in this field.

Methodology

Based on the type of data, this research was considered to be of the qualitative research
type, considering the purpose of the basic and exploratory research, which sought to
discover the theory of customer complaints for the country's construction industry. The
statistical population of the present study were the professors of architecture, civil
engineering and urban planning, as well as senior managers of construction companies.
Sampling continued until reaching theoretical saturation limit, the final number of sample
members at the end of the qualitative data collection was 17 participants who were selected
by purposive sampling

Results and discussion

By conducting interviews and the results obtained from open, central and selective
coding, lack of business ethics and non-observance of project management configuration
principles as causal conditions, customer complaints as a central phenomenon,
formulation of policies and macro policies of the government as intervening conditions,
competitive economic factors as context or background conditions, brand equity as
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strategy and finally cost of lost opportunity and structure design based on needs
assessment were selected as outcomes.

Conclusion

The construction industry is one of the largest economic sectors of the country. After oil,
this industry is considered as one of the industries that create opportunities for economic
growth and increase in GDP and job creation. The construction industry has an undeniable
role in generating investment opportunities and generating wealth and added value in the
economy. Observance of safety principles in construction and its supervision were
considered the most important factors of good building construction, but the experts of this
sector believe that the quality of consumable materials and method of their selection were
also among the most important reasons for improving the quality of construction.
According to experts, out of approximately 1000 types of construction materials (including
main and sub-groups) used in the construction industry, many construction materials do
not have appropriate standards and the necessary quality for construction. This is despite
the fact that the useful life of a building in the public sector in our country is between 25 and
30 years, but in European countries, using the same amount of materials, the life of buildings
reaches 150 years, which is a kind of waste of national capital. The poor performance of
supervising engineers has caused many of the country's constructions to lack the necessary
quality and strength. Various factors affect the performance of supervising engineers, and
in the last few decades, the country's engineers have caused inconsistencies in this industry.
Despite having the necessary knowledge, they do not have sufficient experience, are faced
with problems, and have reduced the quality of construction.
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