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Abstract

This study aimed to develop and present a localized model of revisit intention in the Social Security Organization by emphasizing online
services and virtual space. This applied study used a descriptive—survey design with a mixed qualitative—quantitative approach. In the
qualitative phase, data were collected through semi-structured interviews with 12 executive and academic experts and analyzed using
MAXQDA. The extracted indicators were then refined through the Delphi technique. In the quantitative phase, a researcher-made
questionnaire was distributed among 246 managers and employees of the Social Security Organization in Mazandaran Province. Data were
analyzed using partial least squares structural equation modeling through SmartPLS and the AHP technique. The validity and reliability of
the instrument were confirmed through Cronbach’s alpha, composite reliability, average variance extracted, and factor loadings. The
structural equation modeling results indicated that all model components had positive and significant effects on revisit intention. The
strongest path coefficient belonged to competition with similar online services (=0.199, t=33.851, p=0.000), followed by user
experience of online services (3=0.193, t=34.635, p=0.000), improvement of user experience (3=0.191, t=28.948, p=0.000), access
to services ($=0.160, t=26.518, p=0.000), motivational tools ($=0.153, t=25.704, p=0.000), virtual-space tools ($=0.149,
t=25.295, p=0.000), security and trust (3=0.133, t=18.192, p=0.000), updated equipment (3=0.124, t=17.837, p=0.000), user trust
(B=0.114, t=36.585, p=0.000), key factors of revisit intention ($=0.112, t=35.915, p=0.000), service improvement opportunities
(B=0.110, t=35.510, p=0.000), and challenges and problems of online systems (=0.100, t=32.745, p=0.000). All factor loadings
were reported above 0.70, confirming adequate explanatory power of the observed indicators. The findings suggest that revisit intention
toward online services in the Social Security Organization is a multidimensional construct shaped by user experience, accessibility, trust,
security, competitiveness, virtual-space tools, and opportunities for service improvement. Accordingly, enhancing digital interaction,
strengthening online infrastructures, improving user experience, and reinforcing user trust can increase users’ willingness to reuse the
organization’s electronic services.

Keywords: Revisit intention; Social Security Organization; Online services; Virtual space; Structural equation modeling; SmartPLS; User experience.
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Extended Abstract

Introduction

Digital transformation has fundamentally reshaped how organizations design, deliver, and evaluate services.
In contemporary service environments, users increasingly expect organizations to provide fast, transparent,
secure, and accessible online services that reduce the need for physical visits and improve the overall quality
of interaction. This transformation is especially important for large public service organizations, where service
continuity, trust, responsiveness, and accessibility directly affect user satisfaction and repeated use. The
development of the digital economy has created new opportunities for service innovation, entrepreneurship,
organizational efficiency, and value creation, making digital service delivery a strategic requirement rather
than a supplementary function (Eshkulova, 2023). In this context, revisit intention has become a critical
behavioral outcome because it reflects whether users are willing to return to an online service platform and
continue interacting with the organization in the future.

Reuvisit intention in online environments is influenced by multiple factors, including perceived service quality,
satisfaction, trust, usability, access, security, digital interaction, and perceived value. Studies on post-adoption
behavior have shown that users’ continued engagement with e-services depends not only on initial acceptance
but also on their subsequent evaluation of service performance and experience (Sharma et al., 2022). In the
post-COVID digital environment, consumers increasingly compare online and physical service channels based
on convenience, efficiency, risk perception, and trust, suggesting that online service systems must be designed
according to users’ evolving expectations (Higueras-Castillo et al., 2023). Likewise, web design and trust
have been identified as important moderators in the relationship between e-service quality, satisfaction, and
loyalty, indicating that technical quality alone is not sufficient unless users perceive the platform as reliable,
clear, and trustworthy (Venkatakrishnan et al., 2023).

Virtual space and digital communication tools have also become central to user engagement. In social e-
commerce, user interaction, perceived value, and immersive experience have been shown to affect continuous
purchase intention, demonstrating the behavioral power of digital engagement (Hewei & Youngsook, 2022).
Digital marketing and content marketing further shape users’ behavioral intentions by increasing awareness,
improving information quality, and strengthening perceived value (Khosravi Laghb et al., 2022; Zamani et
al., 2022). Online word-of-mouth can also influence users’ purchase intention through information adoption
and cognitive processing mechanisms, highlighting the importance of digital information exchange in forming

future behavioral decisions (Kumar et al., 2023). Although these studies have mainly been conducted in



commercial contexts, their implications are relevant for public organizations because citizens and service users
increasingly evaluate public online services through similar digital experience standards.

Trust and security are particularly important in public insurance and welfare organizations because users
interact with sensitive personal, financial, employment, and insurance-related information. Research on e-
service quality, online trust, and purchase intention confirms that trust is a key mechanism through which
service quality influences behavioral intention (Ruanguttamanun & Peemanee, 2022). In addition, the legal
responsibility of e-commerce platforms toward users underscores the importance of transparency,
accountability, and protection of consumer rights in digital environments (Mirlouhi, 2025). New technologies
such as artificial intelligence also provide opportunities to analyze user behavior, personalize services, predict
needs, and improve digital engagement (Harchekar & Thakkar, 2025). Moreover, changes in consumer
behavior in the Economy 5.0 era emphasize the growing importance of speed, flexibility, personalization, and
digital accessibility (Sugiardi et al., 2025). Previous studies have also confirmed the role of customer behavior
in e-commerce and modern market visit intention (Purwanto, 2022), the effect of digital marketing strategies
on organizational and startup performance (Sutisna et al., 2025), and the impact of technology-based service
innovation on visitor experience and satisfaction (Trunfio et al., 2022). However, most existing studies have
focused on commercial e-commerce, tourism, hospitality, retail, and startup contexts, while public insurance
organizations such as the Social Security Organization have received less empirical attention. Therefore, this
study aimed to develop and present a localized model of revisit intention in the Social Security Organization
with an online services and virtual space approach.

Methods and Materials

This study was applied in terms of purpose and descriptive-survey in terms of data collection method, using a
mixed qualitative—quantitative design. The qualitative phase was conducted to identify the dimensions,
components, and indicators of revisit intention in the Social Security Organization from the perspective of
online services and virtual space. The qualitative participants consisted of 12 executive and academic experts,
including managers and specialists familiar with social security services, online service delivery, digital
interaction, and management. Participants were selected purposively, and semi-structured interviews
continued until theoretical saturation was achieved.

After conducting and transcribing the interviews, qualitative content analysis was performed using MAXQDA
software. Meaning units were extracted from the interviews, converted into initial codes, and then merged and
categorized based on conceptual similarity. The extracted codes were organized into final codes, components,
and broader dimensions. In the next step, the Delphi technique was used to refine and validate the extracted
indicators. An initial set of items was reviewed by experts, and items with inadequate mean scores or
conceptual overlap were removed. The final questionnaire was then developed based on the confirmed

dimensions and indicators.



In the quantitative phase, the statistical population included senior managers, middle managers, and employees
of the Social Security Organization in Mazandaran Province. Based on Cochran’s formula, 246 participants
were selected through simple random sampling. Data were collected using a researcher-made questionnaire
developed from the qualitative findings. The questionnaire covered dimensions such as user experience,
virtual-space interaction, key factors of revisit intention, online system challenges, improvement opportunities,
user trust, competition with similar online services, service accessibility, motivational tools, security and trust,
updated equipment, and online service experience. The quantitative data were analyzed using structural
equation modeling with the partial least squares approach in SmartPLS. The AHP technique was also used to
prioritize the identified components.

Findings

The qualitative findings showed that after analyzing the interviews with 12 experts, 172 initial codes were
extracted. Following conceptual refinement, merging, and categorization, these codes were reduced to 50 final
codes, 10 main components, and 5 broad indicators. The most frequent codes included online services,
technical problems, virtual space, data security, ease of access, artificial intelligence, user-friendly design, user
satisfaction, rapid responsiveness, organizational trust, online support, and mobile application development.
In the Delphi phase, 105 initial items were reviewed by experts. Based on the predefined acceptance criterion,
15 items were removed due to low mean scores or conceptual overlap, and 90 items were confirmed for the
final quantitative questionnaire.

The AHP results indicated that the final model included 12 main dimensions. The most important component
was the role of virtual space in enhancing interaction with users, with a final weight of 0.218. The next most
important components were key factors in revisit intention with a weight of 0.162, challenges and problems of
online systems with a weight of 0.127, opportunities for improving online services with a weight of 0.112, user
trust in online services with a weight of 0.083, improvement of user experience with a weight of 0.076, access
to services with a weight of 0.065, use of virtual-space tools with a weight of 0.049, motivational tools for
revisit intention with a weight of 0.038, security and trust in online systems with a weight of 0.030, use of
updated equipment with a weight of 0.023, and user experience of online services with a weight of 0.017.
The structural equation modeling results showed that all direct relationships between the model components
and the central latent variable were positive and significant. The strongest path coefficient belonged to
competition with similar online services (f = 0.199, t = 33.851), followed by user experience of online services
(B=0.193, t = 34.635), improvement of user experience in online systems (f = 0.191, t = 28.948), access to
Social Security Organization services (B =0.160, t =26.518), motivational tools for revisit intention (f =0.153,
t = 25.704), use of virtual-space tools (f = 0.149, t = 25.295), security and trust in online systems (f = 0.133,
t = 18.192), use of updated equipment ( = 0.124, t = 17.837), user trust in online services and its effect on
revisit intention (B = 0.114, t = 36.585), key factors in revisit intention (B = 0.112, t = 35.915), opportunities

for online service improvement (f = 0.110, t = 35.510), and challenges and problems of online systems ( =



0.100, t = 32.745). All factor loadings were above 0.70, indicating adequate explanatory power of the observed
indicators for their corresponding latent constructs.

Discussion and Conclusion

The findings indicate that revisit intention in the Social Security Organization is a multidimensional construct
shaped by the interaction of technical, behavioral, organizational, communicational, motivational, and trust-
related factors. The strong effect of competition with similar online services suggests that users evaluate public
online services by comparing them with the broader digital service environment. Therefore, public
organizations are expected to provide services that are not only functional but also fast, transparent, user-
friendly, and technologically up to date.

The importance of user experience and improvement of user experience shows that repeated use of online
services depends heavily on the quality of users’ previous interactions with the system. If users experience
simple navigation, rapid response, reliable service delivery, clear processes, and effective support, they are
more likely to return to the platform. Accessibility also emerged as an important factor, suggesting that online
services must be available, easy to use, and compatible with the digital capabilities of diverse user groups.
The high priority assigned to virtual space by experts demonstrates that digital interaction is a strategic element
in strengthening revisit intention. Virtual-space tools can support awareness, education, responsiveness, trust-
building, and continuous communication between the organization and users. At the same time, the significant
role of security and trust confirms that users’ willingness to revisit online services depends on confidence in
data protection, institutional accountability, and transparent service processes.

Overall, the model developed in this study provides a localized framework for understanding and improving
revisit intention in the Social Security Organization. The results suggest that increasing revisit intention
requires more than technical modernization; it requires an integrated approach involving service quality, user-
centered design, digital communication, trust-building, accessibility, technological innovation, and continuous
improvement. The proposed model can guide managers in prioritizing investments, redesigning online service
processes, strengthening digital interaction, and improving users’ willingness to repeatedly use the

organization’s electronic services.
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