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The role of the follow-up expert in improving the satisfaction of
municipal citizens

Sorya Esmaili ™

Abstract

In the contemporary era, improving the quality of urban services and enhancing citizen
satisfaction are considered primary priorities in urban management. Follow-up
specialists, as the connecting link between citizens and urban organizations, play a key
role in this process. The purpose of this study is to examine the role of follow-up
specialists in promoting citizen satisfaction and identifying factors affecting their
effectiveness.This research was conducted using a systematic review method. Article
searches were performed in reputable scientific databases including Web of Science,
Scopus, PubMed, Google Scholar, SID, Magiran, and Noormags for the period 2010 to
2024. After initial screening, 45 valid studies were selected for final analysis. The
results indicate that the presence of an efficient follow-up specialist can lead to up to a
25% increase in citizen satisfaction. The quality of interaction at contact points between
citizens and follow-up specialists has a deeper impact on overall satisfaction compared
to the final quality of services. From a theoretical perspective, the role of follow-up
specialists can be explained within the frameworks of agency theory, total quality
management, and collaborative urban governance. The study identified three successful
international models: the Scandinavian model (focus on citizen participation), the Asian
model (integration of technology and efficiency), and the American model (diversity
and adaptability). Follow-up specialists are considered a key element in promoting
citizen satisfaction, playing multiple roles including quality control, citizen relationship
management, and facilitating public participation. To improve their performance,
investment in skill development, utilization of technology, strengthening feedback
systems, and providing organizational support are essential.

Keywords

Follow-up specialist, Citizen satisfaction, Urban services, Urban management, Service
quality
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