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Abstract

Background. The COVID-19 pandemic, as a global crisis, has had profound impacts on all
aspects of social and economic life. In this context, official document registration offices,
as part of Iran’s legal system, have faced unprecedented challenges. This research
examines the role of official document registration offices in maintaining and strengthening
public trust during the pandemic, with an emphasis on how these offices can act as key
institutions in consolidating social and legal foundations.

Methods. This study was conducted using qualitative methods and contractual content
analysis, focusing on the experiences of clients during the COVID-19 pandemic in the
cities of Tehran and Tabriz. Data were collected through in-depth interviews and field
observations and were carefully examined using thematic analysis techniques.

Results. During the pandemic, official document registration offices faced numerous
issues, including an increased need for digital services, changes in communication patterns
with clients, and the need for precautionary health measures. These conditions, in turn,
have impacted public trust in these institutions and highlighted the necessity for a review of
existing laws, regulations, approaches, and processes.

Conclusion. This research emphasizes that official document registration offices must
undergo structural and procedural reforms to preserve and enhance public trust, especially
in crisis situations like the COVID-19 pandemic. This includes the development of digital
services, improvement of communications and interactions with clients, and increased
transparency and accountability.

How to cite this article: Seyed Mousavi M S, Farrokhi N, Yoshari P, Khodayari-Zarnag R. The Role of Official
Document Registration Offices in Maintaining and Strengthening Public Trust during the COVID-19 Pandemic: A
Qualitative Study. Spirituality Research in Health Sciences. 2024;2(1):80-89. doi: 10.34172/srhs.2024.007. (Persian)

Extended Abstract

Background

Notary offices in the country are responsible for

crucial role in determining the social status of notary
offices among the people and fostering public trust in

registering, drafting, and issuing property ownership
documents. Consequently, the social impact that
notary offices have on the public is significant in
organizing people’s legal affairs, which plays a

the legal and judicial bodies of society, such as
notary offices. With the outbreak of COVID-19,
these offices faced new challenges that require
special attention and adaptation to crisis conditions.
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During this period, “trust” is one of the few concepts
in social sciences that has been used as a catalyst in
various social processes such as economic exchange
and organizational efficiency. Nowadays, attention to
the trust of clients in organizations as examples of
customer orientation or client-centricity and agency
has been considered by all institutions, executive
bodies, governmental, private, and public sectors in
various fields. This research, focusing on the theory
of public trust, examines and analyzes the position of
notary offices among the general public and the
factors affecting the decline in acceptance and trust
in these offices during the pandemic. It emphasizes
how notary offices can help maintain and strengthen
public trust in crisis conditions by adopting
innovative and flexible approaches.

Methods

This study is a qualitative content analysis with a
contractual approach. Through qualitative research
methods, the necessary information regarding the
factors of distrust and the weakening position of
notary offices among the general public during the
COVID-19 pandemic was obtained. Participants
were purposefully selected with maximum diversity,
considering various job positions, service history,
gender, age, education, and marital status from
different social classes. The statistical population of
this research included clients of notary offices in
Tehran and Tabriz. The study was conducted during
the COVID-19 pandemic (years 2021 and 2022).
Given the qualitative nature of this research,
purposive judgmental sampling was used, and
interviews continued until theoretical saturation was
reached. The average interview duration was 15
minutes. In total, 11 interviews were conducted. All
interviews were recorded with the consent of the
interviewees using a wvoice recorder. For data
analysis, the thematic analysis method was used.
Data analysis was carried out immediately after the
interviews were completed. The interview texts were
transcribed, read several times, and then coded by the
first researcher. After review and coding by the
second researcher and resolving discrepancies, the
extracted codes were finalized, initial categories were
formed, and finally, the main themes were

extracted.to ensure the authenticity of the data
collected in the present study, close interaction with
participants and continuous effort in the research
process were undertaken. The interviews, codes, and
categories extracted by the research team were
reviewed to verify the accuracy of the coding
process. The accuracy of the data was confirmed by
the participants, and a comprehensive description of
the analysis method and the research process was
provided to facilitate understanding and evaluation
by other researchers.

Results

In this study, an innovative and in-depth approach
is taken to examine the reasons for the weakening
position of notary offices from the perspective of
clients during the COVID-19 pandemic. This is done
in two main areas: distrust in the performance of the
notary offices themselves and distrust in other
institutions that affect the perception of notary
offices’ performance, based on theories of public
trust and specifically institutional trust. Regarding
the factors of clients’ distrust towards the
performance of notary offices, the researcher
identified two categories from the interviewees’
statements. The first category pertains to distrust in
the performance of the notary offices themselves,
and the second category relates to distrust in other
institutions, organizations, and agencies in society, as
perceived by the public. The factors of distrust in the
performance of notary offices from the clients’
perspective were categorized into five main areas:
responsiveness and handling, cost, time, document
writing, and undesirable behaviors, with the majority
of issues falling under responsiveness and handling.
The factors of clients’ distrust towards other
institutions that impact the perception of notary
offices’ performance were categorized into four main
areas: organizational corruption, the connection
between people, institutions, and notary offices,
socio-psychological factors, and client respect, with
the majority of issues falling under organizational
corruption.
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Conclusion

During the COVID-19 pandemic, notary offices
in Iran faced unprecedented challenges. As part of
the legal system, these offices endeavored to enhance
and develop the health of the legal system, which is
directly connected to people’s lives, by
demonstrating optimal performance. However,
research findings indicate that the status and
acceptance of these offices have weakened,
particularly during the pandemic years. Furthermore,
the scope of notary offices should not be limited to
legal reviews alone but should also encompass
managerial, social, and psychological studies. The
platform of notary offices should not be limited to
legal reviews only, but also requires managerial,
social, and psychological studies.

Practical Implications
This proposition shows the tendency and attention

to multifaceted issues in the context of the legal
system, to what extent it can be important and
effective. Finally, according to the identified cases
and factors, it is suggested to increase information
and awareness about the registration of documents
and real estate, clarify the rules and unify the content
of document writing, create a suitable platform to
strengthen customer relationship management and
train staff development and expansion of electronic
government and the full implementation of electronic
registration should be pursued and finally serious
action should be taken against the violators and the
elimination of violations (creating a powerful
mechanism against registration violations).
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