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1. Interpretive Structural Modeling (ISM)
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Abstract

One of the new research domain which affect managers, researchers and
scientific approaches is ambidexterity and its effect on all aspects of
organizations. This means that how an organization can benefit from using
simultaneously mechanisms of exploration and exploitation, and efficiency
and innovation and be successful. In this paper authors reviewed the
literature and theoretical foundations in the area of ambidextrous learning
and its interaction with the intellectual capital (human capital, social capital
and organizational capital) to adapt and develop an ambidextrous learning in
organizations. Designed model is consistent with the logic of ambidexterity
mode and is used 90 degree crossed modes to show results. In order to test
the model, a questionnaire distributed among the senior executives of
pharmaceutical industry. Companis data analyzed using content analysis and
application of Max QDa. The results showed that for developing
ambidextrous learning in organizations, all aspects of intellectual capital are
needed to be Simulated Ranked with the concept of ambidextrous learning.

Key words: Ambidextrous Learning, Exploration, Exploitation, Intellectual
Capital, Content Analysis.
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Abstract

Various researches indicates that family businesses are short-timed and faced
with challenges to their survival. Succession planning is one of the main
challenges have posed by these companies. This paper reviews the process
of succession planning and main factors affecting it. Therefore two
independent variables (leadership style and employee maturity) are
considered and hypothesized that they have direct relationship with the
succession process in the family businesses. The statistical sample was
included 45 family businesses working in Khorasan-e-Razavi and hypothesis
have been tested using structural equation modeling and all of them were
confirmed. Responders to the questionnaire were selected among senior
managers and high talented employees who has the chance of being senior
managers. It has been suggested that senior executives in family businesses,
firstly choose their leadership style in accordance with the maturity level of
their employees and more importantly do the succession planning process.

Keywords: Employee Maturity, Leadership Style Managers, Family
Businesses, Structural Equation Modeling
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Abstract

The affecting behaviors of employees in an organization environment are to be
realizable and visible. Such behaviors influence decisions and organizational
outcomes and employees’ career in the organization. One of the most
important issues related to personnel’s career in the organization is different
influential actions which are done to achieve different goals. Due to the
significance of career, present study was carried out to investigate the impact
of impression management tactics on the employees’ career. This study is an
applied and descriptive survey. In terms of data collection procedure, the
present study was correlational and based on structural equation modeling.
The data were collected through a validated instrument consisting of 28 items
measured on a five point Likert scale. In the analytic model of the study,
impression management tactics was independent variable, carrier was the
dependent variable, and gender, age, education, and working experience were
moderator variables. Results of the study showed that the impression
management tactics have significant positive impact on the employees’ career.

Key words: Impression Management, Impression Management Tactics, Career.
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Abstract

In developing countries, innovation is less than expectation, so these
countries require to consider a different development paradigm such as
learning economy that focus on active learning and the “doing, using and
interacting” innovation approach for introducing the required context for
creating and diffusing informal interaction that may result to technical
knowledge acquisition. In this paper, the effective factors on Iran’s transition
to learning economy have been identified. Research approach is inductive
and qualitative and themes and components have been identifies based on
grounded theory. By considering the importance and role of organization in
relation with determined themes and components, organizational
implications for lIran’s transition to learning economy include learning
organization, organizational unlearning, policy learning and organizational
capacity, and absorptive capacity and organizational capability have been
investigated.

Keywords: Learning Economy, Organizational Unlearning, Policy Learning
and Organizational Capacity, Absorptive Capacity and Organizational
Capability, Grounded Theory
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Abstract

Internal service quality and its role and importance in developing and
increasing HR efficiency has considered by most managers in recent
decades. The present study sought to examine the internal service quality of
Yazd Regional Electric and chooses a proper strategy improving the quality
of local services in the organization as a result. This study is an applied one
and is based on survey method. Data were collected from 26 components
questionnaires. Research community included staff of the organization. Also,
the sample size were calculated using the initial questionnaire and Cochran's
formula. Performance control matrix used to identify components are needed
to be improved. Also, in order to prioritize improving measures, Rough set
theory is used. Data analysis show that there are 6 criteria needed to
improve. So, these criteria prioritized using RST.

Key Words: Internal Service Quality, Performance Control Matrix (PCM),
Internal Customer, Rough Set Theory
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Abstract

Privatization of banking system in the Iran, emergence of new competitors
and increased competition between public and private banks to retain
customers and attract new ones, made banks to Customize their services.
Banks do such as a policy to maintain and attract new customers. This
happens in customer behavior assessment in terms of the dynamics of
psychological (loyalty, trust and customer satisfaction) and are evaluated
using ECSI model.

In this regard, data collected through questionnaires distributed to available
customers one of the Bank. Results showed that all the hypotheses of the study
were accepted. If customization is performed in a appropriate manner,
customer satisfaction, which is a prerequisite for loyalty, will improve.
Customized services make customer encouraged to believe that bank was
sensitive to his/her demands and as a result increase customer’s trust which
lead to loyalty. Therefore, this study can help managers and policy makers
who are executing in the bank.

Keywords: Personalization, Customer Loyalty, Satisfaction, Service, Bank.
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Abstract

Nowadays, customer is known as the organizations’ most important source of
information. The competitive advantage was lately obtained by innovation of
product and creating a brand, but in twenty first century, companies are facing
more interactions creating a competitive advantage which is obtained by gathering
customer knowledge. This study intends to determine a structural model by the
application of interpretive structural modeling (ISM). According to the interpretive
structural modeling findings, twenty five important and effective factors on the
process of implementing the customer knowledge management in the bank have
been identified. The structural model analysis showed that following variables of
the superior management commitment, the middle managers, organizational
culture, financial resources and information technology are the main factors, and
act like the foundation of the model. Any type of change on other factors which
have high levels of guidance and dependency, could affect the system and system
outcome could also change these variants again. The final result of factor in model
expresses that executing and implementing the customer knowledge management
process is effective at achieving factors such as customers' satisfaction, increase of
service quality and keeping customers as a valuable asset and finally obtaining a
competitive advantage.

Keywords: Customer Knowledge Management, Competitive Advantage,
Interpretive Structural Modeling, Bank, Customer Relationship Management.
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