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Abstract
In recent existing environment one of the major challenges that planners and 
managers are grappling with is customer recognition, and distinguishing 
between different groups of customers in the field of banking services. It is 
obvious that using an appropriate model gives the bank the opportunity to fit 
valuable suggestions along with demands for targeted sectors and provides 
design and thus improves bank performance from different perspectives. The 
aim of this study is using and appropriate model for clustering customers based 
on indexes including novelty, number of transaction and financial factors. In this 
paper, for clustering data, the genetic algorithm combining with fuzzy C-means 
is used to overcome problems such as being sensitive to the initial value and 
getting trapped in the local optimum. The simple random sampling method is 
used to obtain the sample. The findings show that the first cluster of customers 
due to its high performance in "novelty", "number of transaction" and "financial 
factors" index are loyal customers and the second cluster of customers because 
of low performance in "novelty" index, mean performance in "number of 
transaction" index and high performance in "financial factors" are among those 
customers who are turning away from bank. 
 

Keywords: Genetic Algorithm, Fuzzy C-means algorithm, Customer’ cluste-
ring, Branches of Refah bank.  
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Abstract 
Ethics is the most important discussion of each religion. To build a society based 
on Islamic and ethical values, it is essential for ethics to be considered by 
society. One of the most important issues in modern organizations management 
is institutionalizing ethics in organizations. This study is conducted to identify 
factors influencing the institutionalization of organizational ethics in 
organizations. To satisfy this purpose, existing literature were reviewed and an 
interpretive structural modeling were applied to define the relationships between 
affecting factors of institutionalizing ethics in organizations. To define these 
relations, opinions of 16 experts at Islamic Management and having at least 5 
years work experience as managers at different Public organizations were used. 
These expert were chose using Snow ball sampling. The results show that the 
model includes seven factors: culture, code of ethics, selective system, 
educational system, performance evaluation system, management support and 
individuals' psychological contract. Creating a code of ethics have a 
fundamental role because of high driving power and low dependency. Other 
factors of selective system, educational system, management support and 
individuals' psychological contract to be high driving power of other factors and 
are also less dependent on other factors. The performance evaluation system is 
at the third level and culture is located at the fourth since it has lowest driving 
power and highest dependency.  
 
Keywords: Ethics, Institutional, Interpretive Structural Modeling. 
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Abstract
The purpose of this study is to examine the correlation between canonical 
variables (x component) of organizational commitment, including (affective 
commitment, normative and continuous variable) and quality of services provided 
to employees (y components), including (responsibility, reliability, trusting, 
empathy, tangibility). These two sets of change variables are taken to be a suitable 
model for determining the relationship between Y components. Also it would use 
to provide a prediction method for y components using canonical correlation. At 
first, the theoretical model and the theories between the variables were developed 
and for surveying the research theories structural equation was used. ansar bank 
counter staves of Tehran city are the statistical population. 320 employees were 
picked based on the Morgan table using random sampling. A questionnaire was 
used to collect data, and its reliability and validity assessed by Cronbach's alpha 
and confirmatory factor analysis. Results of canonical correlation showed a good 
linear combination between organizational commitment and service quality 
offered by them. Affective and normative commitment has direct relation with 
quality components, and continuance commitment correlated inversely with 
quality components. Normative commitment in empathy have the greatest role in 
creating the first canonical correlation coefficient as well as a comparison with 
other canonical variables. 
 
Keywords: organizational commitment, quality of service to customers, 
canonical correlation coefficient Industry. 
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Abstract 
The main goal of this paper is to determine the effect of Information technology 
on Intellectual capital and Knowledge management strategies. research type is 
of analytical survey. The statistical population was over 450 employees who 
work in Lorestan university. sample size was 208 employees which were 
obtained using random sampling - stratification. validity of questionnaire 
approved using content validity method and its reliability tested by Cronbach's 
alpha. For testing the hypothesis and conceptual model, structural equation 
approach using Amos 18 software were applied. result shows that the 
information technology has an effect on intellectual capital and knowledge 
management strategies and organizational agility. In addition, the organizational 
agility has a moderating effect on intellectual capital and knowledge 
management strategies in Lorestan University.  
 
Keywords: Information technology, Intellectual capital, Knowledge manag-
ement strategies, Organizational agility. 
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Abstract  
The main purpose of this research is to develope a model for identification of 
organizational skepticism and its concepts. Grounded theory method applied for 
this research. Available non probable sampling method has been used and 
structural interviews have been performed with employees of private companies. 
Sampling continued until saturation point in answers has been reached (24 
interviews). After using this method, including open and axial and selecting 
coding, causes and consequences of organizational skepticism have been 
identified. causes have been investigated in two fields. First, organizational 
management (management style and personal characteristics of manager and 
human resource management process and activities and Performance evaluation 
system) and Second, Organization related fields (organizational cynicism, 
organizational justice and organizational climate). Consequences of 
organizational skepticism also have been investigated in two fields of individual 
and organizational. Short-term effects of individual variables such as 
organizational indifference, motivational, lack of willingness to participate, job 
stress and burnout and long-term effects of individual variables such as low 
productivity of individual, corporate sabotage, poor quality of external 
engagement, life satisfaction and organizational frustration were classified. 
These consequences have also led to a long-term impact on organizational 
outcomes such as low productivity of the organization. 
 
Keywords: organizational skepticism, grounded theory, open coding, axial 
coding, selecting coding.  
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Abstract 
Employees form an image of an organization's support and as results, attention 
to organizational goals and their realization. Their psychological empowerment 
allows organizations to be more flexible and responsive to changes. On the other 
hand, organizations need employees who are willing to step beyond the formal 
requirements of a job. Due to importance of these factors, this study examines 
the relationship between psychological empowerment on job performance, with 
organizational citizenship behavior as a mediator. 

Statistical population is employees of Alborz Insurance Branches in Tehran that 
are a total of 270. The simple random sampling used and according to Cochran 
formula a sample of 159 were selected. To collect required data, a standard ques-
tionnaire of Chiang and Hsieh (2012) was used. Confirmatory factor analysis and 
structural equation modeling based on Lisrel was used to assess the structural mo-
del. Results of testing hypotheses suggest that OCB mediate the relationship betw-
een psychological empowerment and job performance and perceived organi-
zational support has effect on job performance, but this effect was not accepted on 
OCB. Also, psychological empowerment has effect on job performance and OCB, 
and OCB has effect on job performance.   
 
Keywords: psychological empowerment, organizational citizenship behavior, 
job performance, Alborz Insurance Company.  
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Abstract 
Performance evaluation has always been considered as one of the critical 
issues in every and each organization. In order to identify, adjust and apply the 
changes in their short-term and long-term goals, every organization needs to 
evaluate its performance continuously. Considering the key role of banks as 
one of the most important financial and economic parts of any society, it is 
important to evaluate the performance of these financial institution. 

In this study, 100 third level branches of Keshavarzi Bank were evaluated 
with 36 sub-indicators (7 inputs and 29 outputs) and these 36 sub-indicators 
were clustered in 3 inputs and 7 outputs. In this research, CCR-O model is used 
as the main model and to reduce the number of sub-indicators and obtain main-
indicators three scenarios were performed (simple average, weighted average by 
using weights from AHP and Principle Component Analysis (PCA)) and 
outputs of these three scenarios were used as CCR-O inputs. Finally, increasing 
of discrimination power in all three scenarios was examined using coefficient of 
variation and it was understood that discrimination power in PCA-DEA scenario 
increased more than the other two. 

 
Keywords: Performance Evaluation, Data Envelopment Analysis, Principle 
Component Analysis 
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