journal homepage: www.Jnabm.ir

Journal of Intelligent Marketing Management (JIMM)

ISSN: 2783-5405

Designing a Servant Behavior Model in Iranian Government
Organizations with a Quantitative Approach and Fuzzy Dematic
Analysis
Mozafar Mohammadi !, Mohammad Ataei * !, Mohsen Khoon Siavash 2

1- Department of Public Administration, Qazvin Branch, Islamic Azad University, Qazvin, Iran.

2- Department of Engineering and Mechanics, Qazvin Branch, Islamic Azad University, Qazvin, Iran.

Abstract

Servantship refers to the management of services and resources to optimize performance and enhance
service quality within organizations. It plays a key role in increasing client satisfaction, reducing costs, and
improving productivity. The present study aims to design a servantship model in Iranian governmental
organizations from a behavioral perspective. This research is applied in terms of objective and descriptive-
developmental in terms of methodology. Qualitative data were extracted through meta-synthesis of
documents and validated using the Delphi and fuzzy DEMATEL methods with the participation of experts
employed in four selected ministries; in this phase, 15 usable questionnaires were returned. In the
quantitative phase, the model was tested using structural equation modeling on a sample of 480 employees
from the four ministries. The convergent and discriminant validity and the reliability of the measurement
instruments were confirmed using Cronbach’s alpha and composite reliability. Analyses indicated that
external factors, including servantship culture, leadership behavior, motivational environment, and legal
accountability; internal factors, including commitment, altruism, social responsibility, and organizational
citizenship behavior; and Iranian—Islamic factors, including service based on divine duty, service-oriented
behavior, and self-constructive behavior, significantly influence servantship behavior. The findings present
a behavioral model of servantship in [ranian governmental organizations using Delphi, fuzzy DEMATEL,
and structural equation modeling, providing practical insights for improving service delivery and
developing organizational servantship.
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