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Abstract

Purpose: This study is conducted to design a model of mutual expectations in the relationship between the individual and the
organization (Petson as a client) in Isfahan's government organizations and service providers based on the phenomenological
approach.

Methodology: The purpose of this study is practical, and information collection is qualitative. The trio approach of Rao and Perry
[1] is used for the reliability of the results and the validity of the research; the validity approaches of Denzin and Lincoln [2] structures
are used. In addition, to determine the validity of the questionnaire, the content validity ratio of Lawshe is used. The modified aesthetic-
Klaizi method was also used to analyze the information. Seventeen experts and 19 managers of government and service organizations
and 35 clients of these organizations were the statistical populations of the study. They were selected by purposive sampling method,
and data were collected through semi-structured interviews. In quantitative research, the DEMATEL technique investigated the
relationship between affecting and being affected between components. The existing gap between the organization's demands and the
client's supply was also created through a researcher questionnaire. One hundred managers and experts of government and service
organizations and 100 of their clients were purposefully selected using the pairwise comparison test method and identifying in the
quantitative section.

Findings: The findings in DEMETEL technique showed that the most impact was related to the factor of capable and knowledgeable
client and the most impact was related to the factor of respect for human dignity of employees. Also the findings show that among
the components of the organizational questionnaire, the most gaps are in the component of the rule of law and avoidance of illegal
methods, and the minor gaps are in the component of participation in client-related organizational systems by using the questionnaire
to collect the required information. In the organization questionnaire, the respondents claim that the client's supply to the organization
is much less than the organization's demand from the client.

Originality/Value: The results of this research can be effective in the theoretical development of the relationship between
governmental organizations and service providers and clients, and policy makers and managers can create intelligent structures to
reduce the expectations of clients and employees of governmental organizations and provide more favorable conditions for service
and receiving services.

Keywords: Client supplies, Dematel method, Government and setvice organizations, Otganizational demands, Person-organization
relationship, Phenomenological approach.
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Table 1- Minimum amount and number of specialists in content validity [43].
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Table 2- Evaluate items on the subject of client demand from the organization.
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Table 2- Continued.
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Figure 1- Client demands from the organization and the organization supplies to the client.
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Table 3- Evaluation of items on the subject of the organization's demand from the client and the

client's supply to the organization.
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Figure 2- Organization demands from the client and the client supply to the organization.
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Table 5- Convert components to agents.
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Table 6- The average opinion of experts.

epome Yl Pl Ol Pl Yl Yl )l Lujb

18.9 3.4 3 2.6 3.1 3.2 3.6 0 ) Jele
18.9 3.2 3.4 2.5 3.3 3.6 0 29 Y Ll
16.9 2.3 2.9 2.6 3 0 3.8 23 ¥ e

17 2.6 33 2.1 0 3.1 3.3 26 f Jole
18.5 33 3.4 0 3 3.2 3.6 20 Jele
14.2 1.9 0 2.2 3 2.6 2.6 19 7 Jule
17.8 0 2.1 2.9 2.8 3.4 3.3 33V ke

s BLG1 o e |23

Lo oo a1l 235 g0 o (V) J g0 b ooty K g 3 il 53 4 iN = KX M s B3| o 5o 93,5 Il 5
L{‘})m}b)}b('/'o\‘q)wTCKm\)J s o LSS K s 5 e sde 1 5855 wsSins 355 oo dnnloes Lagy st 5

aians LS| G ila -V Jgor
Table 7- Direct communication matrix.
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Table 8- Total relations matrix.
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Table 9- Inverse matrix.
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Table 10- The degree of influence and influence of factors.
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Table 11- Average items of the questionnaire of the organization in the two modes of the
organization’s requests from the client and the client’s supplies to the organization.

@ el gbas,e 5l plojls slalals oS s,
oleslw esrsb)
2.99 422 cloas 2ol gy 5lisyse Sylie o3g ol g e 1
2.15 360 jsel & v £ 97,0l (T 5 5 )kog3) Jhoss 5 05T 92,0k 2
(8b,0 Sleos o
2.95 4.01 &5z byl ol g lewlgs o o ke 3 -X-N
2.87 3.91 Sl yons losle glacamlus 5 GUS)S Gei 4 ol ixl 4
3.21 4.03 57yl g sogas Jlgal Li= 5
3.12 3.78 gt Alby 4 aga) Glosle ;5 €92 50byl (G390t LS, 6
(Olayemens plosle Jlgal Lai> g (S551 ol oloslo & e
3.02 415 gyl by GlLE il gl gy 7
2.89 411 97yl by o lepysls 8
2.68 3.90 sr ol g e slo)lis jl 52y 9
3.00 3.87 £yryol) el 10 by
2.84 3.75 g7 ol Ly ool 5 B3] bt cgle, 11 §
2.98 379 4 eocaenl s azg) gaz ol 05 plojle Cues e g colude 12 g
(Ol s oloslos =)

2.84 4.00 oSS & Slal g eateolss 13 ~
3.04 3.91 esm ol b 5l ole s (LSS il pli a azg 14 1
2.64 3.49 Esm ol g skt ol s eS)lee 15 v
2.78 3.61 £ 52 yolsyl Loy loli] 5 LSS plls o eS)lee 16 2
2.38 3.26 £ 57yl by (LSS o Shoe byl pllss o eSlew 17 .
3.28 3.84 el g Glpoe 5 QLS Sllss g b ulS (5,155 18 "

o g2 bl 31 leske GLaliolis 53 pleslur (saalidum y Slaay 55 (Sla e Kils 48 Aas o0 OLis 455 2 L Bl (sl Sils
Al o Olesle & gz 5ol glaaio o 53 Gledl (Gaslidin  Slaay 55 G S0l 31 50
robosls (aalidis s (loasgS )0 @8 sl 13 (295 093] B VY Jyor

Table 12- The results of the pair test in determining the gap in the items
of the organization's questionnaire.
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Table 12- Continued.
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Table 13- The average components of the organization questionnaire in the two cases of
the organization’s requests from the client and the client's supplies to the organization.
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Table 14- Results of paired test in determining the gap in the components of the organization
questionnaire.

Voslitaal U il tocy 5,5 55 sl L] s Slanyiands 5 D5 sladlojlon ys olaslor 53,5 sl 53 ke Syl Jko b

P 515 s grlas T leoglhs  boSle s loailge

0.000 952 011 1.05 o5T 5 aailgs £ 57,0l

0.000 928 0.09 084 Loy losles ;o 97 yolyl (o L3,

0.000 11.23 0.11 1.20 S5l ,e slroged 5l samys 5 (5 ke y5il3

0.000 9.15 0.10 0.90 £ 57 ol 8l D5

3 0.000 674 0.12 0.82 ooz Glasle & cote ol
-3 0.000 9.94 0.10 1.02 SLSS Sl ol cyle,

-

0.000  8.89 0.09 078 gsmylyl b Lo slojl slapllss o o5)Lis




Lol 55 (gyls sme Dsld aS dms oo HLiS \¥ d}.\e 23 gk Sleslw aelilow Slradlge 53 grguﬁ.gd 03 ) Q}A)'T@L‘I}
S (ol gms g glew) 313 3555 pleslu asliliw y glaadl o (o523 53 Bloslur @ g bl Baaio o 5 o H bl 5l plesla
Ol Wadlye 5 baay S o 53 b 08 0 308 5 0 b 1 s 5 V0 Jiader iz (A 50570100 (sl 51t (glao Lol

.M)uﬁ
solojbs delidinnyy (clodisS )0 o8 cn S 9 it crmes =10 Jpir
Table 15- Determining the most and the least gap in the items of
the organization's questionnaire.
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Table 16- Determining the most and the least gap in the
components of the organization questionnaire.
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Figure 6- The research main model.
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