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Abstract

The aim of the present study is to design a service model in Iranian government organizations with a behavioral approach.
The data extraction tools in the qualitative part were the Delphi method and fuzzy DEMETL (expert opinion survey) and
sampling in this part was carried out purposefully. Finally, 15 evaluable questionnaires were returned and in the
quantitative part, the model was tested using the structural equation method. The statistical sample was also based on 10
samples per question, and as a result, the minimum number of samples is 480 people (120 questionnaires per ministry).
The convergent validity of the questionnaire is more than 0.5, so the validity of the measurement tool using the convergent
validity method is acceptable. Regarding divergent validity, it is necessary to confirm that the square root of the average
explained variance is greater than all the correlation coefficients of the relevant variable with the remaining variables, and
its results are, for all variables, greater than the correlation of that variable with other variables. Amos software was also
used for data analysis. With the help of the opinions of experts working in the four ministries of Roads and Urban
Development, Communications and Information Technology, Economic Affairs and Finance, and Industry, Mining and
Trade, who had the four characteristics of knowledge, experience, willingness, and time required to participate in the
research, the data were collected and analyzed using the purposive chain sampling method. In the first step, 11 factors
affecting servitude behavior were identified by studying the subject literature, which were categorized into three categories:
internal factors, external factors, and Iranian-Islamic factors, and together with the consequences of servitude (4 factors),
they formed the initial research model. Next, using the fuzzy de-model tactic, the relationships between the model
components were analyzed, and a servitude pattern in Iranian government organizations was obtained with a behavioral
approach. The results showed that all three criteria of external factors, internal factors, and Iranian-Islamic factors,
respectively, are effective on servitude behavior, and this behavior also leads to improved creativity, individual and
organizational performance, and client satisfaction.
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