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Introductin

The client holds a central position in the administrative system and has
expectations from government organizations, where the way these expectations
are met affects their satisfaction or dissatisfaction (Namini, 2020; Alhammadi,
2021). In modern public management, respecting the client and understanding
their changing needs is considered one of the key pillars (Islam et al., 2021).
Client satisfaction can lead to increased public trust and national authority (Niaz
Azari et al., 2013). However, in public management theories, less attention has
been paid to employees' expectations from clients. This study, emphasizing the
two-way relationship between clients and government organizations, aims to
identify the supplies of government organizations and the demands of clients.

Theoretical Foundations and Literature Review

Modern public management requires understanding social dimensions and
citizens’ needs (Hughues, 2009). Various studies have addressed client
satisfaction, public trust, service quality, the role of public relations, and the
impact of innovation in government services:
e Sheikhi and Soltanpanah (2021) measured veterans’ satisfaction using
the CRITIC method; the reception unit showed the highest satisfaction.
o Rashidi et al. (2021) designed a public trust model; transparency and
government accountability were key components.
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e Nouri and Parizad Taserai (2020) studied the impact of public relations
on client respect in the Social Security Organization; public relations
played a major role in client satisfaction.

o Aloko et al. (2021) examined the relationship between counseling
service quality and client satisfaction in construction projects.

e Muksin and Avianto (2021) highlighted the role of government
innovation in improving service quality and public satisfaction.

e Heravi et al. (2021) identified factors affecting human resource
development in government companies, emphasizing empowerment.

e Shariatmadari (2015) investigated the most effective CRM dimensions
on innovation capabilities using a combined DEMATEL-ANP model;
“long-term collaboration” was the most important dimension.

The review shows there is no comprehensive model for managing the two-way
relationship between government organizations and clients. This study aims to
propose such a model to guide future policymaking.

Research Methodology — Qualitative Section

In the first phase, to identify the main components and categories, the
theoretical background—including books, published articles, articles available
in online databases, and other credible sources—was systematically reviewed.
In this phase, thematic analysis was used, and a total of 964 initial codes were
extracted.

In the second phase, aiming to reinforce the findings obtained from the
literature review, semi-structured interviews were conducted. These interviews
involved three groups of participants:

e Academic experts: including 15 faculty members in the fields of
Public Administration and Cultural Management, holding the rank of
assistant professor and relevant academic degrees. Purposeful sampling
was applied, and after reaching data saturation at the fifteenth
interview, two additional interviews were conducted for further
assurance.

e Managers and experts from governmental organizations:
individuals who had more than 10 daily visitors and direct contact with
clients. Purposeful sampling continued until saturation at the
nineteenth interview, followed by three extra interviews for
confirmation.

e Clients of governmental organizations: sampling was done through
convenience and voluntary participation. Efforts were made to ensure
diversity in gender, education, and age groups (young, middle-aged,
elderly). After 30 interviews, data saturation was achieved, and five
more interviews were conducted for confirmation, totaling 35
interviews. Each interview lasted between 20 to 45 minutes.

The main interview questions were:

e What expectations or demands do you think clients have from

governmental organizations?
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e In your opinion, how should the services of governmental
organizations be provided to clients, and what characteristics should
these services have?

In the third phase, qualitative data content analysis was performed through
coding. Initially, primary themes were extracted from the literature. Then, data
obtained from the interviews with the three participant groups were examined
and coded. Subsequently, duplicate codes were removed, similar concepts
combined, and grouped into main categories. Ultimately, the components and
categories were consolidated into two groups: “Clients’ Demands” and
“Organizational Offers.”

In the fourth phase, a thematic network and the final model of the study were
drawn based on the qualitative data and the conducted analysis.

Validity and Reliability Assessment of Qualitative Data
In this study, to assess the validity of qualitative data, four criteria of validation
were used: credibility, dependability, confirmability, and transferability.

e Credibility: This criterion was ensured by maximum variation
sampling and continuation of interviews until reaching saturation.
Additionally, content analysis and data review were conducted with the
participation of experts and interviewees.

o Dependability: Initial coding was performed by the researcher and
then reviewed by an expert. To assess reliability, a double-coding
method was used, and the percentage of agreement was calculated,
which was at a desirable level.

e Confirmability: All stages of data collection and analysis were
documented, and the research process was presented to the research
team to examine confirmability.

o Transferability: By considering diversity in gender, education, and
age among participants, efforts were made to enhance the
generalizability of the findings. Furthermore, a precise description of
the research context and participant characteristics was provided.

Validity and Reliability of the Instrument in the Qualitative Section

To examine the face and content validity of the questionnaire, initial
components were designed using qualitative findings. Then, its validity was
reviewed and confirmed by 15 professors and experts in Public Administration.
Subsequently, to quantitatively assess content validity, two indices—Content
Validity Ratio (CVR) and Content Validity Index (CVI)—were employed. The
obtained values for both indices were within the desirable range and above the
threshold, indicating appropriate validity of the instrument.
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Analysis

In the qualitative section, the interview texts were analyzed using the inductive
thematic analysis method of Braun and Clarke (2006). After confirming the
validity and reliability of the questionnaires, the research indicators were
extracted. In the final model (based on Christoff’s model, 1996), the
components related to clients’ demands and organizational offers were
identified in a balanced manner.

In the quantitative section, the study was conducted using a positivist and
descriptive-survey approach. The data collection tool was a researcher-made
questionnaire, whose content validity was first confirmed by 15 experts using
the CVR and CVI coefficients. Then, relationships between components were
analyzed using the DEMATEL method, which—based on expert judgment—
determines the influence and impact relationships between factors and
guantitatively measures the intensity of these relationships.

In the DEMATEL analysis, factors were divided into two groups: causal
(influential) and effect (influenced). Components such as neatness and
orderliness, ease, ethics of service staff, and client empowerment were
recognized as influential factors, while components such as information
provision, responsiveness, respect for human dignity, continuous service
improvement, a safe and ethical environment, and effective services were
identified as influenced factors.

Results also indicated that the strongest relationship existed among factors
related to effective services, while the weakest relationship pertained to
neatness and orderliness. The final model of demand and supply in the
organization was shaped based on these analyses.

The statistical population included managers, experts, and clients of selected
organizations, with sample sizes reaching 150 individuals in each group. The
reliability of the questionnaire was confirmed through Cronbach’s alpha.

The mean of the components related to clients’ demands from the organization
was higher than the mean of organizational offers to clients. Paired-sample tests
showed a significant difference between demands and offers. The largest gap
was observed in the component of neatness and orderliness, and the smallest
gap in responsiveness. Overall, respondents believed that organizational offers
were less than the expectations and demands of clients.

Discussion and Conclusion

This study was conducted with the aim of identifying the expectations of
governmental organizations and their clients, thereby addressing a research gap
concerning the internal interaction between organizations and their customers.
The results revealed that “service ethics” is the most influential factor, while
“information dissemination and awareness” is the most affected variable.
Moreover, “effective services” exhibited the strongest connections with other
factors. The factors of neatness and orderliness showed no relationship with
other variables.
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The research demonstrated that the factors of neatness, orderliness, ease,
service ethics, and client empowerment serve as causes, whereas information
provision, responsiveness, respect for human dignity, continuous service
improvement, a safe environment, and effective services are considered effects
of these causal factors.

Findings indicated that clients’ demands and organizational offers are
interconnected, such that any change in one influences the other. Additionally,
reducing the gap between clients’ expectations and organizational offerings is
essential to deliver higher quality and more satisfactory services. Such
satisfaction enhances trust and social participation and prevents administrative
and political crises.

In the proposed model, strengthening the bilateral relationship between clients’
demands and organizational offers leads to improved service delivery and
mutual satisfaction. This innovative model can be effective both theoretically
and practically in the development of public service management and can assist
managers in designing intelligent structures to reduce expectation gaps and
improve services.

Keywords: Client expectations, Client demands, Individual-organization
relationship, Governmental organizations, Organizational offerings

JEL :H82, H83, D23, D73.
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