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Designing a Model and Providing a Policy for Improving the
Performance of Local Telephone Exchanges
Using the ANP/DEA Technique
(Case Study: East Azarbaijan Region Telecommunications)

Ebrahim Keivan' — Soleyman Iranzadeh?*

Abstract

Background and Aim: Providing the underlying policy is to improve the performance of
public administration. Privatization is a change in the balance between government and the
market and in favor of the market. After the privatization of Iran Telecommunication
Company, increasing the efficiency of units, including local telephone exchanges, is of
special importance for shareholders. The present study seeks to answer the basic question
of how to identify the variables affecting the efficiency of local telephone exchanges and
bring inefficient exchanges to the limit of efficiency.

Method: By taking the opinion of experts and analyzing the data by the method of network
analysis process, the variables are identified. By applying the raw data to the data
envelopment analysis model, the efficiency and ranking of the centers in terms of returns
on a constant and variable scale have been calculated and solutions to improve the
performance of inefficient exchanges have been presented.

Results: Employee competence, employee satisfaction, customer satisfaction and
management skills are the most effective variables in efficiency. The difference in the
number of inefficient exchanges on a fixed and variable scale indicates the inefficiency of
the scale and the waste of resources by the exchanges.

Conclusion: It is necessary to select the heads of telecommunications of cities based on
individual and professional competencies, considering their low rank. Lack of motivational
competitive environment, decision-making power and risk-taking, and the existence of
various organizational and legal constraints are important factors of inefficiency.
Keywords: Limit Supermatrix, Matrix Incompatibility Rate, Privatization, Decision
Elements, Interdependence
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