Journal of Public service marketing (Psm)
Vol. 3, No. 1, 2025, 60-78

Determining and ranking the barriers to promote digital monitoring in banking
system using AHP technique (Case Study: Currency Unites of Tejarat Bank)

Amin Nikpour®, Atena Mirhosseini Vakili**

Received Date: 2024/10/09  Accepted Date: 2024/12/18 Published online:2025/05/24

Abstract

The aim of this study is to determine and rank the barriers to promote digital
monitoring in banking system using AHP technique. This study is a descriptive-
correlation research that has been conducted through the survey method. Also this
research is according to aim the development- applied research. The statistical
population of the research consisted of managers, deputies and IT experts in Currency
Unites of Tejarat Bank in Tehran City and 30 persons have been selected as sample
size. Data collection tools were library studies, interview and questionnaire. To
analyze the data have been used of one sample t test and analytic hierarchy process
(AHP) and the data were analyzed with Spss and Expert choice softwares. The
findings of the study indicated that of among barriers to promote digital monitoring,
administrative-executive barriers have had the highest rank and cultural-social
barriers, technical-specialized barriers, legal-political barriers and financial-economic
barriers have been in next ranks. The results show that challenges in management and
operations hinder financial institutions' ability to implement digital monitoring
effectively. There is also a clear need to reform management structures and enhance
decision-making processes in this area. Policymakers and bank managers should be
encouraged to develop appropriate strategies to address these barriers and facilitate the
implementation of digital monitoring in the banking system.
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Abstract

Companies use social media as part of their marketing strategy, but the need for more
research and experience in this field has been raised in order to develop a more coherent plan
and method for social media marketing. In general, social media marketing for start-up travel
companies in Iran is relatively new and therefore currently provides numerous possibilities for
marketers. This qualitative research aims to investigate and analyze the components of social
media marketing in order to gain competitive advantage for new travel service companies,
using the content analysis method with a category system, with a future-oriented perspective,
and considering opportunities and threats. To reach the layers and dimensions of the subject,
the researcher used the qualitative content analysis method and applied the inductive
classification method. By presenting and assuming specific definitions before starting the
research, he studied the determined texts and compared the predetermined definitions and the
analyzed texts to judge the absence or presence of instances of that definition in the desired
texts. Finally, by grouping the concepts, he identified indicators that these indicators or
subcategories have been classified into 18 categories or components and in the form of three
main dimensions (themes) of organizational resources (including concepts and categories:
general human resources, marketing human resources, customer orientation, service quality
and profitability), social media marketing (including concepts and categories: attracting more
customers, customer orientation, active presence in the market and efficiency) and
competitive advantage (including concepts and categories: low cost, higher profit, wide

.(influence, competitiveness, budget allocation and branding

Keywords: Marketing, social networks, competitive advantage of travel service companies,
content analysis
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Presenting a Model for Developing Cosmetic Products Based on the Combined Method
of ISM-DEMATEL and Artificial Intelligence

Behzad Balazadeh®, Hossein Boudaghi?,Morteza Mahmoudzadeh?®

Date: 2024/09/21 Accepted Date: 2024/10/19 Published Date: 2025/05/24
Abstract
Product development, in general, is one of the main ways for companies to survive in
competitive and dynamic markets. Considering the high failure rate of new products in most
companies and in order to better respond to the changing needs and preferences of customers,
increasing satisfaction and strengthening their loyalty, expanding the market and
strengthening the brand, creating a competitive advantage and ultimately increasing the
profitability of companies, product development is of interest. The aim of this study was to
present a model for developing cosmetic products based on the combined method of ISM-
DEMATEL. This research is an applied research in terms of its purpose, because in addition
to the awareness and scientific aspects, it will also have an applied aspect for related
companies. Considering the purpose and nature, this research is a mixed research (qualitative-
quantitative) in terms of method. The approach of the qualitative part was grounded theory,
and then the variables were leveled and the relationships between them were determined using
the ISM-DEMATEL method. The results showed that the model of developing cosmetic
products with an artificial intelligence approach has 85 open codes, 18 categorical codes, and
6 final axial codes. The main categories included advertising, packaging, appearance, quality,
price, and distribution channels. Also, based on the findings, it can be seen that quality and
advertising are the linking factors, price is the influencing factor, and packaging, appearance,
and distribution channels are the dependent factors.
Keywords: Product Development, Cosmetics, Artificial Intelligence

' PhD Student, Department of Business Management, Tabriz Branch, Islamic Azad University, Tabriz, Iran
sbstbz@gmail.com

2 , Assistant Professor, Department of Business Management, Tabriz Branch, Islamic Azad University, Tabriz,
Iran (Corresponding Author) bodaghi@iaut.ac.ir

* . Assistant Professor, Department of System Management, Tabriz Branch, Islamic Azad University, Tabriz, Iran
mrtzmahmood@gmail.com

45



oo Slovs byl alilad
83-Y0 Olxaw ‘LSMj)J dlio s\f’f)l.e). A O)Le.:; Ay 0,99

5 sian S SISM-DEMATEL oS5 2y 1 e sils] Y paes dan s (8151 Jobe 1)

A e YEo - Vo,
03035 samme o250 pgd axlt Bl e o3l sl e

IAEATEA (RA ERt FECRRY 28 JRVY) PRIV U CIRR 2% U/ ) & PO RSN

oS

- “

@ 4z b cwl by g (0B, slayll o laes b sl sl ol slaoly 51 (o (IS b 4 (Jgarme dxwgs
oRIP Gl jiie Slovz 5 g lajls 4 e Gl S 9 LS 20 ST 50 waxr SV game CeSlE YL 5
S5 (659l o9 al38l Cales 5o 5 (SR8, Cuje Slmbaiyy a9l i S Ll g,y gl 5 culs,
=55 09y 2 e (saly] DY ez axg gl (Jae Sl aalllas opl Bas sl 4z g 3550 Jpae dxwg
i ol 45 Lo wod 3,5 sl o wban L 5l ko ol ol 039 ISM-DEMATEL
ol camle 5 Ban 4 dzgi b cils dalys hadie la CSL5 glp 5008 Az el 5 Lisu ST
55 5 Sl 009: (55585 ST (AT i 9,85, Bl (o0 (oS- (AS) il gty S (g 0 ) Gy
Joe a5 ol ylas mls ol Laseie Wl o buly, 5 o mhaw e ISM-DEMATEL 3, L aslol
oy o5 £ g gl Wsiie 05 VA Gl a5 AL (s egian gm0 Sus, b (il (ol SV paze dnug
039: 22395 sl JUI g ccond S (5 ol S (g ang (bl bt Lol sla algie ol o ol
Wiy 3 (59985 Jole Cuad (guigny Jolge Sl 5 CodS a5 050 (0 somlive b aidly bl p (eizres el
Bl (oo atly Jolse @3e slo JUB 5 6ol S s

S gman Sogh (i y] (Jguamo axugi 1 gualS lols

dadie

oolitwl cuwl 4l lg; gz O30 9 0U) Gl y0 Logat 4 &S anslr ;0 39z g lacaaly 5| (S 0j9 4l
) 955 syl Slge il elgil b U5 Logas 4 o3l slps 5wl Gaal)T SV game 5l 938l5s, 5 bk

Jw@wsmlmbLgﬂ.ia.:..g@L)olywljlaow‘dlolfy@}é‘sukju)oul‘aso;@w}sj&lj
f . . .
Oldlae (YV- ¢ o) Ken 5 oS ) aiS o cddlice 055 (59, Giam )0 1) (s Jlows 5L 039> ol jo

; N . y )
sbstbz@gmail.com 0l ;15 5 Sl 33l oK iilac s 5 dlse S8 550 Co e 05 S (6,555 (5 szl

. . - _ _ Y
bodaghi@iaut.ac.ir (J sies sl 5) Ol 2l o oDl 131 o &kilsc 5 5 5e S50 o pde 05,5 Skl
. . - ¥
mrtzmahmood@gmail.com ol 5, e el 3151 ol S5 5 55 Ao septomns S e 038 5Lk,

4 - Mc cabe et al.

\s



oo Slovs byl alilad
83-Y0 Olxaw ‘LSM&?)J dlio s\f’f)l.e). A O)Le.:; Ay 0,99

5 955 Gl wes oo g 3 QUlsz Olal )0 il (oaeb w83 s ez 5 350 L)l 5o ST a5 s e (LS
ol YIS sl 559 aadio VAV dg0m aVls Jlpl 550 g (b5 aed ools lis Ly eaias Hob 4
SheYb ooy a5 cul o 51 S bl cpl waxian Shoyly ol jo iol)] OV game piin g AuS o 4je

OF g0l oy Syge Slnl 1o O30 5 005 s g aibiaysls o ol pjls) 8 yme

S8 Jgazme dwgs dingy w0l 51 651005 )98 laplejle Jiien o9 el Cenlaplejle OMSEe (2 S5
sleas e g wlools plxil 1) (g0l slo oM 8890 wslyd iz 2l gl g Wileo S wlus! os5 4 )
Cd i S5 ,sld 5l (gl oo a8 5 IS @ 4y 25l 5 Laastie ol Bl dalojle cpl jo lealds Lae | SaSie
5 oRlIl) 048 o axlge S b sl wo OV game (Byre Cel S Sl e, g 098 oo oolaiul
. .o . : o - a . & . ) . 3

Sy s il 395 b o loanls jsb ar (eoran Sh9p i laglejle jo (VoA 5y
g ol a3 F IS 4 Sleojle Co pae (6 S prenal jo g, A g Al o Slasl mlie Cu o alise slas Sles
‘Yol)lio.a 5 6 2olx) wipd G 093 (61,50 g 0uilS Wi o0y, ) 4 U aS 0 S lpoe 4

(Y -YY

@l 4 b syl glsyl @ bolejle @ly 1) @lacod (sp p e oy plo 5 (e5ias (g0
39% oy b )lpl ploie 4 (eorae g (V-TT ¢ plen 5 Jlg09) lasloyw 5 Sllas sloaisn
)b LbuT u‘).la; 5 LJ) L)L' Ry 0g J_,_QJL, 9 oj.&llg L)L’ ’...H.A“ W GL..A O 67...........) ‘5....»)......40 ‘Sauy C,u..:‘)‘é as (_g‘ool.:.”
Sl loas 5ol )5 g 5580 5 s drwgi ;0 S o S8 g om0 bo ar | cloixl g (o3lxe calisie slaaSiis

VYY) g g Sign) ousS” onliiul alys 5 oledlol )]
eile STl () Erae i lasysld s Sl 6psks n Shete Jluzms B yas 0 (SN
& eeran ign (VoYY Ol Ken 5 L) ol 03,8 395 b9el dlaz 5l (S olal ples ) (Gwes 5,050k

! _ Hallikainen and Laukkanen
2. Chaudhury et al.

*_ Budhwar et al
4Yuping Liu, et al.
5

. Belk et al

® Artificial intelligence

v



oo Slovs byl alilad
83-Y0 Olxaw ‘LSM&?)J dlio s\f’f)l.e). A O)Le.:; Ay 0,99

6 ienss 51 ol y b SLoladl alosl 5 095 Layme ulogdy 3265 L ey co ,Lai 4y 45" 05 oo 3ol s loaiboles
VY oS 5 Seulgd) Wl slalocadion (L3, o ols Glaal 4 oliws sl

Gl Zaze bix g ol o eglas Gise o5 placus b 5l gaey b G WSS prlls I e
Oinm b aes o 1) (Gl pl Gl glo 48> 4 cgtan hen 5l g0l albld cies oo &l UL,
o4y )5 4 estan Ghge pilie aies (Ll Slles LIS 5 w5l Cans a o8 BB, 5550 50 g0
VO Lo, a5 (usb & el Ol sl 53 IS 550 (Sl L3 Cumdls G o 03 oo > o oo
Oly BL) Llodoisy 35 (e Jiga b do)s Vo U1 odiS Gpae cols, Sop lacs 55l aa)s
YY T S

é"L"'a )‘ LE)L"""’" “‘5]“*"" cely "\"ygs" 4 ol )"‘3“" Slasil 9 °)9‘B':"“’ Ao “)"“*")‘)‘5 LS)BL:"é S8 SEFean R
S Jlo Ve (b T gyl 5 b (Sl 5l )l 5 S G002z oy ple (nl 05d o)l 5 S
Sl ooy oolatnl b )l5" 5 S 5 molio 31 (g leun 1o (6090 U 5 (ol 5 i 9 a8l anwgy laiaiils lawgs
ools sladcgasme 35 s ;0 ¢ Flawlowe ©ja8 10158l Calal a4y 59,0l GLio jo g2y I L (VY. ‘v5|olg.)
ailgld syl So @ e olails il Sy ) esran (gn omdle S0l o ekapsNl Cdyiy 5 Sy
Slass )l @indS Jlo cpazz (b )3 sl ond Jas aselz 5 )l 5 oS o 50 I35 8T 5 6018
VY T 5 ) Wlosls i LLs e L]y (6,15 Dlolsd Coptle egime oo

Lo sla,585" )3 6315 5 S 5 (o slacaglsl 51 (S (segman Go9o (659ld 4 (oliws ojgpal w05 (g
9 B2io0 5l (SHp A g Med (fgias (Bg )3 (S8 Sériey Olrte 9 soga L) g S ol
doia | G155 S 09 0 plnil (5 y9lid S5 slacS b Sl (oS Slawi Gayb 5 Lo o ol 4 bgye dxwg
a9 Yo o,Lle YV B VA Loyl a5 sas o oylid 00,5 muiw Ll (6,58 odee &8 ,15 YO 5l 4 6355 S
Gloyw a5 Yo 0,LLe VY B A beeS i plo g wlos S anie YoV Jlo jo coias (igd drwy lp &l
i Ol Kl (55l 5 ple (npsline (gl ailools (plaisl ojom cl jo Jlab slocS,h 0y 5 5 (g )lIS
o5 Gp x5 BB (535 5 5Y0 ke Vot 5l iy VL YYD Lo b IS el (s S 55 a8 o
(T2 P ylid 5 ple o (s1y98) 0,5 wanlss ana

L Foltynek et al

? Beata Piatkowska
* - Yadav

M. Li, et al.

> - National science and Technology Council, (NSTC).

A



oo Slovs byl alilad
83-Y0 Olxaw ‘LSMj)J dlio s\f’f)l.e). A O)Le.:; Ay 0,99

o3 gl jo Ll sy oblb i)l eoran Shen 5l oolitul aslllas a4y (YY) o Kan 5 Slivge
s b g me Gl aled 3 5 838y Sl 5 5t g, Spete sl s imn s 5l ool
. . v : S ; “ Y oo . .

05,5 55 i b srtle slagSiS 5 egtan hgm S YY) “ism 5 sl iols ity |, seyias
o Obyie b suile slagSias 5 cgian Lhgp aS ols ylis sl gls aiols 8 anlllas 590 |y (0T 29,8
Sl oy o (1) Tl asly 4i8ls T (b w03 Cario 03, 5 (s e 51 Iy
(Cmeo (ol 4w twd O men (g3dnte ol a5 sl DL (g C,l:.’ s Lgan (hed hpdy
i 53 Ol 3y laslaaial 5 Sl (g9, sl 5 Lasla s 4 e s (slad > ol 3 JAKT o=l
2 e ol Y game drwg slp Jow @l adllas cpl Bon faoge Cuedl 4 Az b g Jlgw opl 4

b o ISM-DEMATEL

Gl s =

3325 2 5l amlas b oS Casl 00y (S g o oGy, Sl 5l g cnl iiesle g Bus 4 4295 L
Olpde g (Egmas Lign ojex 0 sliiils aslul g le] drals el 60gs (5,985 20l addllae 3,50, 0 plxl
g 5o Al plxl (6 Oigo 4 (S Aiges (iBu (pl ,0 oy ciul)] GV game saSudy sl oS L8
GOlS 5 Lol Bun 09 axxl e 5 ol Bl 4y axsli> Lol 3 5 ch).[ O Ogd oo (S dige oy, 5l g,k 6,8
P ogSen sloog S (sl (Jg 9yl 092y (AS 3l 10 digel w2 (gl (ool oacl ax ST.culaslg, (A8
S gLl 5l el U 5 baslas .l ool slpiioy axly Yo UVY 5%aal sloog,S (gl g axlg A L
CS 0 Hlpde g Laas her ojs ;o olliils aslul) hlisle 51,8 V0 L adlas ol 5o .05 lay aslol
ALl 5l glesl el (ciml,] @Y game oaisSadys lo

GRS Bged She) 99 5l S gl )0 Al plal wiedie g g (AT by, Bhie Cor e S0 GRS Nse
750505 3 DM (1 5 e oS S S Slaiag% 0 Ygens 03,5 oolitul By AglS 5 wredan
Qogy " ledbl 51 " PMasl 4 4T sgei Gl SEALSES L ¢ Ghse 1 g oo eoliinl Bas p e

1 Mustak, et al.
2 _ pantano and Pizzi
% _ Chat hot

. Chatterjee

¥



oo Slovs byl alilad
83-Y0 Olxaw ‘LSMS)J alas s\f’f)l.e). A O)LQ-»:J Ay 0,99

Iy andllas s a0y 5l (598 (5 pgeal 45 Wad Sl sladises « aS slaiagh Jol elul 5 aS e ol 4
S92 b (G IASAS £o5 dw g (olay ools 4y ai) (6,955 05 )T g, adlllas S Jidu S5 elul Lol e &)
ools 3l aiwles (5,05 slo pb b aS) ol ools &yl .ol ploxil MAXQDA (1581 6 5 L oS cowl 00gy bl
388 Sl (6l 5 oyl ple (Bi (g, Sy (99h (o0 ASLD G 90k (555 5 (6l Akl (5,98 o

ol D925y agl il ool 9 )58 35k by VAPV Lo

--" *@Lﬁ_
A5 al> o 0 lg aS 050 )T Slolis algie VA ool Slulils 5L oS AD (gl aS 04l oo canlice by aidly 4y a>g L

...\.S..\.l.))f S5 Lg)L\f

Gt ol se (g mn 5 gl e L gLl SS ) U

Goe SIS IS Gl sie 5,15 a5 ol g5 s
CotS oS 5l Sl L Ol so dsames O3 L5 b ax g8 ey

a.,\..vj‘i oalaiul )j,\is

M 3 51 ol Jpame Glatiy
53 ok eslial (551 5SS 4 a5 L Jamme (5,850 e 3l e 2l
55U sl 5l eslinl Jie J suams OB LS G pme S

——————— phe o 0,508 550 Pl 4 e

LSl = 5l eslanal U5 5 5le

Caud 0 s S QR)}A‘))@L)L»@%&SC#})JM )))}&Qobjb@wcﬁc})ﬁ



oo Slovs byl alilad
83-Y0 Olxaw ‘LSMS)J alas a\f’f)l.e). A O)LQ-»:J Ay 0,99

Srobly gl b gl awlis s

a.,\.':‘jb)}.is QJ}.{ ru?

L, 4 S ot S

e 53 Jpame e (6,5 OIS

o b s

BE) JW&)U{L))L«& rJ&

oslazal sl 81 o b G 4y 4 55

J_’.d}r.&‘)‘ s S

JW&L&‘;}L} j@ﬁ))d)&ﬂfl)))@)w

ol )
J..éﬁj (}an fpl.& )\ oslatul ¢J&
b oLl b sl
dwa:l.i:.m\ Lﬂjé})i)%ﬂb};}}jr”

oS oslanal sl 3l 53 e 510

S Caud (651l

Sl 5955 Gl Y sl s

LSJU'? ol oslaul

Sl s gl S a3

6\ 092

Sl

o

Candls b Jpeams DLl 025 Golate

Sl b e sl adae lasl g,
L S Ld pame Sl x5
Ol sl iy b a3 i
yams 0 oS

LQ\J.' d).a;r.aoé_,.v J)A;-M.ULJZ\

sl slay piS

JM )\ s lle ijv )\,\.5.» sdalin QKA‘

Qs B 51 Y g 51l eslina

St

w‘aam\#)‘dwwa\j]ﬂ
r,\;lg_&;&:;du,)@;\i&;ﬁénﬁ

ﬁJCmJAﬁ)

S, LSl S50 03 S S5

G 3 lames b (5,850

6\‘}.{ QYW%J)) Q.LJ:‘)L C_,:-b

o.)&.'Ss_é)..m

Sl sl =S4 b Dladss 5 s
L g oS A5 LS (s

Tace

g}"'sﬁj )bb U"JL'N‘J" ng‘.g Cad :



6JAU§J§.}

oo Slovs byl alilad
83-Y0 Olxaw ‘LSMS)J alas a\f’f)l.e). A O)LQ-»:J Ay 0,99

okl Sysl Ca3 Iyame 3,08 5 g rie S5
oS Sl (g e S 2
Cod Ay
Y eams 4 5L Ol e
B st cwd Y gams Sl sl ool

N s 4 5ls Ol e

CA—::‘J> u\J.> 6[.& °"\f."li )l .,Uj._: L;Gl.l;
a5 L 0L e WD 55 o S
la Lﬁ’h'w ).1:_1 LY
b g e el 53 (g a
J:>l)
Ol iie s 5 Ly alb el
spbL

S OB 4 e OB LS 4 e Ul
QL&}J_@ o.la.p}[)\)].lgl{

b alal 5

35 5 OBAS sl guamme 5555 O 5 Ol 4 4 55

o8 us 5L w
sdes o J s jos 5 4 ax g
oL
e3P e OLiie 4 odis 45 2

oy

EPJPRREINE
Lols > 55
Lol Ol e
o DY s b B,
Sl Dols 5 ls o o 5
08 A w b OIS
el = Ul
Y pearms b sy K

xﬂaﬁgwfljla

‘;P'WLQL“JSQL“M’)")

S 5l ol Jpmamme oLl
e (gls e 3 a3lin
Lp >k
Jpame a3 Ol g 2
yame SO 5,50 @ Ol 4 4 58

)))WLAM&L@ Jus Sy

C3y a5 ol 2 S A

C))l?r_? d\y;;;ﬁbﬁf S99

5L 53 S OV peama 3555 51 (6,5 S

WB&&)JMJ,A&LA)[S}WS

Lyl Sy en 2



Silme Dl

Ladds Sl

SA s e

oo Slovs byl alilad
83-Y0 Olxaw ‘LSMS)J alas a\f’f)l.e). A O)LQ-»:J Ay 0,99

Slals 6l sgie o315l eslanad
il gl I sl eslizul

Js) s s e Sl

o sle s S sl Slids

oL 2l
JW Lg\jwl.m)\:.& )ﬁ-j
sdos o5 Sla play

AO

30 s 2ol e oS sl

S sl

3l i 5l o] Sl oSt 31 oslic
S e sla a5 sl
Silms Slakd JSS 5 2 ol

v’i“:fl r}lﬁ Lgl.@.hliﬁu‘) LL Jﬂjﬂ“ a.\:J_U

Ol stk

_WIFDA e
el DS

Sl b 5 b CLES 55 555
OBLS G ran L OS5 6l s
QK..ZJ'._: 4 DY games QLS Cg
S b 51y nbie s
St 5 Gl e 4SS s a5l

G el 53 Jgeme OlLLLE b

Erian B9 5505, b (il (ol S game dang Jae 45 553 o oalive 3 slo 3L 4 az i L

el o a8l S 5 aslsl 45 a5 0l e ales 6y57e o F g (sl lsiie oS VA L aS AD (sl

oY



oo Slovs byl alilad
83-Y0 Olxaw ‘LSMS)J alas s\f’f)l.e). A O)LQ.:J Ay 0,99

Gl Ly ol o
Slils

il olinls

93 ey

l

ity dg eyl
Gy U adsly
Coad CakS sl S
— - S L
Sl Copda¥ ST Sy -
s 518l a3 Condd e — b S
e 0 o 6ol 5y Jyaxo gl S
: — Jgaos el

I

£ dslis Llge
pig sl JU

Gl ylg el ale

9003
S S e

o3l o osas Jiga leslizad b il OV puass axe g Jde ) IS

ISM_DIMATEL .S jhs,-

@l Jelos Olgie r Jole 7 Coles po la ools Jlod 5 (6595 005 S Al e Sl ey 0l oLl oled Jelse
ol S90Sy @lge meities OlpSl 08 5 Bad et WD 0y Gudios 5l Al e opl 4 g wad slulis
Loy il S el anlE 008 (o0 Syp0 glse 550 % 53 Ol (795 Slaslio Gy I Bl 08
aiey opl po Bl (oo 0ad (Brme 31 Sy Slemlide p (e g OB S0 slo Dglad 5 Ok
Sad plgie a5 Sy wgzge a5 O polie e B 28,5 18 0y S Ll ) abgyye aolitis

g Dbl Jaw szl ol Ll

acgozme g Jolo o] (st e Jole 1o (gly (695,9 Assame ] oo Caws 4 S i g (25,5 «(595,9 Asgene

of



(SO Slovs @b)bb aollad
A‘\—f& Slorao ‘(5“"“9)" alas s\f’f)l.ec' A O)Lo.& Ay 0)50

5 79> dsgeze ke 5l ndy il Jelge aegaze S0 lo 4 adiloe ule ()T Sl Jsle o gl (295
bad ;o 0ad dil )| Dldgs (e S (plaind (oo JSAT) (6399 degerme Julo p )l ST Jalge acgocne
33,5 (o0 3l 00l o

Gaos 53 ol plulil (sla adl 4o LSJ-'Q.CE-“?V Jsd>

3, Jolss 3503 SIS S o
\ oS VY e AR VY XS £ c]a.,«
Y S RAT VY8 VY8 ol o
¥ ol S AT VS VS ol o
¥ Cond f Yot ¥ 055 b
> 35 e JUS R oF os ol g
2 el | FOS RRRY RENY 095 s

555 STool iy o e ga)lS Jalse ol Jol sl o5 05 o snlie s slo 4zl oll
il oo ey Jold pg mhaw 9 5,13, Jelgs Jol poo mhaw ¢ o e Jelss

(ISM_DIMATEL) .l Jus:y IS

AN



oo Slovs byl alilad
83-Y0 Olxaw ‘LSMB)J dlio s\f’f)l.e). A O)Le.:; Ay 0,99

Joe g 2l oy sl 4 olitws g 658 Gyt GHlsle gildae @ by e Slewle plxil 1

An o5 el (rle 95290 ediane yoé g rudine Sl 5 wlge ol (6515 5 mhaw ate) )0 @ilge oad (ol
5 SIS e B o Jelge (g atws JLis 4y gyl 5513 ildan (sl (eSS S5 Glsie @
Gy 5l edelss (Sals 0583 Dya8 Jloged mea i Julod cul 5l Bas sl K008y Wil Ggye 0y 5
(gdae (goi Aiebs 09,5 ez j0 Jelge al>pe onl o il ol Julow g 4525 5 ol B L stes e pile
ozl B e Jelse 0,5 o)Ll paus bl jo a5 aigS (Lo (63585 5 dlwly (Gigny LiressS olse

Sy oy et ile 3 el nl o jskie aay 0T Cews &y alse al (S99 mriiens o g popdins ]
) 00l oolazwl ML....Q )in.\&: 5 e‘s.c MM)...C 9 W.A.M u...:‘).:‘ JALM as LS’LQ’"

ﬁw‘jjﬁ‘}b u“"ij:”["’ Y Jss

CosdS Sde iy | el IS

358

)

Aolol ;o (600 punli (3] AT Dg0d el Aiwd Slpz w1, Jolse g oo S0 S Judo g o bl wlal

w‘ o 43‘)‘ st.\} )O

Jelse Jles > $3 58

g

el 9

S s




oo Slovs byl alilad
83-Y0 Olxaw ‘LSMB)J dlio s\f’f)l.e). A O)Le.:; Ay 0,99

Ji&cé@%u)ébﬁ&b@.«:ﬁcéJaﬁ&b&Q%}%ﬁ)y&e.xﬁwLﬁﬂ\.:ﬁl.luﬂt.u\j.’

Al m aly Jolse 55 sla JUS 5 (68l
S5 o 5 Loy -

Sy97e 95 £ g gl Algiio oS VA Gl aS AD gl egran (her 0 Sug, b (il (oal)] DY gams dxusgi Jas
059 &35 G JUI g cod lheS (0l S gaty dn Sl ol Lol (le algie ail o0 2l
(ol Jold goan din Sl oo (98 Glgegn 9 Silme DLl wiedae Slils Juls Slils ol
el 035y 5,0lb % 5 (b elia Jolt 5 0l IS el 035 Jpame jl osliiul 5 Jgaze sba (Sig
5 o0 STol Caasd o5l Connd ol Caasd Cansl 0553 L, ot 5 Censd i eentnS STyl ol CopnS
Sl 00gs JBlo (FaisS ab,e g g8 00,5 (Dl lg 5 Dl jolo Jold a595 slo JUB sl 005 o (7551 ]
B0 5 Sty GOCS 23 S iie azrg el Glar )0 e Y5 g s O 50k (S o5 2l sas o
b oS oo 5 (ngh (bbb auilsge dgeie 0Ly 4y Sl 1) 095 5 aiin Jles i oS Cunl ol Sl
5 Bax 1) el byt (U] laaialss el b 5 LS, 4 Cd (b it 4 iz SYgame al) 5k
arwgi dnld Sy alply el @ge slacS il olaSilr ey ples Gl WS Qi Iy sas ol
95 S¥>) Sl (§)900 LSS (eled sl wnl B (nl o i lavsly 3 Sles 05l 5 wux DY gaze

OFY syl
(G A 5 (53985 Jolo Ceard aigny elge Sl g CokS a5 09h (o0 cnmline o adly bl rizres
Cupde 3 (Syae Ghee Lol slaon)l5 5l (S il e anly Jelse mjes sle JUS 5 6,0l S
s slap o8l sl oslainl b cusls (n Gy (ol Sl oolitul b dsgs 5 Y guasms 5 Lol oty 10l yiee
Ot 9 Sisn g |y Ll glo culy s 5 lie L gt 5 L wilgioe LSS (eian
CodeS g o 3o aie; )3 ES 8 0 yShes g Sl (g, cpl S Jleel | 0dg 5 il arads lajSal,

N



090 Sloas sl I3l aolilasd

83-Y0 Olxaw ‘LSMj)J dlio s\f’f)l.e). A O)Le.:; Ay 0)30
Wi, 5l ool b oS oy L jo SV gase a395 9 odsi sl |y b)) 5 ool inl o s o5 i
5 alie OYsame (od; OV game )b yidn adads I JolS 5 380 dog wilyd co ES 10 egian [ogo
Al anlls 093 b i Solo )bl culs, ¢ basls
Cojo baas> g obml jo eaias Jheo aS olacas B 5l g cads 5l LS S e ils e &S 6 ke
G i B ass oo |y Gl plle o8 0i 4y egian (heo .05 )ls g0l alold wims oo &l 0B, gl
3 ae,e AY L..,).q.; a5 Gk s Gl 1) s Slles OIS g aiygl caws 4 ol 8l LS, 090 o
oy VO 5 oS Txl 1y pile (5,50l 5 (eoman ign sloejspn U aiue aie addle 5,5 sla sl
‘\ISM%S Sl L) wiloaidy Sgugn Loman hga b dwo,d Vo U 1) oaisS Brae cols, S5 sbbes b))
-YY

b -
e 00 Faman Ay e Sl e Dp s (O0F0)) L e (gl 5 Sgs (oA
Y=Y ¥ ojled o Sliddos O sl Glisl st plem Sood L5,
OIS eslizad Olsee 5 AT wy o ((1F00) el il ady S (Ghases £ dasus ¢ gockie
S psle s 5l Ol joor dags (SWel&iils OILLS) (65,50 anlllas @ o sime 25a (g55ld 31 aKD
W aw F ojled YF w;‘u;u)@ua\j6)1#\35%5).,;)&.5omiéj-sf‘uuu.us‘gﬁué&

A0

530501 1 Fie lid amalr Jolse 5 T sl 51 s OLgemtils eslinal (V) 3l alS (o3 0
AV=V 2 Slas (Y a)Lo..f«': Al 69> cg;..»l.:...ajwj

Beata Pigtkowska. (2022). Value Co-Creation on Public Social Media at Different Stages of
the New Product Development Process. A Case Study of a Polish Clothes Manufacturer.
Journal of Marketing and Consumer Behaviour in Emerging Markets 1(14)2022.

Belk,W., Belanche, R., & Flavian, C. (2023): Key concepts in artificial intelligence and
technologies 4.0 in services. Service Business (2023) 17:1-9.

! Beata Piatkowska

OA



sogos Slous ob 5L aolilad
BA-FO Slmio  cidgi Alie V¥ Lo o) o lad ¥ 0,90
Budhwar, P., Malik, A., De Silva, M. T., & Thevisuthan, P. (2022). Artificial intelligence—
challenges and opportunities for international HRM: a review and research agenda. The
InTernaTlonal Journal of human resource managemenT, 33(6), 1065-1097.
Chatterjee, S., (2020). Al strategy of India: policy framework, adoption challenges and
actions for government. Transforming Government: People, Process and Policy, 14(5), pp.
757-775. https://doi. org/ 10. 1108/TG-05-2019-0031.
Chowdhury, S., Dey, P., Joel-Edgar, S., Bhattacharya, S., Rodriguez-Espindola, O., Abadie,
A., & Truong, L. (2023). Unlocking the value of artificial intelligence in human resource
management through Al capability framework. Human Resource Management Review, 33(1),
100899.

Foltynek, T., Bjelobaba, S., Glendinning, I., Khan, Z. R., Santos, R., Pavletic, P., & Kravjar,
J. (2023). ENAI Recommendations on the ethical use of Artificial Intelligence in Education.
International Journal for Educational Integrity, 19(1), 12.

Li, M., Yin, D., Qiu, H., & Bai, B. (2021). A systematic review of Al technology-based
service encounters: Implications for hospitality and tourism operations. International Journal
of Hospitality Management, 95, Article 102930. https://doi.org/10.1016/j. ijhm.2021.102930.
McCabe, M., T. de Waal Malefyt, and A. Fabri, Women, makeup, and authenticity:
Negotiating embodiment and discourses of beauty. Journal of Consumer Culture, 2020. 20(4):
p. 656-677.

Mirbabaie, M., Brunker, F., M6llmann Frick, N. R., & Stieglitz, S. (2021). The rise of
artificial intelligence—understanding the Al identity threat at the workplace. Journal of
Electronic Markets, 32, 73-99.

Mustak, M. , Salminen, J. , Ple, L. , Wirtz, J. (2020). Artificial intelligence in marketing:
Topic modeling, scientometric analysis, and research agenda. Journal of Business Research.
389404. https://doi. org/10. 1016/j. jbusres. 2020. 10. 044.

NSTC (2020), Preparing for the Future of Artificial Intelligence. National science and
Technology Council.

Pantano, E. & Pizzi, G. (2020). Forecasting artificial intelligence on online customer
assistance: Evidence from chatbot patents analysis. Journal of Retailing and Consumer
Services. 55-102096. https://doi. org/10. 1016/j. jretconser. 2020. 102096.

Yadav, S. P., Mahato, D. P., Linh, N. T. D. (Eds. ). (2020). Distributed artificial intelligence:
A modern approach. CRC Press. https://www. amazon. com/Distributed-Artificial-
Intelligence-Approach-Everything/dp/0367466651.

Yuping Liu Thompkins, Shintaro Okazaki & Hairong Li. (2022). Artifcial empathy in
marketing interactions: Bridging the human Al gap in afective and social customer
experience. Journal of the Academy of Marketing Science (2022) 50:1198-1218
https://doi.org/10.1007/s11747-022-00892-

5

A


https://doi.org/10.1016/j.%20ijhm.2021.102930
https://doi.org/10.1007/s11747-022-00892-

oo Slovs byl alilad
AQ—fD Sloras ‘LSMAQ?)" alas ‘\\C’\C)Léd A O)Lo.:) Ay 0)5»)



Journal of Public service marketing (JPSM)

Vol. 3, No. 1, 2025, 23-45

Providing a model of justice-oriented public services based on new smart
technologies

Naji Ghafeli', Vahid Vhenari’, Mohammad Tamimi®, Foad Makvandi*, Ghanbar
Amirnejad®

Received Date: 2024/07/05  Accepted Date: 2024/12/04 Published online:2025/05/24

Abstract

The context and purpose of the research is to present a model of justice-
oriented public services based on modern smart technologies to achieve
urban justice in the big cities of Iran. The research method was descriptive
and of the structural equation model type, which was applied in terms of
purpose and was carried out in the field in the statistical community. The
statistical population consists of experts in the field of urban services in the
metropolis of Iran; Among the sample of this research, 120 people
(Cochran’'s formula) were selected from these experts in a purposeful way.
According to the findings, 64 indicators in the form of 9 dimensions and 35
components under the three main concepts of public services, including
urban justice, integration of urban services, and intelligent service delivery.
were done, in the continuation of the model of justice-oriented public
services based on modern smart technologies in Iran's big cities, the validity
and validity of the model was tested.
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The results of the research showed that new smart technologies are
introduced as a basic justice-oriented strategy in the public services of
Iran's metropolises, which leads to justice-oriented, integration and
intelligent service delivery by combining smart platforms in services.
Therefore, in order to improve urban justice and optimal reform of the
urban service system, both in the distribution and supply sector and in the
supply and allocation sector of Iran’s metropolises, it is necessary to make a
fundamental revision in the field of applying new technologies to make
public services smarter. At the end, suggestions such as the need to use
intelligent service delivery in governmental and non-governmental
executive bodies, alignment and justice in public services were presented in
order to reform the public service system.

Keywords: public services, new smart technologies, justice-oriented services,
intelligent service delivery, service integration
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Abstract

Word of mouth advertising is one of the most important and trusted methods in marketing
among consumers. In general, word-of-mouth advertising is a type of advertising in which
consumers of a product or service informally transmit information to others (Abdolvand and
Jani, 2011). The present study examines the effect of electronic word-of-mouth advertising
and the relationship between the usefulness and credibility of the source and the purchase
intention of consumers of the Instagram social network. The current research is in the field of
applied research. To collect information, the library and field studies method, a questionnaire,
was used. The nature and method of this research are included in the survey research. The
statistical population is made up of Iranian users of the Instagram social network. After
consulting with the professors on face validity, the questionnaire was examined and then the
answers of 333 users were collected by the questionnaire for the statistical sample. Also,
Cronbach's alpha test was used to verify the reliability of the questionnaire. A simple random
method was used to select the sample. Data analysis was done using SPSS software and
structural equation modeling was done using Smart PLS software. The results of the
hypotheses test showed that the acceptance of information has a significant effect on the
consumer's purchase intention and almost 80% of this relationship is explained by this
variable. Acceptance of information is an emotional and psychological process, and for the
effectiveness of this process, marketing experts and managers should conduct appropriate
advertising campaigns and pay attention to variables such as brand value, the quantity of
information, quality of information, and other variables to be successful in this purchase cycle
by consumers.

! PhDin Accounting, Faculty of Management and Economics, Science and Research Branch, Islamic Azad
University, Tehran, Iran. ghobadshamsi1987 @gmail.com

% Master's Student, Accounting, Faculty of Management, Electronics Branch, Islamic Azad University, Tehran,
Iran. (Corresponding Author) shahvarinastaran@gmail.com
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Keywords: Electronic word-of-mouth advertising, information usefulness, consumer
purchase intention, information acceptance.
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