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Abstract

Introduction

One of the main goal of any organization is to satisfy customers by providing good
quality services. The purpose of this research was to present a model for customer
respect in the judiciary of Isfahan, which used a mixed research method. This
study was qualitative and quantitative research.

Method
The qualitative method included grounded theory (GT) and the quantitative
method a survey method. The statistical population of this research consists
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of knowledgeable experts in the field of criminal justice, judges, lawyers and
employees. In this research, 33 in-depth and semi-structured interviews were
conducted, and with this number of interviews, a research reached
information saturation, and also theoretical sampling and snowball technigue
were used. In order to evaluate the credibility, the conducted interviews were
returned to them and approved. Also, validity of the structure, was done with
AMOS software. The results of this analysis showed that the obtained factor
loadings are all higher than 0.6, which indicates the construct validity of the
mentioned questionnaire and no category is removed from the questionnaire.

Results

Causal conditions including good treatment, organizational structure and
characteristics of employees, context including environmental and cultural
conditions, intervening conditions including speed in the process and
employees’ respect, strategies including strengthening infrastructure facilities,
personnel evaluation system, empowerment, correct application of the law,
optimal management of referrals, education and cultural building and the
consequences include social peace, social trust, and advancement of affairs.

Discussion

According to the present research, it can be stated that paying attention to all
the factors affecting customer respect, including technical infrastructure,
characteristics of employees and managers, environmental laws and
regulations, culture building, motivation, empowerment, and social trust can
develop customer respect in the Justice Department.

Keywords: customer respect, empowerment, organization structure
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Table 1. Analysis of components of customer respect
Parent Codes Codes Subcodes
Good manners Fair treatment
Proper behavior
Empathy and good listening

- Organizational Fit between employee and job
Causal conditions . -
Structure The process of doing things
Characteristics of Having patience
employees Knowledge and expertise

A sense of responsibility and duty

Environmental Suitable space construction
Peace of mind
Cultural Awareness of the process
Context :
Understanding
Legal information
Speed in the process  Electronic services reduction in costs
Reduction in costs
Expediting processing
Intervening Guidance system
Condition Appreciation of Encouraging employees
employees Attention to the opinions of employees
Fair salary provision for employees
Strengthening the Development of offices and consulting centers
infrastructure facilities Development and strengthening of absentee systems
Personnel evaluation  Customer survey
system Monitoring the behavior of personnel
Empowerment Promotion of judicial knowledge
Strengthen communication skills
Strategies o Strengthening psychplogical skills
Correct application of Correction of execution of sentences
the law Regulation and implementation of the appropriate law
Optimal management Reform the administrative process
of referrals Reducing the maximum number of references
Education and culture Improving the judicial information of the society
Teaching electronic literacy
Communication culture training
Social peace Satisfaction
Reducing tension and violence
Social trust A sense of justice in society
Consequences A positive view of justice
Advancement of Reduce complaints
affairs Reduction of referrals

Speeding up affairs
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Figure 1. Schematic model of customer respect according to the foundation's data
method
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Table 2. Results of Kendall's agreement coefficient calculations for two rounds
of Delphi

Around Number Kendall coefficient The significance level
First 20 0.587 0.001*
Second 20 0.651 0.001*

* A sign of meaning (P<0.05)
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0 d3) 05 g s sl S5 ks Jobe Sglinn N5 Ll ol

Table 3. Evaluation indicators of the factor model of customer respect
Indicator Degrees of  Relative Comparative parsimonious The square root of the
freedom  chi-square  fit index adaptive fit  mean square of the
index estimation error
Amount 759 1.621 0.971 0.963 0.082

Table 4. Effect coefficients of customer respect factors

P CR S.E
Causal Condition — Context 0.0001 14.869 0.771
Causal Conditions — Intervening Condition 0.0001 22.683 0.942
Context — Strategies 0.0001 16.935 0.953
Intervening Condition — Strategies 0.0001 11.858 0.498
Strategies — Consequences 0.0001 6.816 0.360
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