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Article info Abstract

Today, if the behavior and morals of the employees are inappropriate,
negative and deviant, it will be a threat to reliable companies in terms
of economy, credit and also the internal health of the organization, and
this threat is when the company in question is a public and in a highly
competitive market. Therefore, the aim of the article was to determine
the priority actions for managing deviant and unethical behaviors in
order to improve the value and position of Iran insurance brand as an
economic institution and public service-provider in the competitive
insurance industry. This article is a hybrid in terms of practical purpose
and in terms of data collection. In this article, first of all, 51 different
actions for managing deviant and unethical behaviors were counted
using the meta-synthesis qualitative method; In the field section, in
order to determine the basic actions among the identified actions, the
survey forms were distributed equally among thirty senior managers
Iran Insurance Co. in the three northern provinces of Guilan,
Mazandaran and Golestan. After collecting the data and analyzing
them with the Delphi-fuzzy technique and after reaching a consensus
through 2 round-trip stages, 39 final actions were determined and
coded by thematic analysis in four categories of structural and
organizational action, improvement of job status, managerial and
social, cultural and value. In the next step, a specialized questionnaire
containing a matrix of paired comparisons was designed and
distributed among insurance experts, and the hierarchical analysis
method was used to prioritize actions according to financial and non-
financial criteria of brand value and position. After collecting and
analyzing the data with the help of Expert Choice software, the results
showed that the structural and organizational improvement actions are
the most prioritized actions in relation to the goal.
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Introduction

Organizations are the scene of various behaviors that are exhibited by all members at any level of the
organization; Behaviors that have positive or negative consequences for both the organization and its
members. One of these behaviors is deviant and unprofessional behavior. Regarding the effects and
consequences of negative, destructive and unethical deviant behaviors, it is said that such behaviors
may endanger the reputation of the company and have serious negative consequences for employees;
They also lead to a decrease in overall productivity and performance, weakness in the decision-making
process, an increase in organizational financial costs, a negative attitude and feeling towards the brand,
a decrease in brand equity, disrupting operational efficiency, weakening the well-being of employees,
etc. Researchers have also claimed that deviant behaviors in the workplace cost organizations a lot
every year. The researchers also stated that deceptive, shrewd and opportunistic unethical behaviors
such as lack of honesty, refusal to accept responsibility, disrespect and failure to protect privacy,
discrimination and partisanship, bribery and corruption... are possible. It causes instability in the
business partnership or relationship between the buyer and the service provider and creates
destructive consequences for both parties. In general, the summary of researchers' views and opinions
shows that such behaviors have very negative economic-financial, social, psychological, personal,
occupational and organizational consequences. Meanwhile, one of the organizations whose
employees face the negative consequences of deviant behavior and against professional ethics are
insurance companies. Considering that in Iran's insurance industry, only Iran's insurance is among
the companies that are both a brand and a government, and the nature of its activity is economic;
Therefore, it was chosen as the studied brand. Therefore, in order to answer the question, "What are
the best measures to manage destructive deviant behaviors in order to improve the brand value of
Iranian insurance companies in the northern provinces?"; The present study was conducted with the
aim of presenting a hierarchical model based on brand value indicators (criteria) and effective
measures (options) to manage deviant and unethical behaviors of employees with the aim of

improving the brand value of Iran insurance (goal).

Literature Review

The management of deviant and unethical behavior is one of the important topics raised in
organizational management, which examines the patterns of control, supervision and immunity of
employees and human capital from the occurrence of deviant and unethical work behaviors that
change organizational norms and cause health threats. The organization and its employees become

and pay. In line with the importance of managing deviant behaviors in the workplace, one of the most
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important reasons for its need is to help make more appropriate decisions; Because managers can
understand the importance of communication in the process of preventing deviant behaviors by
taking advantage of the mentioned cases; How to communicate effectively and constructively can
resolve many misunderstandings and accelerate the process of creating interaction; Also, improve the
insight of managers by creating a connection between the variables involved in the phenomenon of
deviant behaviors. Also, the management of deviant and unethical behavior provides the possibility
of a more comprehensive analysis of the investigated phenomenon (Ebrahimpour Ahandani, 2018,
p. 158). Some others claimed that the management of such behaviors is the responsibility of the
organization and considered it important to maintain the organizational morale of the employees and
suggested that organizations can readjust their policies and policies based on the situation by
providing a supportive work environment. Proper communication prevents employees from
engaging in deviant behavior and against professional ethics (Shrivastava & Singh, 2021, p. 76);
Because from the point of view of Zakipour et al. (2019: 230), the efforts of organizations to detect,
root and control such behaviors in employees lead to better communication between employees and
clients, providing better quality services, increasing public credibility, Customer satisfaction and

ultimately profitability.
Conclusion

As mentioned, today most organizations face the phenomenon of deviant behavior in the workplace;
a phenomenon that can have many negative effects on the productivity of an organization. The
importance of this issue becomes apparent when the customers of an organization know the value
and credibility of the brand of that organization or company based on the interaction with the people
and employees of that organization, especially those employees who have face-to-face contact with
customers. And the performance of a frontline employee has a direct and fundamental effect on the
success of the organization; Therefore, customers' perception and their experiences of the brand are
often influenced by the way employees behave and perform their duties, and the positive interaction
between employees and customers under the name of positive behavioral factors causes the formation
and promotion of brand values and improves the organization's performance. And if the behavioral
factors are negative, they may lead to the degradation of the brand value. In this regard, one of the

most important concerns of business managers and manufacturing and service companies, especially
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businesses whose governance is in the hands of the government sector and operate in a highly
competitive and uncertain market, is how to manage the behaviors of It is a deviant work of
employees; Because according to the claim of many experts and researchers, deviant behavior in the
organization cannot be eliminated, but it can and should be controlled so that it falls within a logical
and constructive range; Otherwise, deviant behaviors in organizations can cause many economic,
psychological and social costs, such as losses due to the reduction of customers and sales of services
and products, destruction of the atmosphere governing the organization, harming and disrupting the
psychological atmosphere of the organization. , reducing the quality of services and products, job
stress and the appearance of unethical behaviors, especially from frontline employees, increasing costs
and losses due to reduced sales, loss of competitive advantage and market share (decrease in
competitiveness), Decrease in the productivity of the organization and people, decrease in customer
satisfaction and loyalty, and decrease in brand reputation, and if work deviations continue in the
organization, the health and survival of the organization will be endangered. Therefore, it was
necessary to take measures to reduce and control deviant behaviors that are harmful and against

professional ethics and to provide a rating model for its efficient and effective management.
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