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BACKGROUND AND OBJECTIVES: The current research aims to design a desirable 
model of human resource management to attract the satisfaction of tribes and provide 
a descriptive model that illustrates how the functions of human resource management 
are formed through various processes such as recruitment, promotion, performance 
evaluation, service compensation, and enhancing the capabilities of managers and 
employees in the organization of Iranian tribes with a customer-oriented approach.
METHODS: First, the dimensions of the concept of human resource management with 
a customer-oriented approach were extracted through reviewing documents, materials, 
and library studies. Then, the most important dimensions and influential factors were 
identified through interviews with 18 experts using a judgmental sampling method.  
FINDINGS: The result of qualitative data analysis included 2 concepts, 9 dimensions, 
and 64 components presented and explained as a model. The desirable model of 
human resource management aiming to attract the satisfaction of tribes consists of 9 
dimensions (organizing theme) in the form of two comprehensive themes, strategies, 
processes, and functions of human resources (human resource supply, training and 
development, service compensation, job analysis, and performance management) and 
organizational direction (customer-oriented organizational strategy, customer-oriented 
organizational structure, customer-oriented organizational culture, and two-way 
communication channels) was designed.
CONCLUSION: Based on the research findings, to attract the satisfaction of the tribal 
community and improve communication with the tribal leaders, focusing solely on the 
human resource system is not sufficient. Instead, all aspects of the human resource 
environment should be aligned with the functions of human resources and the 
orientation of tribal leaders.
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INTRODUCTION
Customer satisfaction and loyalty have 

become fundamental topics for any service or 
manufacturing organization today. A satisfied 
customer, as a member of the organization, directly 
contributes to the development and sustainability 
of the organization in a way that the opinions of 
the customer influence the organization’s decisions 
and the establishment of a system for collecting 
feedback and suggestions from customers, leading 
to increased effectiveness of expected services 
and greater responsiveness. Customer satisfaction 
is a focal point in most organizations’ annual 
reports, yet the number of organizations that have 
succeeded in this path is very few (Lina, 2022; Naini, 
Santoso, Andriani, Claudia, & Nurfadillah, 2022). 
According to researchers’ findings, designing and 
implementing structures, processes, and systems 
that are desirable to create customer satisfaction 
are among the most important challenges for 
governmental organizations (Maria & Ilias, 2020). 
The lack of commitment from senior managers to 
ensure customer satisfaction, the absence of a clear 
and formal definition of the organization’s strategy 
to meet the needs of clients, the failure to embed 
customer-centricity in the organizational culture, 
the existence of conflicts between managers’ actions 
and their statements regarding the importance of 
clients, the disregard for the voice of customers, 
and the lack of communication between clients and 
organization employees are considered the most 
significant barriers to achieving customer-centricity 
(Madhani, 2020). In the public sector, Human 
Resource Management (HRM) Human Resource 
(HR) management faces three major challenges: 

1. Coordination between HR subsystems and 
functions, 

2. Alignment of HR subsystems with other 
organizational systems, 

3. Alignment and coherence between HR policies 
and organizational strategies (Hans, 2021). 

Theoretical foundations
Strategic human resource management 

examines the relationship between HRM and 
strategic management, as well as the need for 
human capital the development of process 
capabilities, and the ability to carry out activities 
efficiently (Ren and Jackson, 2019). HRM is one of 

the elements enabling an organization to remain 
competitive in turbulent conditions (I Gede Riana 
& et al., 2020, Anwar & et al., 2020). The effective 
practice of HRM makes competent and innovative 
employees contribute to achieving organizational 
objectives (Rustiawan, I. Gadzali, S. S. & et al., 2023, 
Kshiroda Kumar Sahoo 2024). Studies examined the 
subtle points of the empirical experience of human 
resource management functions in the public sector 
and identified issues related to human resource 
management in the Iranian public sector as follows: 
unstable and personal structure, abolished job 
description, dual standards in recruitment, imbalance 
between wages and employee performance, lack 
of a regular career path, general training programs 
instead of specialized ones, imbalance between 
organizational strategy and human resource 
management, deceitful knowledge management, 
lack of alignment in human resource systems, and 
the challenge of unworthy employees (Aghaz, 
Sheikh, & Amirkhani, 2017; Berman, Bowman, West, 
& Van Wart, 2021). The success and effectiveness of 
human resource management depend on various 
underlying factors such as organizational structure, 
culture, leadership, and others. Analyzing HRM 
human resource management or proposing a model 
requires attention to these underlying factors. Past 
research has not paid much attention to these 
factors or has examined them in a general manner 
without a deep understanding of their components 
(Abdulfatai, 2021). Based on the findings of research 
in the Municipality of Tehran, the relationship 
between strategic human resource management 
subsystems; including employee recruitment, 
supply and adjustment system, performance 
management system, human resource development 
system, service compensation and reward 
system, job analysis and design system, talent and 
succession management system and employee 
relations and innovation management system 
approved (Amani S, Mosakhani M, Daneshfard K, 
2021). In addition, other contextual factors such 
as communications and infrastructure also impact 
human resource management aimed at satisfying 
superiors (Mohiuddin, Hosseini, Faradonbeh, & 
Sabokro, 2022; Swanepoel, Erasmus, & Schenk, 
2008), but they have not been addressed in past 
research. Several models have been designed and 
presented in the field of HRM; however, existing 
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models lack a specific direction. General human 
resource management, without any specific 
orientation, does not have sufficient desirability to 
meet the needs of the audience (Dhillon, Smith, & 
Dissanayaka, 2021). Most of the models presented 
below suffer from generalization, causing human 
resource managers to face ambiguity and confusion 
during planning, evaluation, and control. Since 
human resource management plays a significant 
role in achieving employer-centric goals, the lack of 
a suitable HRM model in government organizations 
with an employer-centric approach is considered 
a fundamental problem and challenge for these 
organizations. This situation leads HR managers 
to make incorrect decisions, failing the employer-
centric approach (Dhurup, Surujlal, & Kabongo, 
2016; Thevanes & Opatha, 2022). 

Literature review
The Global Leadership and Organizational 

Behavior Effectiveness (GLOBE) study examined how 
cultural differences influence leadership practices 
in 62 countries. The findings showed that cultural 
values ​​significantly influence the characteristics 
of leaders and their effectiveness, underscoring 
the need for culturally responsive leadership 
development programs (Moreno, 2020). Hofstede’s 
research has examined how cultural dimensions 
influence workplace behavior. For example, 
countries with high individualism are likely to have 
employees who value personal achievement, while 
countries with high collectivism may prioritize 
team success. Human resource professionals can 
leverage these insights to develop culture-relevant 
management strategies (Hofstede, Hofstede, & 
Minkov, 2014). In a study titled Differentiating 
Human Resource Management Practices in the 
Public Sector, Knies et al., (2022) showed that 
human resource management practices aimed at 
equal opportunities are used more in the public 
sector than in the private sector. However, welfare 
management, as well as career development and 
management practices, are now used either equally 
by public and private organizations or even more in 
the private sector than in the public sector (Knies, 
Borst, Leisink, & Farndale, 2022). In a study titled 
“Investigating the Relationship between Human 
Resource Management, Employee Engagement 
and Organizational Performance in Federal Public 

Service Organizations in Ethiopia,” Tensay & Singh 
(2020) showed that there is a positive and significant 
relationship between human resource management, 
employee engagement, and organizational 
performance. In addition, employee engagement 
partially mediated the relationship between human 
resource management and performance. Regarding 
the impact of individual human resource practices, 
the present study showed a positive and differential 
impact of human resource practices on engagement 
and performance, although the impact is smaller than 
the combined impact of human resource practices. 
In addition, autonomy was identified as an important 
driver of engagement and performance. This result 
contributes to the discussion of human resource 
management performance (Tensay, Singh, 2020). 
The findings of the research conducted to investigate 
the effect of knowledge-based human resource 
management on the sustainable performance of 
employees with the mediating role of psychological 
empowerment of human resources show that 
knowledge-based human resource management has 
a significant effect on the sustainable performance 
of employees and psychological empowerment of 
human resources, and psychological empowerment 
of human resources has a significant effect on the 
sustainable performance of employees, and finally, 
knowledge-based human resource management has 
a significant effect on the sustainable performance of 
employees with the mediating role of psychological 
empowerment of human resources (Hamzavi, H & 
et al., 2024).  Therefore, understanding the existing 
research gap and considering the theoretical 
foundations and research background, it can be 
concluded that a comprehensive model covering 
the dimensions and components of human resource 
management aimed at satisfying tribal chiefs is not 
available. Existing models in previous research lack 
a strategic orientation and solely focus on satisfying 
employees and achieving desirable organizational 
outcomes. Moreover, the initial identified 
components do not encompass all aspects of HRM 
centered on tribal chiefs, being rather general and 
lacking sufficient details. This current research, 
relying on both quantitative and qualitative data 
analysis, aims to present a native model for human 
resource management in tribal affairs organizations 
that fully aligns with existing capacities and new 
requirements. Given the aforementioned points, 
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this research seeks to answer the question: 
What is the desired model of human resource 
management aimed at satisfying tribal chiefs in the 
tribal affairs organizations of Iran? The findings of 
this research play a significant and influential role 
in designing developmental programs throughout 
various processes such as recruitment, promotion, 
performance evaluation, service compensation, 
and enhancing the capabilities of managers and 
employees to achieve a high level of continuous 
performance. Hence, there is a necessity for 
implementing this research due to the existing 
research gap and the researcher’s concern, utilizing 
field findings and information gathered from relevant 
experts to design a human resource management 
model focused on satisfying tribal chiefs. The present 
study was carried out in 2024 in Iran to design an 
optimal model of human resource management to 
satisfy the nomads. This study aims to present a 
descriptive model that shows how human resource 
management functions are formed during different 
processes of recruitment, promotion, performance 
evaluation, service compensation, and the ability of 
managers and employees in Iran’s nomadic affairs 
organization with a customer-oriented approach.

MATERIALS AND METHODS
Survey design and data collection

In general, the research method was applied 
in this qualitative study. Qualitative research, by its 
nature, conducts a deep and comprehensive study 
on the phenomenon under study, namely “customer-
centric HRM.” Qualitative research relies on primary 
sources for data collection. A common feature of 
various types of this research is the analysis of 
unstructured data aimed at identifying, categorizing, 
and extracting concepts based on the study of texts 
or expert opinions.  Therefore, the main tools for 
data collection in qualitative research are interviews 
and library studies. Activities such as observation, 
interviews, and extensive participation in research 
activities each assist the researcher in obtaining 
firsthand information about the research topic. Thus, 
in the present study, we have endeavored to use 
the collected descriptive, analytical, and categorized 
information to achieve the following objectives: 

A. Identifying the components and elements of the 
HRM model in the Iran Nomads Affairs Organization. 

B. Identifying the content elements of the HRM 

model in the Iran Nomads Affairs Organization.
Statistical population, place, and time of research
The present study was conducted in Tehran from 

January to July 2024. The research statistical society 
in the documentation sector includes all laws and 
upper-level documents related to HR development, 
including the National Service Law and other 
relevant regulations. Data collection was conducted 
in the expert data section through semi-structured 
interviews with 18 university and executive 
experts, including university professors, HR opinion 
leaders, managers, and policy implementers using 
a judgmental sampling method. After analysis, an 
optimal HRM model was designed to satisfy the 
stakeholders. All interviewees had high academic 
degrees and were directly related to research and 
executive topics in the human resources field. It 
is worth mentioning that interviews continued 
until no new data, perspectives, or features were 
presented regarding the research topic. Based on 
this; after interviewing 14 experts, the responses 
of the subsequent experts were similar to the 
previous samples until the eighteenth sample where 
repetitive content was found, and data saturation 
was achieved with 18 samples.

Analytical framework
Considering that the appropriate method for 

collecting research data is the textual study (text of 
library documents and interview transcripts), the 
content analysis method was used as a strategy. 
Content analysis is a research tool used to determine 
the presence of certain words, themes, or concepts 
within some given qualitative data (i.e., text). Using 
content analysis, researchers can quantify and 
analyze the presence, meanings, and relationships 
of certain words, themes, or concepts (Mayring, 
P. 2014). Table 1 shows how to identify the basic, 
organized, and comprehensive themes. Subthemes 
were extracted from the interview text, and then 
merged and themes were identified. It was analyzed 
using the content analysis method and used the 
MAXQDA 11 software. 

RESULTS AND DISCUSSION
Based on the research method, in the first stage, the 

basic themes were extracted from the interviews, and 
in this regard, 64 basic themes were identified from the 
key points of the texts. In the next step, based on the 
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categories obtained from combining and summarizing 
the basic themes, 9 organizing themes have been 
described. In the next step, based on the categories 
obtained from the combination and summarization of 
the themes of the organizer, 2 comprehensive themes 
have been described, which are given in the form of 
Table 2. By using the network of obtained themes, the 
human resource management model was obtained 
to satisfy the nomads in the organization of nomadic 
affairs of Iran. The findings of the present research 
showed that the human resources management 
model to satisfy the nomads in Iran’s nomadic affairs 
organization includes 2 concepts (comprehensive 
theme), 9 dimensions (organizing theme), and 64 
components (basic theme).

As mentioned, the orientation of the organization 
has four dimensions: customer-oriented strategy, 
customer-oriented structure, customer-oriented 
culture, and strengthening two-way communication 
channels. Each of these dimensions has several 
components, and in the following, the role of each 
of these requirements and their relationship with 
other dimensions and components of the human 
resources management model in Iran’s nomadic 

affairs organization will be discussed with the 
approach of obtaining the satisfaction of the nomads. 
The strategy of the organization is considered an 
organizational directional decision for aligning goals, 
strategy, and processes of human resources. The 
organization’s strategic plan has a direct impact on 
customer satisfaction by influencing the direction, 
goals, strategy, and processes of human resources 
(Loeppke et al., 2015). The client-centered approach 
must be clearly defined in the statement of mission, 
vision, goals, values, and strategy of the organization. 
In other words, in line with the requirements of 
the central client, the strategy of the organization 
should be developed in the direction of the client’s 
needs and honor the client (Knies, Borst, Leisink, & 
Farndale, 2022). Customer-oriented structures are 
considered a necessary condition for realizing the 
organization’s goals, but they are not considered 
a sufficient condition. The existence of structures 
related to clients is essential to obtaining client 
satisfaction (Aktar & Pangil, 2018). In general, if 
the employees are motivated and capable, but 
if the job satisfaction of the employees is not 
possible within the organization due to the lack 

Table �� �ow to iden�fy the basic, organi�ed, and comprehensive themes 
 

  

The text of the interview Sub-theme Theme Comprehensive 
theme 

“For employees to take responsibility, we must use a combina�on of 
customer-oriented evalua�on indicators and �nancial incen�ves 

based on customer-oriented performance.” 

�ollec�ve payment 
based on the 
organi�a�on's 

customer-oriented 
performance 

�ompensa�on 
for services 

Strategies, 
processes, and 

func�ons of 
human resources 

“�e must de�ne the desired a�tude, skills, and behaviors to meet 
customer needs to determine the basis for recrui�ng and hiring, 
training, performance management, and service compensa�on.” 

�ompensa�on for 
services based on 

merit 

“To evaluate the performance of the employees, the evalua�on 
indicators should be in line with the e�pecta�ons of the customers 

and we should use the customers as an evalua�on source.” 

Determining 
performance 

indicators in line with 
customer needs Performance 

management “First, we have to design the human resource competency model to 
support the organi�a�on's customer-oriented values. �n the ne�t 

step, let's link this competence model to the evalua�on of the 
employees' performance”. 

Performance 
evalua�on based on 

competence 

“To improve the sa�sfac�on of the clients, the organi�a�on should 
spend a lot of money on training and improving the employees 

establishing a good rela�onship with the client should be supported 
by training, performance management, and service compensa�on.” 

Determining 
educa�onal goals in 

line with the needs of 
customers Training and 

improvement “The training of employees and managers should be based on the 
analysis of annual training needs. Training courses should be 

designed and presented based on the needs of employees and 
customers.” 

�duca�onal needs 
assessment of 

employees based on 
customer needs 

Table 1: How to identify the basic, organized, and comprehensive themes
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Table 2: Identification of the basic, organized, and comprehensive subjects 
 

Comprehensive theme Theme Sub-theme  

Strategies, processes, 
and functions of human 

resources 

Providing human resources 

Accuracy of job requirements for selection 
Making customer orientation the most important priority for employee 
selection 
Extensive initial training in line with customer needs 
Customer-oriented competencies as the basis for recruitment and hiring
Maintaining a realistic proportion of the number of organizational jobs 
in line with customer needs 
Employer branding and its impact on successful recruitment 

Education and improvement 

The importance of clearly identifying goals for human resources in line 
with customer needs 
Creating and developing job skills and knowledge in line with customer 
expectations 
Collecting information about customer needs and expectations 
Using modern educational technologies 
Sharing information and knowledge related to customer needs and 
expectations 
Ensuring the added value of the training course 

compensation plan 

Design and implementation of appropriate payment mechanisms based 
on customer-oriented performance 
Employee rating schemes to evaluate and reward customer-oriented 
performance 
Individual and collective annual bonuses for customer-oriented 
performance 
Including consideration of customer demands in the customer-oriented 
compensation system 
Including consulting services to customers in the customer-oriented 
compensation system 
Appropriate payment strategy during times of work pressure 
Including positive interaction with customers as a criterion 

Performance Management 

Linking performance measures to customer-centric outcomes 
Performance assessment with a meritocracy approach 
More points for people active in satisfying clients 
Setting performance indicators in each department according to its 
specific goals 
Transparency of performance indicators and two-way interactions 
between employees and customers 
Measuring employees' efforts in presenting a positive image of the 
organization to customers 

Job analysis 

Analyzing job duties based on customer needs 
Planning to identify new and necessary skills and knowledge in job areas
Dividing job duties into smaller and more specialized ones 
Dividing job duties according to customer needs 
Defining flexible job descriptions based on customer needs 
Providing job descriptions and qualification requirements that are 
consistent with professional ethics 

Organizational 
orientation 

Customer-centric organizational 
strategy 

Strategic planning with a customer-centric focus 
The need to revise the organization's mission statement and create 
value beyond customer expectations 
A customer-centric organizational vision that is in line with issues and 
problems 
Organizational values that are in line with customer-centricity 
The organizational mission's focus on customer-centricity 
The need to align human resources strategy with the organization's 
strategy in line with customer needs 
The participation of the human resources unit in formulating the 
organization's strategy in line with customer needs 
Identifying opportunities and commitments in the human resources 
dimension with a customer-centric approach 

Table 2: Identification of the basic, organized, and comprehensive subjects
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Comprehensive theme Theme Sub-theme  
Customer-oriented 

organizational structure 
The need for documented planning to change the structure and adapt 
based on the needs of clients 
Structural flexibility and creating horizontal values in the organization 
Creating changes in the organizational structure according to the needs 
created for the organization 
Designing support processes based on target customers 
Updating the organizational structure based on customer needs 
Adapting the structure and customer-centric strategy mutually 
Appropriateness of the organizational structural conditions for 
implementing customer-centric strategies 

Customer-oriented 
organizational culture 

Reflecting the importance of customers in the organization's culture
Employee awareness of the importance of customer satisfaction 
Employee belief in their importance to the organization 
Employee attitude toward the importance of customer satisfaction 
Employee attitude toward the importance of providing quality services 
to customers 
Employee pride in the organization's values and goals 
Employee belief in the importance of all processes and units of the 
organization for customer satisfaction 
Providing superior services to customers as an employee value 
A culture of accepting mistakes 
Mutual respect is one of the elements of a customer-oriented culture 

Two-way communication 
channels 

Reflecting customer opinions in organizational decision-making 
Comprehensive transparency and documentation of how to provide 
services to customers 
Need for training in customer relationship skills 
The role of management in creating good relationships in order to 
realize a customer-centric strategy 
Eliminating discrimination between customers 
Informing employees about customer opinions and perspectives 
Flexibility in providing services 
Emphasizing the importance of honoring customers 

 

Table 2: Identification of the basic, organized, and comprehensive subjects

of proper infrastructure, they will not be able 
to obtain the satisfaction of the clients. Client-
centered structures affect not only the strategies, 
processes, and functions of human resources but 
also the clients’ results (Wu, Tsai, & Fu, 2013). 
Also, the informal dimension of the organizational 
structure affects the satisfaction of clients by 
facilitating communication and the process of 
learning and development. Reduction of regulations 
and removal of redundant instructions will lead 
to more delegation of authority and proportional 
to responsibilities and reduction of organizational 
levels. Without the existence of a binding law, the 
employees fulfill the requests of the clients in the 
shortest possible time based on their authority, as 
a result, the satisfaction of the clients increases. 
Designing client-centered structures strengthens 
communication channels with clients and provides 

identification of their needs (Dello Russo, Mascia, & 
Morandi, 2018). In connection with the organizing 
theme of organizational culture, customer-oriented 
culture should place the customer at the center of 
its values and goals and can be a supplement to the 
performance management system by organizing 
the customer-oriented behaviors of employees. 
With the expansion of a customer-oriented culture, 
there is less need for rules, procedures, and control 
systems. The values and beliefs of employees are 
considered a motivational structure that is related 
to the desired and desirable goals of people in 
different situations. In addition to the functions 
of human resources, culture also has a significant 
effect on the direct interaction of employees with 
customers (Dello Russo et al., 2018). In connection 
with the organizer’s theme of strengthening two-
way communication channels, communication 
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channels facilitate organizational learning and 
development by strengthening trust. Also, by 
gathering opinions and experiences and transferring 
them to employees and clients, provides the tools 
needed to formulate human resources strategies 
and processes (Cho & Choi, 2021). Also, by 
encouraging the participation of employees in the 
organization in the planning and decision-making 
process, it facilitates the possibility of designing and 
improving organizational mechanisms in line with 
the client’s needs (Ehnert, Parsa, Roper, Wagner, 
& Muller-Camen, 2016). In addition to providing 
a set of solutions to solve complex organizational 
problems, two-way communication channels also 
have a direct impact on the satisfaction of employees 
and clients. The two-way communication channels 
with the clients increase the sense of confidence 
between the organization and the clients, the 
ability to identify the negative and positive points 
of the organization, understand the demands of the 
stakeholders and share information and knowledge. 
Therefore, it provides the basis for responding 
to the needs and demands of clients in the best 
possible way (Arasli, Nergiz, Yesiltas, & Gunay, 
2020). Excellent communication with the clients of 
the organization, accurate and timely information, 
polling of them, and the like have an impact on the 
client’s understanding of the quality of services 
(Telles, 2023). 

The content of the model drawn in Fig. 1 refers 
to the strategies, processes, and functions of 
human resources, which have five components: job 
analysis, HR provision, training and improvement, 
performance management, and comprehensive 
service compensation. To gain the satisfaction 
of the client, the human resources management 
should design and implement the strategy of the 
organization and the strategy of HRs, the direction, 
and direction of the main duties of the human 
resources unit in a way that shows the importance 
of the client and the possibility of responding 
positively and favorably to the demands. Provide 
them and get their satisfaction (Reina & Scarozza, 
2021). In connection with the organizing theme of 
job-oriented and worker-oriented analysis, it affects 
the functions and processes of human resources 
and by matching human resources activities with 
the real needs, it provides the necessary platform 
for other human resources actions. In addition, 

the provision of HRs, training and improvement, 
performance management, and comprehensive 
service compensation in this model have mutual 
effects on each other (Najam et al., 2020). When the 
actions of human resources management are mainly 
aimed at meeting the interests and expectations of 
clients and are in line with the goals and strategies 
of the organization, it draws a clear vision based 
on the importance of creating desirable customer-
oriented values for employees (Cho & Choi, 2021). 
A job-oriented and worker-oriented analysis is 
done by identifying the necessary mechanisms in 
attracting and identifying the human resources that 
are prone to providing effective services to satisfy the 
client. The organization’s emphasis on recruiting and 
attracting competent human resources helps to solve 
the problems of the clients, people are recruited 
and hired who have the necessary specialized skills, 
i.e., double job motivation for the satisfaction of 
the clients, desirable personality traits, knowledge, 
insight, and professional ethics, the ability to respond 
to It enables the client’s demands (Reina & Scarozza, 
2021). Performance-based and fair rewards also 
strengthen the motivation of employees. Designing 
jobs with a client-centered approach and increasing 
job independence also provides the opportunity for 
employees’ innovative behaviors through increasing 
job involvement (Najam et al., 2020). Customer focus 
is considered as a basis for planning job descriptions, 
selecting employees, compensation for services, 
and so on. Job analysis should be done to respond 
favorably to the demands of the organization’s clients 
so that in addition to identifying the duties and 
responsibilities, the competencies needed to establish 
work interaction and communication with clients 
are also identified. To improve the return-oriented 
approach, it is necessary to hire people who have a 
deep understanding of the needs and expectations of 
the clients and prepare and facilitate the conditions 
for training and improvement of the employees 
in such a way that the expectations of the target 
clients are realized (Borges, Herter, & Chebat, 2015). 
Performance management can significantly meet the 
needs of the organization’s stakeholders, and service 
compensation in line with other HRM systems is also 
effective in fulfilling the needs of target customers 
(Opatha, 2019). First of all, desirable personality traits 
should be defined to satisfy the demands of clients, 
the basis for recruitment and employment, training, 
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Human resource management 
model to satisfy the nomads 

Strategies, processes and functions of human resource 

Provision of human 
resources 

- Accuracy of job 
requirements for selection 

- The criterion of placing 
customer orientation as the 
most important priority for 
selecting employees 

- Extensive training upon 
arrival in line with the 
needs of customers 

- Customer-oriented 
competencies as a basis for 
recruitment 

- Maintaining the real 
proportionality of the 
number of organizational 
jobs in line with the needs 
of customers 

- Employer branding and its 
effect on successful 
recruitment 

Training and 
improvement

- The importance of 
clearly introducing the 
goals to the human force 
in line with the needs of 
the customers 

-  Creating and expanding 
job skills and knowledge 
in line with customer 
expectations 

-  Gathering information 
about customer needs 
and expectations 

-  Using new educational 
technologies 

-  Sharing information and 
knowledge related to 
customer expectations 

-  Ensuring the added 
value of the training 
course 

Compensation 

- Designing and 
implemen�ng payment 
mechanisms based on 
customer-oriented 
performance 

-  �mployee ra�ng 
schemes based on 
customer-oriented 
performance 

-  �ndividual and collec�ve 
annual bonus for 
customer-oriented 
performance 

-  Paying a�en�on to the 
demands of customers in 
the compensa�on 
system of customer-
oriented service 

-  Paying during busy 
�mes is a measure of 
posi�ve customer 
interaction 

Job analysis 

- Analyzing job duties 
based on customer needs 

-  Planning to identify 
necessary and new skills 
and knowledge in job 
fields 

-  Division of job duties in 
a smaller and more 
specialized way 

-  Diversifying job duties 
according to customer 
needs 

-  Definition of flexible 
job description based on 
customer needs 

-  Providing job 
description and 
certification conditions 
according to professional 
ethics 

Organization orientation 

Customer-oriented 
organizational strategy 

- Strategic planning with a customer 
focus 

-  The need to revise the organization's 
mission statement and create value 
beyond the expectations of customers 

-  A customer-oriented organizational 
perspective in line with issues and 
problems 

-  Organizational values according to 
customer-oriented 

-  Pay attention to the organizational 
mission to be customer-oriented 

-  The need to align the human 
resources strategy with the 
organization's strategy in line with the 
customers' needs 

-  The participation of the human 
resources unit in formulating the 
strategy of the organization in line 
with the needs of the customers 

- Identifying opportunities and 
obligations in human resources with a 
customer-oriented approach 

Customer-oriented 
organizational structure 

- The need for codified planning to 
change the structure and match based 
on the needs of clients 

-  The flexibility of the structure and 
the creation of horizontal values in 
the organization 

-  Creating changes in the 
organizational structure according to 
the needs created for the organization 

-  Designing support processes based 
on target customers 

-  Updating the structure of the 
organization based on the needs of 
customers 

-  Adaptation of customer-oriented 
structure and strategy mutually 

-  The suitability of the organization's 
structural conditions for the 
implementation of customer-oriented 
strategies 

Customer-oriented 
organizational culture 

- Reflecting the importance of customers in 
the culture of the organization 

-  Employees' awareness of the importance 
of customer satisfaction 

-  Employees' belief in their importance for 
the organization 

-  Employees' attitude about the importance 
of customer satisfaction 

-  Employees' attitude towards the 
importance of providing quality services to 
customers 

-  Employees' pride in the organization's 
values and goals 

- Employees' belief in the importance of all 
the processes and units of the organization 
for customer satisfaction. 

-  Providing superior services to customers 
as the value of employees 

- A culture of admitting mistakes 
-  Mutual respect as one of the elements of 

customer-oriented culture 

Two-way communication 
channels 

- Reflecting customers' opinions 
in organizational decisions 

-  Comprehensive clarification 
and documentation of how to 
provide services to customers 

-  The necessity of training in the 
field of customer 
communication skills 

-  The role of management in 
creating good relations in order 
to realize the customer-oriented 
strategy 

-  Elimination of discrimination 
between customers 

-  Informing employees about 
the opinions and views of 
customers 

-  Flexibility in providing 
services 

-  Emphasizing the importance 
of honoring the customer 

Performance 
management 

- Relating performance 
criteria to customer-
oriented results 

-  Performance evaluation 
with a meritocracy 
approach 

-  More points for people 
who are active in 
satisfying clients 

-  Determining 
performance indicators 
in each department 
according to its specific 
goals 

-  The criterion of placing 
a positive image of the 
organization in the eyes 
of customers 

-  Clarification of 
performance indicators 

Fig. 1: The optimal model of human resources management to satisfy the nomads in the Organization of Nomadic Affairs of Iran
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performance management, and service compensation 
(Arasli et al., 2020). Organizations can recognize the 
importance of customer-centricity to employees and 
include customer-oriented components as one of 
the competency requirements in the HR meritocracy 
model (Cho & Choi, 2021). Organizations create a 
constructive attitude and atmosphere for employees 
by appreciating the behaviors that lead to the 
promotion and preservation of people’s dignity in the 
administrative system (Reina & Scarozza, 2021).

Limitation of the present study 
The first limitation of our study is that while we 

asked participants whether performance was a 
cultural element, we did not explicitly ask them about 
performance expectations. The second limitation 
is that the study was conducted in one country and 
cross-cultural studies would signal similarities and 
differences.

CONCLUSION
The present study was conducted to design an HRM 

model with the approach of obtaining the satisfaction 
of the nomads in the Organization of Nomadic Affairs 
of Iran. In this sense, a qualitative research approach 
with a content analysis method was used. According 
to the findings of the research, the human resource 
management model in Iran’s nomadic affairs 
organization with the approach of obtaining the 
satisfaction of the nomads has two main dimensions 
of the organization’s orientation (the relationship 
between human resources and the nomads) 
and content (HRs strategies and processes). The 
orientation of the organization (relationship between 
HRs and nomads) has four dimensions: customer-
oriented strategy, customer-oriented structure, 
customer-oriented culture, and strengthening of 
two-way communication channels. The content of 
the model refers to the strategies, processes, and 
functions of HRs, which have five components: job 
analysis, provision of HRs, training and improvement, 
performance management, and comprehensive 
service compensation. The research conducted 
among the statistical sample shows: First, that 
customer-oriented human resource management, 
although it is similar to other HRM models in terms 
of its mechanisms, its indicators are fundamentally 
different from the existing models, which are in the 
form of Qualitative tables were mentioned under the 

title of basic themes.  According to the findings of the 
research, human resource management in terms of 
satisfying the nomads requires external alignment 
between HR systems and background requirements 
such as the strategy and structure of the organization. 
According to the researchers’ findings, designing 
and implementing optimal structures, processes 
and systems to create customer satisfaction is one 
of the most important challenges of public sector 
organizations (Chan, Thong, Brown, & Venkatesh 
2021). The proposed model of the current research 
emphasizes the interrelationship and coherence 
between human resource management measures. 
In the mentioned model, special attention has been 
paid to the stakeholders of the organization, the 
influence, and the role of clients as one of the most 
important stakeholders of the organization. Also, the 
role of variables including other requirements of the 
immediate environment of HRM such as customer-
oriented culture, customer-oriented structures, and 
two-way communication channels are included in the 
model. The results of a study that was conducted to 
design a model to explain sustainable human resource 
management in Iran’s government organizations 
with a sociological approach show that in the causal 
conditions of individual, group, and organizational 
components and attention to the organization, in the 
main phenomenon of participation, Communication 
and adherence, intervening conditions, internal 
and external organizational factors, in the context 
of capacity building, organizational change and 
planning and in connection with the main strategy of 
sustainable human resource management measures, 
human resource information system design, and 
consequences including individual, organizational 
and It has been social that is worthy of focus and 
skills Human resource management is effective 
(kiani, Rangriz, & Ahmadi, 2022). The final model 
of research that designing a strategic model of 
customer-oriented human resources in the Iranian 
banking system has five main factors including the 
functions and relationships of customer-oriented 
human resources, customer-oriented organizational 
culture, external factors, strategic customer-oriented 
strategic resources, and customer-oriented human 
resource results (Marzdashti, Jazani, & Mehrabi, 
2022). The mentioned model is aligned with our 
model in the field of customer orientation. There are 
also differences compared to other prominent models 
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in the field of human resources, such as the Michigan, 
Warwick, Phillips, Harvard, and Guest models. For 
example, in Gast’s model, there is no mention of 
background factors such as structure, culture, and 
communication, and its focus is on the realization 
of organizational goals through the satisfaction 
of employees. In other words, it lacks an outside-
in attitude, that is, it does not pay any attention 
to the importance of obtaining the satisfaction of 
external stakeholders and how human resource 
management affects the results of customers and 
society (Rezaee, Seyed Javadin, Ganjali, & Abdollahi, 
2017). In this research, it has tried to focus all the 
strategies, processes, and functions of human 
resources management on the satisfaction of the 
nomadic community in the first place, unlike the 
existing models that lack strategic direction and 
whose goal is only to get the satisfaction of the 
employees and achieve the desired organizational 
results. The current research can be the beginning 
of a new movement in which other aspects of the 
immediate environment, including the direction 
of the organization, leadership, infrastructure, 
culture, and communication, are aligned to satisfy 
the organization’s clients and support this direction. 
Unlike the previous models, which lack an outward-
inward attitude.  Finally, based on the findings of the 
research, it can be said that managers should not 
have a dimensional view of HRM human resources 
management, but should have a holistic view. For 
human resource management to be successful 
in a customer-oriented way, other aspects of the 
immediate environment, including the organization’s 
strategy, structure, culture, and communication, 
must support this orientation. Based on the findings 
of the research, it is not enough to focus only on the 
human resources system to improve the relationship 
with the clients, all aspects of the environment close 
to the human resources should be aligned with 
the client-centered orientation. According to the 
findings of this research, the results of the clients 
are under the direct influence of the background 
requirements, i.e., the orientation of the organization, 
infrastructures, culture, and communications, as well 
as under the influence of the strategies, processes, 
and functions of human resources. Therefore, one 
should not expect favorable results to be achieved 
just by focusing the strategies, processes, and 
functions of human resources on the needs of the 

clients. The proposal of this article, in line with the 
results obtained, indicates that special attention 
should be paid to the participation of employees and 
to create the necessary platforms to gain the trust 
of employees and include them in organizational 
decisions so that decisions in the field of sustainable 
HRM become more visible and to be operational.
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