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Abstract

This research aims to identify the existing challenges within Bank Melli in order to design
a desirable compensation system model. The data collection tools included semi-structured
interviews for the qualitative phase, and Interpretive Structural Modeling (ISM), Fuzzy
Delphi, and model validation questionnaires for the quantitative phase. The statistical
population consisted of Human Resources Management specialists and experienced managers
of Bank Melli with over 15 years of experience in HR affairs. Sampling was conducted using
a purposive and criteria-based method.

Using Thematic Analysis, damages/deficiencies were identified across three main areas:
External Financial Compensation, External Non-Financial Compensation, and Internal
Compensation. The reliability of the identified factors was established using a Kappa index of
0.785.

In the next stage, using the Fuzzy Delphi technique for screening indices, the results
indicated the confirmation of 14 main themes and 87 sub-themes identified as the components
of the compensation system from the experts’ perspective. Subsequently, using Gap Analysis,
the current status of the identified factors was compared against the desired status. Finally,
using the Interpretive Structural Modeling (ISM) technique, the final model was established,
encompassing factors such as: strategic factors, financial and non-financial legal benefits,
fringe benefits, performance-based payments, standard payments, individual factors, attitude,
and job conditions. To assess the suitability and validity of this final model, a model validation
questionnaire was administered to experienced banking experts and managers, which
confirmed the internal and external validity of the final model based on 8 model factors

(Glaser, Strauss).

Keywords:

Compensation System, Services, Pathology (Challenge Identification), Desirable
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