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Identifying and Prioritizing Factors Affecting Sustainable Social Responsibility in a Private
Mobile Operator Using Multi-Criteria Decision-Making Techniques

Nastaran Vedad, Tahmoures Sohrabi*

Abstract: Since considering the social factors in organizations in the current era is as important as the income and profitability of organizations, the present study seeks to identify
and prioritize the factors affecting sustainable social responsibility. Today's organizations have found that by focusing on social responsibility, they can attract more customers and
earn multiple their cost. Since several factors affect the social responsibility of companies, in this paper, first these factors are extracted and then, the factors related to a Private
Mobile Operator are identified based on the Delphi method. Since no organization has the ability to define improvement projects for all factors of social responsibility, so they
should be ranked to identify the most important factors of limited organizational resources allocated to them. The MABAK method has been used to rank these factors and its
required initial weight were extracted by the SAVARA method. Finally, the results of factor prioritization are presented.
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1 INTRODUCTION

Many researchers have recently emphasized Corporate
Social Responsibility (CSR) in business contexts and have
mentioned CSR as a useful field for many businesses,
practitioners, academics and managers [1]. Despite the use of
CSR and numerous studies on this concept, there is no
agreement on how to conceptualize CSR [2]. However, it is
not clear exactly how social responsibility (SR) and
sustainable development programs are integrated with
corporate practices [3]. According to the existing literature,
the integration of sustainability and social responsibility in
organizational actions will not only reduce negative
environmental impacts and improve social impacts, but will
also improve better governance [4], improve financial
performance [5] and leads to a better evaluation of the quality
of institutions [6]. Accordingly, the present study was
conducted with the aim of analysing and prioritizing
sustainable social responsibility criteria in a Private Mobile
Operator based on the experts’ opinion.

2 PROBLEM STATEMENTS AND RESEARCH LITERATURE

Corporate social responsibility has been considered by
many experts, researchers and organizations so that
considering social responsibility has become one of the
dimensions and components of their operational activities in
organizations [7].

Corporate sustainability, according to Dyllick and
Hockerts (2002), is based on six criteria including economic
productivity, = economic  efficiency, environmental
effectiveness, social effectiveness, adequacy and economic
value [8].

In addition, a matrix is presented in the research of Van
Marrewijk and Were (2003) that shows the distinction
between organizations at different stages of development,
their related institutional frameworks, and the level of
performance of different companies. In their view, this
matrix is a self-assessment tool that can be used to audit,

analyze and interpret corporate sustainability. On the other
hand, according to Salzmann, Ionescu-Somers and Steger
(2005), firm sustainability is very complex because it is
related to different parameters (e.g. technology,
organizations and visibility) that vary in different industries,
countries and places. However, corporate sustainability,
according to them, is limited to reducing operational risk and
measures to increase environmental productivity [9].

Accordingly and due to the importance of the research
subject, the present study aimed to identify and prioritize
sustainable social responsibility indicators in a Private
Mobile Operator Therefore, the main question of the present
study is what are the most important indicators of sustainable
social responsibility in a Private Mobile Operator?

The research literature and background on this subject
are reviewed in the following section.

With the advent of the Wall Street movement in the
United States and other EU countries, general attitude is that
a major part of the causes of these movements and
dissatisfaction is caused by the global economic crisis.
According to some experts, the lack of attention of
organizations to social responsibilities by banks and credit
institutions and other institutions and organizations to society
caused a major part of this crisis.

A sustainable corporate development model is developed
by Sharaei et al. (2017) in a research with the aim of
explaining the role of corporate social responsibility,
corporate governance, and creating shared value. The
research statistical population was 13 companies that won
national awards. According to their results, corporate social
responsibility and shared value creation affect the
development of corporate sustainability with the intensities
of 69% and 63% and corporate governance improves the
relationship between corporate responsibility and creating
shared value for stakeholders. Also, it indirectly affects the
development of corporate sustainability with an intensity of
27% [10].

Nadem et al. (2017) examined the effect of social media,
transparency and social responsibility on business

TEHNICKI GLASNIK 16, 1(2022), 1-7



Nastran Vedad, Tahmoures Sohrabi: Identifying and Prioritizing Factors Affecting Sustainable Social Responsibility in a Private Mobile Operator

performance with the mediating role of a sustainable brand.
Their study aimed to investigate the factors affecting the
business performance of Mehr Industrial Group. Data
analysis showed that transparency and social responsibility
can have a strong relationship with business performance in
Mehr Industrial Group and this company must pay close
attention to social media and sustainable brand in order to
enhance its business performance [11].

The impact of transparency, social responsibility and
marketing through social networks on business performance
was also investigated by Pirchianloo (2018), considering the
mediating role of organizational reputation and sustainable
brand. The customers of Digikala Company formed the
research statistical population. Content validity (CVR) and
convergent (CV) and divergent (DV) constructs were used to
evaluate the validity of the questionnaire, and Cronbach's
alpha and combined reliability (CR) were used to calculate
the reliability of the questionnaire. According to the obtained
results, marketing through social networks, reputation
building and sustainable brand has a positive and significant
effect on business performance.

The integration of social responsibility and sustainability
in practice is considered by Filho et al. (2019) by examining
attitudes and practices in higher education institutions.
According to the existing literature, integrating two related
agendas can be problematic according to a range of factors
including lack of public awareness or misconceptions about
related programs. The attitudes and practices related to the
integration of social responsibility and sustainability
initiatives in government centres were examined in this
research. This study theoretically highlighted the relative
position and importance of economic factors - since it relates
to differentiate instead of integration, for example social
responsibility and sustainability. The main finding of this
study was to provide useful insights into how top
management can bring together two contemporary but
potentially competing agendas [11].

The corporate social responsibility for sustainable social
and socio-economic development of small and medium
enterprises was also examined by Zuzek and Zvirbule (2018)
in Poland and Latvia. The main purpose of this study is to
describe the meaning of CSR actions in SME in Poland and
In Latvia, considering the possibility of their implementation
and the obstacles in their implementation. Their research
aimed to: 1) discovering the main areas of CSR related to
economic and economic enterprises and sustainable
economic and social development; 2) Observation and
analysis of key CSR areas for SMEs in Poland and Latvia; 3)
Conclusions about the importance of CSR for SMEs in
sustainable development [9].

Other research conducted and indicators related to
sustainable social responsibility, highlighted by researchers,
are provided in Tab. 1.

Table 1 Indicators related to sustainable social responsibility

Dimension Indicators Resources

Employees’ occupational
health and safety

Legal working hours and rest
time

Wages and welfare
Employment

Education

Freedom of unions and their
bargaining power

[12], [13], [14], [5]

Employees [71, [11,[91, [3]

Legal shareholder income
Accurate disclosure of the
status of companies

and development prospects
Participation in decision
making

Shareholders [15],[16]

Shareholder relationship
management system

Quality and safety of products
and services

Customer satisfaction
Customer service culture
Innovation and development

Customers [171,[18], [19]

Disclosure of companies'
actual performance
Suppliers and information

Partners Maintaining a partnership
Strengthening relationships
with partners / suppliers

Enhancing CSR performance
of partners and suppliers
Paying tax

Following the rules and
regulations

Government (201, [11]

Providing job opportunities
Preserving energy and [21]
resources

Resources and the
environment

Local Environmental Protection
communities Impact of projects on society

[22], [8], [13], [23]

Creating a harmonious
community
Professional ethics
Fair competition

Competitors [91, [17], [24]

Social and public service

NGO
strategy

[25], [26]

3 RESEARCH METHODS

The present study is an applied research in terms of the
purpose because the research results can be applied in the
similar organizations. It is also a descriptive survey in terms
of data collection approach and the researcher will not
interfere in the data. The research statistical population is all
experts and experienced managers of a Private Mobile
Operator. The dimensions of the present research
questionnaire are provided in the table below. In the present
study, by examining similar questionnaires, articles, books
and journals, initial questionnaires were designed and then,
in order to confirm the questionnaire validity, 3 professors
were consulted and the questions were reviewed and
approved by them. In order to analyze the data obtained from
the research questionnaires, first the appropriate weight was
assigned to the indicators using the Savara technique and
then the indicators were prioritized by the Mabak technique
and the experts’ opinion was used in each stage [27].
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Table 2 The research questionnaire dimensions Accurate disclosure
Dimension Indicators of the status of
Employees’ occupational health and safety companies 3.71 3 4 3 4 3
Legal working hours and rest time and development
Employees Wages and welfare prospects
Employment Participation in 420 | 4 | 3 s |4 s
Education decision making
Freedom of unions and their bargaining power Shar§h01d§r
Legal shareholder income relationship 3.86 313 4154
Accurate disclosure of the status of companies mana‘gement system
Shareholders and development prospects Quality and safety of | 5 o, 3| 4 41313
Participation in decision making products and services
Shareholder relationship management system Customer SatlsfaCtlon 4.43 513 51415
Quality and safety of products and services Customer service 443 3] 4 51415
Customer satisfaction ;:ulturet. v
- nnovation an
Customers Custom.er service culture development 3.43 4 | 3 4| 3 3
Innovation and development ol :
Disclosure of companies' actual performance Disc osgreyo tual
information companies' actua 357 3 5 4| 3 3
——— - performance
Maintaining a partnership : .
: - - - information
. Strengthening relationships with partners / ——
Suppliers and - Maintaining a
suppliers . 3.71 3 5 4 3 4
Partners - partnership
Enhancing CSR performance of partners and -
suppliers Strengthening
- relationships with 3.71 5 4 4 3 4
Paying tax partners / suppliers
Government Following the rules and regulations -
idine 1ob — Enhancing CSR
Providing job opportunities performance of 443 | 3 | s 415 |s
Respurces and the Pres.ervmg energy and.resources partners and suppliers
environment fnwronnflentgl Protectloq Paying tax 443 3 5 4 5 5
.. mpact of projects on society Following the rules
Local communities Creeflting a hlarrﬁ onious community and regulitions 4.29 4 |5 4 |5 4
. Professional ethics Providing job
> — g jo
Competitors Fair competition opportunities 4.43 4 5 4 5 5
NGO Social and public service strategy i
Preserving energy and 443 3 5 4l s 5
resources
4 DATA ANALYSIS Environmental ais |5 |3 s 14l s
Protection
. . e . Impact of projects on
As the sustainable social responsibility variables have socpiety prol 457 | 4|5 5145
been collected from previous research as well as interviews Creating a
with experts, they should be customized for a Private Mobile harmonious 429 | 3 | 4| 5| 4| 5|5 |4
Operator. For this purpose, the Delphi method is used and community
. . . . Professional ethics 4.29 4 5 5 4 4 3 5
experts were asked to express their opinions on the index by Fair competition 229 = T3 T 5T 415212
the numbers 1 to 5 by 1 indicating the least important and 5 : : )
e R ; Social and public 457 4 5 4 5 5 4 5
indicating the most important. If the average of the numbers service strategy )

is less than 4, that variable is rejected and otherwise accepted.
There is no agreement among researchers about the number
of experts in this method and some believe that this number
should be 5 to 15 experts.

The results of the experts' opinion in the Delphi method
are presented in the following table.

Table 4 Delphi method calculation results

Table 3 Experts' preferences about the research indicators Variables Reject / Accept
Expertl Employees’ occupational health and safety Accept
Factors (E]) E2 | E3 | E4 | ES | E6 | E7 | M Legal working hours and rest time Reject
Employees’ Wages and welfare Accept
occupational health 4.29 3 5 4 5 4 5 4 Employment Reject
and safety Education Accept
Legal working hours 357 3 3 4 5 4 3 3 Freedom of unions and their bargaining power Accept
and rest time ) Legal shareholder income Reject
Wages and welfare 4.29 315455414 Accurate disclosure of the status of companies Rei
Employment 3.57 3 3 4 5 4 3 3 and development prospects eject
Education 4.29 4 5 3 4 5 4 5 Participation in decision making Accept
Freedom of unions Shareholder relationship management system Reject
and their bargaining 4.29 415|143 |5]4]5 Quality and safety of products and services Reject
power Customer satisfaction Accept
Legal shareholder 3.57 3 4 5 3 4 3 3 Customer service culture Accept
income Innovation and development Reject
Disclosure of companies' actual performance .
. . Reject
information
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Maintaining a partnership Reject Social and public
p - : - - - . 9 9 5 4 4 9 9
Strengthening relationships with partners / suppliers Reject service strategy
Enhancing CSR performance of partners and suppliers Accept Fair competition 7 6 6 6 8 5 4
Paying tax Accept Creating a harmonious 4 7 6 6 9 4 5
Following the rules and regulations Accept community
Providing job opportunities Accept Environmental
- . 4 4 7 8 4 6 9
Preserving energy and resources Accept Protection
Environmental Protection Accept Wages and welfare 8 4 | 6 9 4 6 7
Impact of projects on society Accept Paying tax _ 4 5 4 5 4 9 5
Creating a harmonious community Accept Freedorp of asspglatlon
Professional ethics Accept and their bargaining 5 5 9 5 6 6 8
Fair competition Accept power
Social and public service strategy Accept Maximum 8 9 9 9 9 9 9
Minimum 4 4 4 3 4 4 4
Weight 0.11 | 0.1 ]0.1]0.09|0.09]0.17 | 0.33

According to the obtained results, among 28 variables,
10 variables were rejected and 18 variables were accepted
based on the experts’ opinion. Because each of the
respondents have different opinions according to their
expertise and background. Therefore, the weight of each

Step 2: normalization [29]: the data is normalized in this
step, which is presented in the table below.

Table 7 Data normalization

opinion is different, so the Savara method is used to obtain Index name El | E2 | E3 | B4 | E5 | E6 | E7
these weights. Participate in decision 0 02 | 06 | o5 | 06 | 0s
making
Table 5 Initial weights obtained by Savara method Customer service 1 06 | 0410671 1 |08 1
Comparative Recalculated . culture i _
~omp . weight Weight Customer satisfaction | 0.75 | 0.2 | 08 | 0.5 | 0.6 | 04 | 1
Factor importance of |- Coefficient £ w; Impact of projects on
average value K=8+1 w. N q; = ZV,V society ) 075 | 04 | 0.2 0 0 04 | 04
; }
() K; Professional ethics 075 | 04 1 083 | 04 [ 0.8 | 0.6
Expert 1 0.33 1 1 - Employees’
Expert 2 0.17 0.52 1.94 0.94 occupational health 0 1 0.8 1 04| 02102
Expert 3 0.09 0.27 1.81 0.81 and safety
Expert 4 0.09 0.28 1.71 0.71 Following the rules
Expert 5 0.1 03 1.63 0.63 and regulations L 0] 0]033]0270470
Expert 6 0.1 0.32 1.49 0.49 Preserving energy and
1 0.6 | 0.8 | 033 | 04 0 0.4
Expert 7 0.11 0.35 1.37 0.37 resources
Emzﬁ;‘lgiég:’ 075 | 0 |04 | 05|02 0 |04
Step 1: creating the initial matrix (average of IrIr)lf)roving CSR
respondents). The input weights of the Mabak technique can performance of 025 1 08 o021 05 1 1o21 06
be obtained from other methods such as AHP, entropy, etc. partners and suppliers
that these weights is obtained by Savara method in this study Education ' 0751 0 | 02]067| 0 |08 O
and will be used in Mabak process. All indicators are Social and public 0251 0o oe | 1 o8] 1 0
idered positive [28] service strategy
considered p . Fair competition 05 | 04 | 04033 06]| 1 |08
Creating a harmonious
Table 6 Initial decision matrix community 0 02106 05 1 0.6 | 0.8
Index name El E2 | E3 E4 E5 E6 E7 Environmental
Participate in decision 4 5 7 6 9 ; e Protection 1 06| 04067 | 1 |08 1
making _ Wages and welfare 075 0208 ] 05 06]04] 1
Customer service s 1716l 719 s | o Paying tax 075 | 04 |02 ] 0 0 | 04| 04
culture _ i Freedom of
Customer satisfaction 7 518 6 7 6 9 association and their | 0.75 | 04 | 1 | 083 | 0.4 | 0.8 | 0.6
lmpact of projects on 7 6 5 3 4 6 6 bargaining power
society
Professional ethi 7 6 9 8 6 8 7 . . . . ..
PTG R Step 3: creating a weighted matrix: a weighted matrix is
Employees . . .
occupational health and | 9 71 6 9 8 9 9 formed in this step and the results are presented in the Tab.
safety 8.
FOIIOW}ng the rules and 7 7 7 4 4 5 5
regulations Table 8 The weighted matrix
Preserving energy and Index name El E2 E3 E4 E5 E6 E7
resources 3 > 8 7 6 ? 6
Ll Participate in
E;(;Zﬁg;gitjig: s s [l s [ e o decision making 0.11 | 0.13 | 0.16 | 0.14 | 0.18 | 027 | 0.59
Improving CSR Customerservice | 023 | 017 | 0.14 | 0.16 | 0.18 | 031 | 0.6
performance of partners 5 5 7 9 5 9 5 Customer
and suppliers satisfaction 0.2 | 0.13 | 0.18 | 0.14 | 0.14 | 0.24 | 0.66
Education 4 9 9 8 6 7 5 :
Impact of projects | o5 | 15 | 0.12 | 0.09 | 0.09 | 0.24 | 0.46
on society
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performance of
partners and
suppliers

Education 0.2 0.1 | 0.12 | 0.16 | 0.09 | 0.31 | 0.33

Social and public | 41 o1 | 016 | 0.19 | 0.16 | 034 | 033

0.14 1 0.19 | 0.12 | 0.14 | 0.18 | 0.2 | 0.53

Professional ethics | 0.2 | 0.15 | 0.2 | 0.17 | 0.12 | 0.31 | 0.53 Participate in

Employees’ decision -0.98 -1 -0.98 | -0.98 -1 -0.9 | -0.96
occupational 0.11 | 0.21 | 0.18 | 0.19 | 0.12 | 0.2 0.4 making

health and safety Customer 2107 | 098 | -1 | -1.02 | -1.02 | -1.01 | -0.96
Following the service culture

rulesapd 0.23 | 0.1 0.1 | 0.13 | 0.11 | 0.24 | 0.33 Cu.stome.r 098 | -0.98 | -0.96 | -0.99 1 104 | -1.02
regulations satisfaction

Preserving energy Impact of

and resources 0.23 | 0.17 1 0.18 1 0.13 1 0.12 1 0.17 | 046 projects on -095 | -1.02 | -1.04 | -0.99 | -1.04 | -1.04 | -0.98
Providing job 02 | 01 | 014|014 011|017 046 society

opportunities Professional 1 1 07 | 098 | -0.96 | 099 | -1 |-0.94 | -1.02
Improving CSR ethics

Step 5: ranking alternatives. The results are shown in the
table below.

service strategy Table 10 Ranking Options
Fair competition 0.17 | 0.15 ] 0.14 | 0.13 | 0.14 | 0.34 | 0.59 Index Weight | Rank
= [CR— — % o
Part_lglpate in 02 101510181017 0121 034! 04 articipate in c!ec1s1on making 5 6.78
decision making Customer service culture 1 -6.53
Customer service Customer satisfaction 2 -6.67
culture 011/ 0.1710.16 | 0.13 | 0.11 | 024 | 0.4 Impact of projects on society 14 -7.01
Customer Professional ethics 3 -6.68
satisfaction 02 101771021016 1 0.121 02 ) 0.33 Employees’ occupational health and safety 10 -6.95
lmpact‘ of projects 023 1013 1012 | 016 | 009 | 02 | 046 Followipg the rules and regulations 18 -7.13
on society Preserving energy and resources 8 -6.9
Professional ethics | 0.11 | 0.17 | 0.2 | 0.16 | 0.12 | 0.31 | 0.33 Providing job opportunities 15 -7.04
Improving CSR performance of partners and suppliers 7 -6.86
Step 4: Calculating the distance of the alternative from Education 17_| -7.05
the estimation boundary and the region estimation boundary Social and public service strategy 9 | 694
R Fair competition 4 -6.7
matrix. Participate in decision making 6 -6.8
Customer service culture 16 -7.05
Table 9 Calculating the distance of alternatives Customer satisfaction 13 _6.98
In‘dc‘:x name El E2 E3 E4 E5 E6 E7 Impact of projects on society 12 -6.97
Participate in Professional ethics 11 -6.96
decision -1.07 | -1.02 -1 -1.01 | -0.95 | -0.97 | -0.76
makin,
st 5 CONCLUSIONS
. -0.95 1 -098 | -1.02 | -0.99 | -0.95 | -0.94 | -0.69
service culture
Cust;)me;r 098 | -1.02 | -098 | -1.01 | -098 | -1.01 | -0.69 Corporate sqmal respons'lblllty, as an 1n1t1aF1ve of publ'lc
ians atc“?“ relations professionals, was ignored in the United States in
mpact 0 e .
projects on 098 | -1 |-104-1061-104 | -1.01 | -0.89 the early 1990s because critics argued that it was an attempt
society to rebuild the damaged reputation of some and make a
Professional 098 | 1 | 096! 008! 1 |.004l 08 company filfferent from its cgmpetltors. ’T.o'day, however,
ethics many businesses adopted social responsibility as a smart
Employees business measure.
oceupational |} o7 | o4 | 008 | -096 | -1 | -1.04 | -0.96 ial R ibili R) has b
health and . : . : . : Corporate Social Responsibility (CSR) has become a
safety sensitive and important issue in recent years. As accountable
Following the organizations, leading organizations express their values to
rules and -0.95 | -1.04 1 -1.06 | -1.02 | -1.02 | -1.01 | -1.02 make their performance transparent to their stakeholders and
regulations . eyl . .
Preserving to fulfill their responsibilities in the area of social
energy and 095|098 | -098 | -102 1 -1 |-1.071-098 responsibility, and to ensure that these commitments are
resources deployed throughout the organization. Therefore, social
zrozlli‘:l';z‘i’dgf 098 | -1.04 | -1.02 | =101 | -1.02 | -1.07 | -0.89 respor}sibjlity will have mutual benefits fqr them, so that the
pporty organization benefits from a more ethical and coherent
Improving CSR

performance of
partners and
suppliers
Education -0.98 | -1.04 | -1.04 | -0.99 | -1.04 | -0.94 | -1.02
Social and
public service -1.04 | -1.04 -1 -0.96 | -0.97 | 09 | -1.02
strategy
Fair
competition

-1.04 | -0.96 | -1.04 | -1.01 | -0.95 | -1.04 | -0.82

-1.01 -1 -1.02 | -1.02 | -0.98 | -0.9 | -0.76

approach and the community and stakeholders have a better
understanding of the organization performance and strengths
[30, 31, 32].

The aim of this study was to identify and prioritize the
factors affecting sustainable social responsibility in a Private
Mobile Operator using the multi-criteria decision-making
technique and prioritize these factors. For this purpose, first
28 factors were extracted based on previous research and
interviews with experts. Then, it is tried to align these factors
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with a Private Mobile Operator by the Delphi method. The
results of Delphi method showed that out of these 28 factors,
18 factors were accepted and 10 factors were rejected. Now,
these factors should be ranked to help a Private Mobile
Operator by identifying the most important factors so that it
can play its social responsibility role in the best way and
allocate its limited resources to the most important factors.
The Mabak method was used to prioritize these factors, and
since prioritization by this method requires initial weight, the
Savara method was used to obtain the initial weight.
According to the obtained results, among the 18 factors of
sustainable social responsibility in a Private Mobile Operator
1, the culture of customer service has the highest degree of
importance. This means that if a Private Mobile Operator
wants to achieve a high degree of sustainable social
responsibility, it must strive to spread the culture of customer
service throughout the company. a Private Mobile Operator
Company has now serious and important competitors in the
field of providing services, some of which, including
Hamrahe Aval, are supported by the government. This
government support can help Hamrahe Aval to provide better
services and ultimately more profit. By focusing on this
index, a Private Mobile Operator Company can fulfill its
sustainable social responsibility and can gain a competitive
advantage, surpassing its first or other competitors [33].

Difficult access to research experts due to their job as
managers of the company under study was one of the
limitations of the present study. Also, in this study, it was
necessary to use two questionnaires to implement a combined
method of Savara and Mabak, and therefore, due to the large
number of criteria and sub-criteria, the number of tables in
the TOPSIS method to be completed by experts was high and
this led to a decreased reliability of the experts' answers and
the length of the research process. As a suggestion for the
future research, this model can be implemented in other
companies in the telecommunications industry or can also be
solved with other MADM methods such as WASPAS,
MULTIMOORA, and so on.
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