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Abstract:

Due to the increasing competitiveness of many service industries, service organizations have turned to agility to ensure their survival and
maintain their competitive edge. Human resource agility is one of the most effective strategies for enhancing overall organizational agility
and overcoming inertia, inefficiency, and low performance. The present study aimed to design a model for service organizations' agility with
a human resources approach in Aseman Airlines. The research employed a qualitative methodology. The statistical population for the model
design phase consisted of faculty members specializing in public administration, organizational behavior, and human resource management
in higher education institutions, as well as senior managers and senior experts in the human resource management sector of Aseman Airlines.
In the validation phase, the statistical population included senior and middle managers of Aseman Airlines, as well as specialists and experts
knowledgeable about the research subject. In the qualitative phase, a total of 19 experts were selected using the snowball sampling method,
while in the validation phase, 17 experts were chosen using purposive sampling. Data collection tools included semi-structured interviews in
the qualitative phase and an expert evaluation checklist in the validation phase. Data analysis in the qualitative phase was conducted using
thematic analysis with initial, axial, and selective coding in Atlas software, while the Delphi method was applied over three rounds in the
validation phase, using SPSS software. To ensure the validity and reliability of the study, necessary evaluations, including credibility (expert
review) and confirmability (expert verification), were conducted in the qualitative phase. In the validation phase, the content of the expert
evaluation checklist was reviewed and confirmed by several academic and organizational experts in terms of clarity and comprehensibility.
The reliability of the checklist was assessed using the test-retest method and was calculated at 0.88, confirming its reliability. According to
the qualitative findings, the final model comprised six main themes: (1) human capital leadership, (2) human resource agility culture, (3)
agile strategic human resource management, (4) flexible human resource structure design, (5) advanced technologies in agile human resource
management, and (6) agile human capital performance management and development. The model also included 24 sub-themes and 115

criteria. The validation results confirmed the main and sub-themes identified in the qualitative phase.
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Extended Summary

Introduction

In today's rapidly changing and highly competitive environment, organizations are increasingly turning to agility as a means
to ensure their survival and maintain a competitive edge. The concept of organizational agility has gained significant attention,
particularly in service industries, where the ability to adapt quickly to market changes and customer demands is crucial for
success. Human resource agility, in particular, has emerged as one of the most effective strategies for enhancing overall
organizational agility, overcoming inefficiencies, and improving performance (Abbasi & Fattahian, 2017). The dynamic nature
of modern business environments, characterized by rapid technological advancements, globalization, and shifting customer
expectations, has made it imperative for organizations to adopt agile practices to remain relevant and competitive (Shin et al.,
2015).

The importance of agility in organizations cannot be overstated. In a world where change is the only constant, organizations
must be able to respond swiftly and effectively to external and internal disruptions. This is especially true for service
organizations, where the quality of service delivery is directly linked to customer satisfaction and loyalty. Human resource
agility, which refers to the ability of an organization's workforce to adapt quickly to changing circumstances, is a critical
component of organizational agility. It involves creating a culture that embraces change, fostering a flexible and responsive
workforce, and leveraging advanced technologies to enhance human resource management practices (Sarlak et al., 2016).

The present study focuses on designing an organizational agility model for service organizations, with a particular emphasis
on human resources. The case study is conducted in Aseman Airlines, a prominent airline company in Iran, which operates in
a highly competitive and dynamic industry. The airline industry is particularly susceptible to external shocks, such as economic
downturns, geopolitical tensions, and pandemics, making agility a vital attribute for survival and success. By developing a
model that integrates human resource agility into the broader framework of organizational agility, this study aims to provide
actionable insights for service organizations seeking to enhance their adaptability and performance (Sud-on et al., 2014).

Methods and Materials

The research employed a qualitative methodology, utilizing a combination of thematic analysis and the Delphi method to
design and validate the organizational agility model. The study was conducted in two main phases: the model design phase and
the validation phase. In the model design phase, the statistical population consisted of faculty members specializing in public
administration, organizational behavior, and human resource management, as well as senior managers and experts in the human
resource management sector of Aseman Airlines. In the validation phase, the statistical population included senior and middle

managers of Aseman Airlines, along with specialists and experts knowledgeable about the research subject.
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A total of 19 experts were selected using the snowball sampling method for the qualitative phase, while 17 experts were
chosen through purposive sampling for the validation phase. Data collection tools included semi-structured interviews in the
qualitative phase and an expert evaluation checklist in the validation phase. Thematic analysis was used to analyze the
qualitative data, with initial, axial, and selective coding conducted using Atlas software. The Delphi method was applied over
three rounds in the validation phase, with data analysis performed using SPSS software.

To ensure the validity and reliability of the study, several measures were taken. In the qualitative phase, credibility (expert
review) and confirmability (expert verification) were assessed. In the validation phase, the content of the expert evaluation
checklist was reviewed and confirmed by academic and organizational experts for clarity and comprehensibility. The reliability
of the checklist was assessed using the test-retest method, with a calculated reliability coefficient of 0.88, confirming its
reliability.

Findings

The qualitative findings revealed that the final model for organizational agility with a human resources approach comprised
six main themes: (1) human capital leadership, (2) human resource agility culture, (3) agile strategic human resource
management, (4) flexible human resource structure design, (5) advanced technologies in agile human resource management,
and (6) agile human capital performance management and development. These themes were further broken down into 24 sub-
themes and 115 criteria, providing a comprehensive framework for enhancing organizational agility through human resource
practices.

In the validation phase, the Delphi method was used to confirm the main and sub-themes identified in the qualitative phase.
The results of the Delphi rounds indicated a high level of agreement among experts regarding the importance and relevance of
the identified themes and sub-themes. The final model was validated, with all six main themes and their corresponding sub-
themes receiving strong support from the expert panel.

The findings also highlighted the importance of specific practices within each theme. For example, under the theme of
human capital leadership, the sub-themes of transformational leadership, empowering leadership, participatory leadership in
talent management, and future-oriented leadership were identified as critical for fostering agility. Similarly, the theme of human
resource agility culture emphasized the importance of continuous learning, acceptance of change, innovation, and flexibility in
job roles.

Discussion and Conclusion

The study's findings underscore the critical role of human resource agility in enhancing organizational agility, particularly
in service organizations like Aseman Airlines. The proposed model provides a comprehensive framework for integrating human
resource practices into the broader strategy of organizational agility. By focusing on leadership, culture, strategic management,
flexible structures, advanced technologies, and performance management, organizations can create a workforce that is not only
adaptable but also capable of driving innovation and responding effectively to changing market conditions.

One of the key insights from the study is the importance of leadership in fostering a culture of agility. Leaders who can
inspire and empower their teams, encourage innovation, and anticipate future challenges are essential for creating an agile
organization. Additionally, the study highlights the need for a flexible and responsive human resource structure that can quickly
adapt to changing circumstances. This includes practices such as cross-functional teams, reduced bureaucracy, and job rotation,

which enable employees to develop a diverse skill set and respond more effectively to new challenges.
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The integration of advanced technologies into human resource management is another critical component of the model.
Technologies such as artificial intelligence, digital transformation, and knowledge management systems can significantly
enhance the agility of human resource practices by automating routine tasks, improving decision-making, and facilitating
communication and collaboration across the organization.

Finally, the study emphasizes the importance of continuous performance management and development in maintaining
agility. By regularly assessing employee performance, providing feedback, and offering opportunities for growth and
development, organizations can ensure that their workforce remains motivated, skilled, and ready to adapt to new challenges.

In conclusion, the proposed model offers a practical and actionable framework for service organizations seeking to enhance
their agility through human resource practices. By focusing on leadership, culture, strategic management, flexible structures,
advanced technologies, and performance management, organizations can create a workforce that is not only adaptable but also
capable of driving innovation and responding effectively to changing market conditions. Future research should explore the

application of this model in different industries and contexts, as well as the impact of emerging technologies on human resource

agility.
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