[ Downloaded from ieijgp.ir on 2026-11-14 ]

Iranian Electric Industry Journal Vol. 15/ No. 2/ Summer 2026
Quality & Productivity ISSN 2322-2344
P.P 79-94 EISSN 2717-1639

Competencies Required by Human Resources Managers in the
Era of Digital Transformation of Tehran Province Electricity
Distribution Company

Behnam Sardari Manghoutay?; Hajieh Rajabi Farjad?
1 Master of Public Administration (Human Resources Development), Faculty of Management, Islamic Azad University, Electronics
Branch, Tehran, Iran; Expert, Tehran Province Electricity Distribution Company. Selection Expert
Email: behnamsardari2@gmail.com
2 Associate Professor, Department of Human Resource Management, Faculty of Organizational Resources, Amin Police University,
Tehran, Iran.
Email: hajiehrajabi@chmail.ir

Abstract :

This study analyzes and explains the competencies required of human resource managers in the context of
digital transformation at Tehran Province Electricity Distribution Company. Given the fundamental changes
driven by new technologies and their effects on human resource management structures and processes,
identifying and developing managers’ strategic competencies is essential to organizational success in the
digital era. This study employed a qualitative approach using thematic analysis. After reviewing the relevant
literature and developing an initial conceptual framework, the study collected data through semi-structured
interviews with 10 managers and human resource and digital transformation experts selected through purposive
sampling. Participants were selected based on relevant managerial or specialized experience, at least 10 years
of professional experience, involvement in technology-related projects, and willingness to participate. The
number of participants was determined based on information adequacy and theoretical saturation, which was
considered achieved when no new meaningful codes or themes emerged from the interviews. Data were
analyzed through open, axial, and selective coding. The findings resulted in 54 primary codes, 7 organizing
themes, and an overarching theme entitled “Human Resources Leadership in the Era of Digital
Transformation.” The main competency areas identified were digital mastery and literacy, strategic thinking
and analysis, change management and transformational leadership, digital culture building, human capital and
digital skills development, individual and organizational agility, and employee empowerment and
participation. The findings were used to formulate practical recommendations, including developing digital
and analytical skills, strengthening the strategic role of human resources in digital transformation initiatives,
incorporating change-management considerations into technology projects, and establishing a framework for
developing a digital organizational culture. The study provides a contextual competency framework for human
resource managers in the electricity distribution sector and highlights the integration of technological,
strategic-analytical, and human-cultural competencies in the process of digital transformation.

1.Introduction and Problem Statement

In today's highly competitive and technology-driven business environment, continuous process improvement
has become a strategic necessity for industrial organizations seeking operational excellence and sustainable
competitive advantage. Industrial companies are increasingly implementing service process improvement
projects to enhance productivity, reduce operational costs, improve customer satisfaction, and strengthen
organizational agility. However, despite substantial investments in improvement initiatives, many projects fail
to achieve their intended objectives due to managerial, organizational, technological, and environmental
challenges.

Previous studies have primarily focused on isolated success factors such as leadership, organizational culture,
technology adoption, or employee participation. Consequently, a comprehensive framework integrating the
multidimensional drivers influencing service process improvement project success remains limited,
particularly within developing economies. Moreover, the industrial context of West Azerbaijan Province
presents unique organizational and environmental characteristics that require localized investigation.
Accordingly, the present study aims to identify and develop a comprehensive model of the critical success
factors influencing service process improvement projects in industrial companies of West Azerbaijan Province.
The proposed framework seeks to provide both theoretical contributions to organizational improvement
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literature and practical guidance for managers responsible for planning and implementing continuous
improvement initiatives.

2.Methodology

This research was conducted using a qualitative approach based on Grounded Theory methodology. The
statistical population consisted of academic experts in industrial management, organizational development
specialists, quality management consultants, and senior managers with practical experience in process
improvement projects within industrial companies of West Azerbaijan Province.

Participants were selected through purposive sampling, and data collection continued until theoretical
saturation was achieved. Semi-structured interviews served as the primary data collection method. The
collected data were analyzed using the systematic coding procedure proposed by Strauss and Corbin, including
open coding, axial coding, and selective coding. Data management and coding were performed using
MAXQDA software.

To enhance the trustworthiness of the findings, credibility, transferability, dependability, and confirmability
criteria were applied through member checking, peer review, prolonged engagement, and expert validation.

3.Results

The findings resulted in the development of an integrated conceptual model consisting of six major categories
of success drivers for service process improvement projects.

The first category comprises managerial drivers, including top management support, project leadership,
resource management, strategic alignment, and risk management. The second category involves organizational
drivers, encompassing organizational culture, knowledge management, effective communication,
organizational learning, and change readiness. The third category includes human resource drivers, such as
employee participation, empowerment, competency development, motivation, and teamwork.

The fourth category represents technological drivers, including information technology infrastructure, digital
technologies, automation, artificial intelligence applications, and data management capabilities. The fifth
category consists of process-related drivers, covering quality management, process standardization, continuous
improvement practices, and performance measurement systems. Finally, environmental drivers include
customer orientation, stakeholder expectations, competitive pressure, regulatory requirements, and external
environmental dynamics.

The interaction among these six dimensions contributes significantly to the successful implementation of
service process improvement projects, leading to enhanced organizational performance, higher service quality,
increased operational efficiency, reduced costs, greater organizational agility, improved customer satisfaction,
and sustainable competitive advantage. The resulting conceptual model provides an integrated roadmap that
can assist industrial organizations in systematically managing and improving future service process
improvement initiatives while contributing to the theoretical development of organizational transformation and
continuous improvement research.
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