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 The behaviors of employees in customer service, customer perception of service quality 

has a significant impact, especially voluntary behaviors that employees are doing, both 

for the customer (client) and the organization. These behaviors, called Organizational 
Citizenship Behaviors. The hospitals and health care providers in terms of quality and 

service are the most important factors that can be used, are: behaviors, attitudes and 

interactions of nurses and doctors in providing better quality of service. The purpose of 
this study is to investigate the impact of the organizational citizenship behavior on 

customer satisfaction. The population in this study is the employees Shiraz University 

of Medical Sciences, the simple random sample was selected. The objective of this 
study was descriptive and cross - correlation. The hypotheses of the research and 

related indicators of the questionnaire OCB standard ten-question questionnaire was 

used to measure customer satisfaction. Data analysis consisted of descriptive statistics 
(Frequency, percentage, and cumulative percentage graphs) and statistical methods 

(Correlation, stepwise regression analysis ANOVA, independent t test) was used.The 

results indicate that there is significant relationship between the organizational 
citizenship behavior and customer satisfaction. There was also a significant relationship 

between social mores, altruism, work ethic, interpersonal harmony, protection of 

resources, chivalry and courtesy with client consent was approved according to the 
obtained regression model respectively consciousness, altruism, social customs 

protection of resources, interpersonal harmony, generosity, highest to lowest are in 

anticipation of customer satisfaction. Therefore, the organization of training courses to 
teach functional organizational citizenship behavior among their employees, and in this 

regard, given the conscientious work, philanthropy, social customs should be 

considered further. 
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INTRODUCTION 

 

 Humans are completely voluntary and optional, develop goals for themselves, groups and organizations and 

society that will help people to achieve perfection. The human purposes, communities, organizations, groups 

and units of the lively and each of these sets of people are trying to internal coordination and cooperation, in 

light of the continuation of human life, a human dimension to realize. Each of these sets of human-formal or 

informal work in the context of human life, all objectives and missions that philosophy justifies their existence, 

Reach human perfection and comprehensive development of human life, among the goals and ideals of the 

whole human Sets Concepts and terminology in a variety of different organizations will emerge. Organizational 

mission and goals of each series for the general conduct of activities towards the organization, Usually these 

objectives in the mission, the mission and the operational and functional level by setting goals that fit with the 

culture and style of management in any organization can be variable, are defined. How, and how to set goals and 

missions of the organization and the individual employee goals among the important issues that could have a 

major role in achieving organizational goals and Ultimately, the success of the play. 

 The concept of the organizational citizenship behavior in the last twenty years has been grown the subject 

of much research and its importance. Quoted Tabarsa, and Koshtegar and Hadizadeh, beginning in 1987 the 
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OCB function was defined as behavior by Kahn and Katz; the original research on this concept 24 years ago 

since the organs and Batman was introduced with the name of OCB. Since then, many studies on organizational 

citizenship behavior and its impact on organizational performance was the most important research institutions 

Katz, Babatoo and Jackson noted that other studies have used either as the first source, by the organophosphate 

work together OCB was introduced in 1983.  The authors developed the concept of willingness to cooperate and 

Barnard in 1938. Katz studies on the performance and behavior is spontaneous and induced innovation in 1964. 

OCB behaviors of the employees is a part of their official duties are not considered directly by the formal 

reward system but the overall effect of increasing the key elements of the definition are: 

1) What kind of behavior is formally defined by the organization, goes beyond that. 

2) A certain kind of behavior. Specifically, behaviors that are not rewarded by the formal structures of the 

organization is not recognized. 

 The behaviors are important for the performance, effectiveness and success of the organization. 

 Of the policies set by the government, providing high quality services to all community members, they meet 

all the responsibilities and all the more important for them is to satisfy the customer. Value system based on the 

respect for citizens in a democracy is rising. Now that the importance of citizens as one of the most important 

sources to perceive their treatment can be considered very important, clearly, the organizations need employees 

who are willing to go beyond their requirements and their official duties. The OCB refers to the action that goes 

beyond the job duties, many researchers have tried to analyze it. 

 The OCB is ideal for any organization, why is that important organizational variables such as job 

satisfaction, maintenance and associated organizational efficiency. The results show that the administrators can 

create or improve the organizational citizenship behavior to foster a positive working environment, rather than 

resort to force, select either employment or socialization processes and rely to produce this behavior. 

 As can be seen, the organizations, especially organizations in third world countries who are in need of a 

jump in utility maximization, the field must be a way to provide employees and managers with the free will of 

all experiences, the abilities and their capacity to promote the organization's goals. It will not be possible, unless 

the principles and rules related to the identification and OCB substrate should be provided to implement this 

kind of behavior. 

 Because of the direct impact of the organizational citizenship behavior on customer satisfaction, quality 

service, and consequently, according to this kind of behavior could be one way to increase the effectiveness of 

organizations. 

 The university is an organization that deals with all people; it is very unlikely that in the current society and 

bring someone into existence without the presence of medical societies and medical-related leave this world so 

it is clearly understood that the university staff attitude to what extent associated with the University 

organizations, the consent of the people and thus they affect the morale and life expectancy considering the 

points mentioned in this study, the researcher intends to Research work on the relationship between 

organizational citizenship behavior in medical Sciences Customer satisfaction with the organization review if 

found to provide improved conditions for the shortcomings in this area. 

 

Research Objectives: 

Main objective:  

 To determine the effect of organizational citizenship behavior on customer satisfaction in Shiraz University 

of Medical Sciences 

 

Secondary objectives: 

1) Examine the relationship between social practices and customer satisfaction 

2) Examine the relationship between altruism and customer satisfaction 

 

Research hypotheses: 

Main hypothesis: 

 There is a relationship between OCB and customer satisfaction at Shiraz University of Medical Sciences. 

 

Secondary hypotheses: 

1) There is a significant relationship between social mores and satisfied clientele. 

2) There is a significant relationship between altruism and customer satisfaction. 

 

Method: 

 The aim of this study was applied for the purpose of research is to develop the practical knowledge of how 

to collect data and descriptive (non-experimental) - correlation. The Data collection methods and instruments in 

this research study was to examine the assumptions and index corresponding to a standard questionnaire By 
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Livia Markoczy and Katherine Xin on the OCB in Twenty-seven items were developed based on seven criteria 

and questionnaire of ten questions were used to measure customer satisfaction. 

Analysis of data: 

 To review and analyze the data, descriptive statistics (frequency, percentage, cumulative percentage and 

graphs) and inferential statistics (correlation, stepwise regression analysis one way variance, and independent t 

test) was used. 

 

Area of study: 

 The period of this study in 2012, the area of its location, is Shiraz University of Medical Sciences and 

thematic Area of the study to examine the impact of organizational citizenship behavior on customer 

satisfaction. 

 

Population and sampling: 

 The population of the research was at Shiraz University of Medical Sciences staff in 2250 the number of 

people who Cochran alpha was used to select the sample size of the general formula the sample size was 330 

people. 

 

Theoretical Framework and Research Model: 

 The theoretical framework for this research comes from the work Batmn and Oregon, Farh et al, Padsakaf, 

Borman and colleagues and Bolin a study of the relationship between organizational citizenship behaviors 

would be customer satisfactions. 

 
Diagram 1.1: analytical framework. 

 

 The concept of organizational citizenship behavior: quoted Tabarsa, Hadizadeh and Koshtegar, originally 

designed in 1987 by Kahn and Katz, the OCB function was defined as behaviors. The OCB behaviors and 

workers who are not part of their official duties directly by the formal reward system in the organization will not 

be considered but the overall effectiveness of the organization will increase. 

 According to the research on the organizational citizenship behaviors [13]. The OCB has the following 

dimensions: 

 The social etiquette is a behavior that shows the respect to the institutional participation in public life. The 

social practices, including practices such as participation in extracurricular activities and extras, even when it is 

not necessary to support the development and change by providing leadership, tend to read books, magazines 

and the increasing importance of the public information posters and announcement of the organization to inform 

others. Accordingly, Graham believes that a good corporate citizen must not only be aware of the issues of the 

day, but have not commented about their actively involvement in solving. 

 Altruism: is noted as the good behavior and profitability, build intimacy, empathy and compassion among 

colleagues. The behaviors such as altruism are useful and profitable part of creating intimacy, empathy and 

compassion among colleagues point; that directly and indirectly helps the employees who are working 

problems, some experts like Padsakaf defined the citizenship behavior as the dimensions of altruism and 

conscientiousness in a class and they refer to as adjuvant treatment. 

 
Table 1.1: Maximum and minimum score obtained from the questionnaire component. 

Component Mean Minimum Maximum 

Social Etiquette 41/11 00/5 00/16 

Altruism 26/14 00/10 00/16 

Consciousness 50/15 00/10 00/20 

Personal mutual coordination 85/11 00/5 00/16 

Protection of enterprise resource 86/8 00/3 00/12 

Chivalry 31/9 00/4 00/12 

Civility 34/13 00/5 00/16 
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Organizational citizenship behavior 55/84 00/55 00/100 

Customer Satisfaction 51/32 00/25 00/39 

 

Types of organizational citizenship behavior: 

Graham divided the organizational citizenship behaviors on three types: 

1. Obey the enterprise, the term describing the necessity and desirability of the behaviors identified in the 

sense of discipline, are accepted. Behaviors such as respect for the laws of the organization, performs the full 

duties and responsibilities-are made according to organizational resources, it can be organizational compliance 

indicators. 

2. Organizational loyalty, including loyalty to self, others, and the organizational unit that expresses the 

dedication of the staff in the organization and to defend the interests of the organization. 

3. Organizational partnerships, the word being involved in the management of the organization will emerge, 

for example to attend meetings, to share their ideas with others and awareness of current issues in the current 

organization noted. 

 By doing this sort of the citizenship behavior, Graham believes that the behaviors directly affect the rights 

from the organizations and individuals to be observed. In this context, civil rights of organizations, including 

justice, employment, evaluation, and complaints from employees, accordingly, when the staff sees a civil rights 

organization, show very likely his citizenship behavior of obedience. The civil rights of the organization that 

includes the fair treatment of employees, such as increases in salaries and benefits and social status, employee 

influence the citizenship behavior. When the employees see that the social rights of organization, will be loyal to 

the organization citizenship behavior (of allegiance) the development of their own, the employees do when they 

see the Political rights in the organization, and to respect their right to participate and The organization is 

making in the areas of policy, OCB (of participation) will be shown. 

 Quoted from Soaei, in a study by Williams, Padsakaf and Huber were performed in 1986, to describe three 

dimensions of the organizational citizenship behavior were identified these three dimensions were Altruism, 

Consciousness and the impersonal.  

 

According to Aspektor & Fookes the OCB has been divided into two categories: 

1) Facilitate the individual, interpersonal behaviors targeted to the overall success of the organization and 

Consists of a series of deliberate and logical operations that To improve morale and encourage partners to help 

remove barriers to implementing partners in fulfilling the duties and responsibilities of occupational stresses. 

2) Professional dedication, devotion career includes behaviors such as following the rules of discipline, hard 

work and creativity to solve problems of employment. Devotion job performance based incentives that 

encourage employees to take actions that benefit the organization and include attention to important details, 

Exercise self-discipline and personal creativity to solve problems and work. 

 Quoted from Doaei, in another study by Vindin, Graham in 1994, the concept of the organizational 

citizenship behaviors were examined from the perspective of political philosophy and the consequence was that 

this phenomenon is referred to as civil citizens.  The three expert studies on the factors leading to this 

phenomenon is the fact that the citizenship and civic responsibilities include compliance (adherence) 

organization, organizational loyalty and partnership organizations. It should be noted that in this study, in 

accordance with corporate compliance measures criteria of consciousness in a study by Organ and Nir is the two 

measures of organizational loyalty and participation that were identified by experts in this study. 

 Quoting from Hovida, Kornodel in their recent study on the impact of organizational citizenship behavior 

on organizational performance, as the symbols of the seven dimensions of this phenomenon in their mind. These 

dimensions include the organizational adoption, morale fairness, loyalty, organizational, individual initiative, 

civic virtue, behavior and personal development. 

 

Consequences and Organizational citizenship behavior: 

 The organizational citizenship behavior, staff productivity and working groups, communication, and 

collaboration and increases the international aid workers, encourages teamwork; reduces the error rate and the 

participation and involvement of employees in the organization increases and generally provides a good 

organizational climate. The organizational citizenship behavior through the influence of organizational factors 

such as climate, improve morale, increase organizational commitment, job satisfaction, lower turnover 

intentions, unseen job loss and malicious behavior, quality of service and customer loyalty, Leads to 

performance excellence employees. 

 The key essence of the definition of the organizational citizenship behavior, is that such behavior will 

increase the organizational effectiveness. There are several empirical claims in this area, while WITNESS 

WHEREOF, the various reasons that is expressed the organizational citizenship behavior may impact on the 

organizational effectiveness. Given this material may be some areas where the organizational citizenship 

behavior helps to organizational success, summarized as follows: 
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1) Increasing the efficiency of the management and staff  

2) Release of resources that can be used for more productive  

3) Reduce the need to allocate scarce resources to the tasks of the Ng 

4) Assist the coordinator of activities both within the organization and between work groups 

5) Strengthen the Organization's ability to attract and efficient staff  

6) Increased stability of organizational performance 

7) Enabling the organization to effectively adapt to environmental changes. 

 Because of direct and positive impact on the quality of services provided the organizational citizenship 

behavior and consequently the profitability of such behavior could be one way of increasing the effectiveness of 

organizations so far it has received little attention. The overall aim of this study was to examine the relationship 

between job satisfactions and the organizational citizenship behavior, trust staff and managers as well as quality 

of service perceived by customers in travel agencies in Tehran. To investigate the relationship between the 

organizational citizenship behavior as independent variables and the customer's perception of service quality, 

satisfaction and confidence of staff as the dependent variable and the independent variable of the organizational 

citizenship behavior was used as the dependent variable, the correlation coefficient. The regression analysis to 

examine the effect of job satisfaction and Trust on Organizational citizenship behavior and Organizational 

citizenship behavior impact on quality Services are used. The findings show that Job satisfaction and trust 

management staff has a significant relationship with the organizational citizenship behavior also positively 

correlated with the quality of service and organizational citizenship is perceived by the customer. The service is 

the lifeblood of an organization, its employees, especially front-line staff that is directly relevant to the client's 

company. Unlike products and services are produced and consumed at one time and Frontline service 

employees, essentially producing services. This aspect of the service has led Focus on service staff play a vital 

role in the distribution of high quality services. 

 In fact, because the employees are related to client services provider directly affect customer satisfaction 

and marketing role to play. 

 In fact, they play marketing functions. They can have the benefit of this function is well and be considered 

as an advantage for the organization and/ or can provide the functions that is not the poor profit organization. 

 Over the past decade, much research in the field of marketing and human resource management, in order to 

examine the premises and prerequisites related to the organizational citizenship behavior such as job 

satisfaction, trust, organizational justice, organizational commitment and organizational citizenship behavior and 

the impact on evaluating the performance of managers of their employees was conducted. More researches are 

needed for staff level variables such as attitudes, perceptions and personal desires, and to limit the effects of the 

organizational citizenship behavior is focused on the evaluation of the performance management. 

 But very little attention to the possible effects of the organizational citizenship behavior and in particular its 

relationship to quality of service, and important question that can be raised in this context is dealing with 

customer perception of service quality is the relationship. 

 The service performance lies in their nature and therefore, unlike the tangible goods, the quality of service 

to a large extent on how to contact and interact with customers work (employees of the client) depends on the 

organizations. The attitude of the staff and their behavior with clients, has no noticeable effect on customer 

perception of service quality and thus results in consumers’ satisfaction. From this perspective, besides the 

activities defined roles, additional roles such as activity-Organizational citizenship behavior can be a very 

important factor to determine the quality. 

 Therefore, considering voluntary behaviors associated with client personnel in order to effectively 

implement the organization's activities and improve services, it is essential for service companies. 

 Research the causes of customer dissatisfaction and corrective actions 

 The Company may use the dissatisfied customers improve their activities, they can specify their reasons for 

dissatisfaction with the work of dissatisfied customers. Uncovering weaknesses products, the Company’s 

services has no effect without regard to the criteria of customer satisfaction in itself. The Companies need to 

mobilize all its forces to eliminate discontent. After identifying the weaknesses, be identified and their causes 

recommended actions to improve them. 

 A quick look at developments in various markets shows that all participants must have their own approach 

to the field of business change. We must recognize that queuing up customers and other period is running in our 

country. On the way to the future business will be customer-oriented and customer-centric. Maybe time to reach 

the customer is late but providers and organizations should know that in today's competitive market, according 

to the suppliers of Customer needs, react and buy goods and services, competitors, customer-centric, they 

provide furniture removal. Strategic customer an asset that may be short term or by customer and client 

satisfaction has become a long term customer. 

 The customer satisfaction has close relationship with the service and product quality. In these years, many 

companies have programs to provide and implement total quality management. The aim is to continuously 

improving the quality of services, products and processes to improve their marketing and finally, to increase 
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their customer satisfaction. The customer satisfaction to seek benefits such as competitive advantage, costs 

arising from mistake, encourage customer loyalty and repeat business, reduce costs, attract new customers, 

increase credibility and reputation, Growth and sustainable development are substantial (angina nia and others, 

2008). 

 

Literature:  

 Rezai Dizgah and Salehi Kordabadi, has been stated in a customer-oriented research, undoubtedly, the main 

concern is to find customers and mental organization finally, to maintain and build customer loyalty. The 

governmental organizations without having satisfied and loyal customers and clients cannot achieve their goals. 

Therefore, customer satisfaction and loyalty of their clients and the main objectives of the organizations. The 

customer satisfaction is a key issue for the organizational survival counts as a result, most of the attention has 

been paid to customers as a strategic asset and the studies have been focused on customer management as an 

organizational asset. The management of public organizations to improve the quality of services provided the 

importance of customer satisfaction in order to create a special and Have a strategic role in the development of 

societies, for improving the performance of public organizations, competitiveness, productivity and the ability to 

respond the organization improves. The client satisfaction and customer satisfaction, both in the sense of 

pleasure and utility mode is used and include the as a result of supply and demand to meet the needs and 

requirements of the clients referred by service providers can be achieved. Due to the importance of this paper is 

to discuss the client, customer and client satisfaction, Attention to customer satisfaction and customer-

satisfaction measurement methods, Model of customer satisfaction, service quality has been evaluated and 

Finally, measures have been proposed to satisfy the clients. 

 Bozkurt & Bal [14] in a study examining the relationship between social responsibility and organizational 

citizenship behavior are discussed. The aim of our study was to examine the impact of social responsibility on 

the organizational citizenship behavior in different sectors, such as pharmacies, banking system. Literature on 

the relationship between organizational citizenship behavior and employee perceptions of the social 

responsibility of Suffers from a lack of studies. In this study, two scales to assess the relationship between social 

responsibility and organizational citizenship behavior is used. The first scale by Karol, to determine the 

activities of social responsibility and a second scale in relation to OCB By wired and Ssn to determine staff 

perceptions of the five dimensions were used. The scale of the demographic variables were also included. 

 

Technical features investigation tool (reliability and validity: 

A) Validity:  

 The validity or credibility of the Gauges the extent desired trait measures. In this study, the instrument has 

content validity. Content validity is a credit to check the ingredients of a tool to be used. If the question of tool 

components or features that are representative a researcher wants to test their measure has content validity. The 

instruments used in this study is a standard tool Reliability and validity in previous research it has been assessed 

and approved. 

 

B)  Reliability:  

 The reliability of the above-mentioned study, using Spss software reliability with Cronbach's alpha 

coefficient was calculated, the results of the questionnaire, Cronbach's alpha component is described below. 

 
Table 3.1: Cronbach's alpha coefficient of the questionnaire components. 

Ro

w 
Component 

Cronbach's alpha 

value 
Component 

Cronbach's alpha 

value 

1 Social Etiquette 79/0 

Organizational 
citizenship 

84/0 

2 Altruism 80/0 

3 Consciousness 79/0 

4 
Personal mutual 

coordination 
78/0 

5 
Protection of enterprise 

resource 
77/0 

6 Chivalry 78/0 

7 Civility 77/0 

8 Customer Satisfaction 77/0 

 

Main hypothesis: 

 There is a significant relationship between organizational citizenship behavior and customer satisfaction. 

According to Table 4.10, Pearson correlation coefficients between the enterprise citizenship behavior as 

independent variables and customer satisfaction as the dependent variable are equal to 690/0 that this amount 

represents a direct relationship between the two variables. So given that the coefficient of correlation is 
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significant at the alpha level 0/01, the research hypothesis that there is a significant relationship between 

organizational citizenship behavior and customer satisfaction will be accepted. 

 There is a significant relationship between social practices and customer satisfaction. 
 

Table 3.2: relationship between Data collection and research model. 

 

 
Question No. of questions 

Social Etiquette 1-2-3 -4 4 

Altruism 5-6-7-8 4 

Consciousness 9-10-11-12-13 5 

Personal mutual coordination 14-15-16-17 4 

Protection of enterprise resource 18-19-20 3 

Chivalry 21-22-23 3 

Civility 24-25-26-27 4 

Organizational citizenship 1 27 27 تا 

Customer Satisfaction 1-10 10 

 
Table 4-10: Pearson correlation between OCB and customer satisfaction. 

 Customer satisfaction 

Organizational citizenship 

Pearson correlation 

Significance level 
Number 

 **690/0 

000/0 

336 

** Correlation is significant at 0/01. 

  
Table 11-4:  Pearson correlation between social practices and customer satisfaction. 

 Customer satisfaction 

Social etiquette                       Pearson correlation 

 

Significance level 
Number 

 **412/0 
000/0 

336 

** Correlation is significant at 0/01. 

 

 According to Table 4-11, Pearson's correlation coefficients between the independent variables and social 

customs, customer satisfaction as the dependent variable is equal to 0/412. This value indicates a direct 

relationship between the two variables. So given that the coefficient of correlation is significant at the alpha 

level 0/01, the research hypothesis is that there is a significant relationship between social practices and 

customer satisfaction are accepted. 

 There is a significant relationship between altruism and Customer satisfaction. 

 
Table 4-12: Pearson correlation between altruism and customer satisfaction. 

 Customer satisfaction 

Altruism                       Pearson correlation 

 
Significance level 

Number 

 **758/0 

000/0 

336 

** Correlation is significant at 0/01. 

 

 According to Table 4-12 Pearson's correlation coefficients between the altruism as the independent variable 

and customer satisfaction as the dependent variable is equal to 0/758. This value indicates a direct relationship 

between the two variables. So given that the coefficient of correlation is significant at the alpha level 0/01, the 

research hypothesis is that there is a significant relationship between the altruism and customer satisfaction that 

is accepted. 

 

Conclusion: 

 The main hypothesis of this study is that there is a significant relationship between OCB and customer 

satisfaction that was accepted. The results of this study by Dizgah Rezaei and Salehi Kordabadi, 

Pourbarkhordari, MORADZADEH and Zare in this context are conformity. Also Bidgoli, stating that in today's 

competitive world, the importance of the creation and development of organizational citizenship behavior on the 

part of clients to develop and maintain sustainable relationship between service sectors is considerable. Nature 

of service organizations such as hotels, banks and insurance based on direct contact with customers; the 

manpower of these organizations have a key role in creating competitive advantage citizenship behavior. The 

interpersonal relations, community relations, customer service and professional staff, the quality of interpersonal 

relationships and customer service staff, led to general understanding of the customer and the customer service 

and organizational citizenship behavior. The behaviors that a person voluntarily and without any obligation to 

advance the goals of the organization. 
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 The first hypothesis examined the hypothesis that there is a significant relationship between social practices 

and customer satisfaction was accepted. The results of this study do Bolino et al is consistent with the context of 

Countercurrent the results of Amini [10]. 

 The second hypothesis was accepted that there is a significant relationship between altruism and customer 

satisfaction. The results of this study of Bolino et al is consistent with the context of the Countercurrent. And 

the results of Amini. 

 

Research limitations: 

This study, like other research and studies, has been faced with restrictions that refer to some of them here: 

1) Research problems in data collection 

2) Lack of cooperation from some of the employees in the distribution, completion and collection of the 

questionnaires 

3) Lack of internal investigation 

 

Suggestions:  

Applied suggestions: 

According to the results, the following recommendations will be followed by staff: 

1) Since there is a significant relationship between organizational citizenship behavior and customer 

satisfaction is suggested, with practical training courses OCB is education and empowerment. 

2)  Since there is a significant relationship between social practices and customer satisfaction is suggested, 

Social etiquette is adhered to by staff and more attention in the field of personnel training classes to be held. The 

patience to deal better with client staff more. 

3) Since there is a significant relationship between altruism and recommended client satisfaction, employee 

morale, strengthen friendship among the best in the field of culture. 
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