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 The main objective of the present study was to assess the effects of organizational 

citizenship behavior on performance of employees of governmental and private banks 

of Tabriz. Secondary objectives included assessing the effects of 5 components 
(altruism, dutifully, social mores, chivalry, propriety) on the 6 performance 

improvement components (loyalty, individual initiatives, individual participation, 

personal discipline, personal apprenticeship and quality of work) on organizational 
citizenship behavior (OCB). Among study Statistical population banks, 4 governmental 

banks and 4 private banks were selected, and based on Cochran formula the number of 

samples for governmental banks, 333 employees and 337 employees for private banks 
(a total of 670 employees) were obtained. Data collection tools were two questionnaires 

that both included Likert's spectrum of 5 choices. Their stability (stability, perpetuity) 

through Cronbach's alpha was 0.962, which indicated the high stability (stability, 
perpetuity) of the questionnaires. After confirming the validity of the questionnaires by 

experts, they were distributed among the sample. The results of descriptive statistics 

and Spearmen's hypothesis test showed that the five hypotheses are confirmed in our 
study population. It means that on whole, organizational citizenship behavior has a 

positive effect on improving the performance of employees of governmental and private 

banks of Tabriz. At the end, the components were rated by the error bars chart. 
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INTRODUCTION 

 

Effort to improve performance was as an inviolable principle from the early days of management formation, 

which enters everyday into newer topics and conquers more domains. In primary management doctrines, 

individuals were evaluating by behaviors expected from the employees in job description and qualifying 

conditions; but now, the further behaviors are expected. These behaviors are considered with concepts like: 

«social behaviors», «extra-role behaviors», «underlying performance», «spontaneous behaviors» or 

«organizational citizenship behavior» (Hassani kakhaki & Gholipor, 2008). 

In the modern world, most managers are looking for employees who do more than their job description. 

They are looking for employees who go beyond expectations and act by their own desire and willingness that 

are not part of their job’s official duties. The overall, employee’s job behavior which has a significant impact on 

the organization operations, has attracted attention of most researchers and managers. Nowadays these behaviors 

is considered as an integral part of the performance management and entered into the various organizational 

aspects, contrariwise to the past when the employees are expected to act as their formal roles, in the new 

psychological contract, the behavior beyond the role is expected. Current researches considered these behaviors 

as “organizational citizenship behavior” (OCB) and ignoring them in employees performance evaluation is not 

acceptable and emphasizes individual's long-term participation in the success of the organization. 

Organizational citizenship behavior (OBC) consists of employee’s voluntary behaviors which are not a part of 

their formal responsibilities and are not considered directly by the formal reward system but increases the 

overall effectiveness of the organization. (Zareie Matin, 2012) 

«Organ» (1988) considers organizational citizenship behavior as a spontaneous and conscious behavior that 

is not directly reinforced by formal rewarding system of organization, but generally enhances the effectiveness 

of organization. The meaning of spontaneous and informed behavior is that the behavior is not one of the 

essential parts of the role or job description but that’s mostly based on personal choice and in failure to do them, 
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there will not be any punishment. (Leung, 2008) 

«Katz» has divided those employee’s behaviors that are critical to achieving organizational effectiveness to 

three following parts: 

• People should do some activities to stay on the organization’s system. 

• People should do their responsibilities and roles in a valid and reliable way. 

• People need to be innovative and spontaneous to achieve the organizational goals that go beyond their 

organizational roles.  

The behaviors of the second and third groups are typical of organizational citizenship behavior (OCB) 

(Moghimi, 2005). 

The organization, especially in the underdeveloped and developing countries, shall establish a basis on 

which the employees and their employers apply their experiences, capabilities and competences in order to 

promote the organizational goals. This goal is not achieved unless the principles related to OCB will be 

provided for implementation of these behaviors (Moghimi, 2006).  

Studying the citizenship behavior is important for four reasons: 1) emphasis on organizational citizenship 

behavior can minimize the conflicts arising from job uncertainties and expectations; 2) the organizational 

citizenship behavior reduces the need to allocate the scarce resources by emphasizing on counterproductive 

work behaviors; 3) by specification and studying the different aspects of the organizational citizenship behavior, 

the educational organizations can create an environment that enhances the organizational citizenship behavior 

and reduces its barriers; 4) it gives the higher education directors, the opportunity to gain a deeper understanding 

of the components of organizational citizenship behavior and the related organizational job variables (Katz, 

1964). The importance of organizational citizenship behavior results from this reasonable assumption that the 

abovementioned behaviors include the tracking beyond the formal requirements of the job and it is assumed that 

if much voluntary cooperation are repeated over time, the organizational effectiveness will be doubled (Organ & 

Konovsky, 1989).  

However, in Iran, the organizations are not protected from the environmental pressures. According to 

Article 44 of the Constitution, most of the institutions and public enterprises are being privatized. This 

privatization makes Iran’s economy more competitive and also affects the governance of these corporations, 

structures and organizations and their services. Changes in the company’s ownership affect corporate 

governance, relationships between organizational stakeholders, corporate’ strategy, structure of the units and 

their relationships, methods of organizing the works, method of management, or in other words, a change in the 

whole system. The banking industry is among the industries that will be privatized. Except for Bank Melli, Bank 

Sepah and specialized banks, other Iranian banks will be specialized and this privatization needs requirements 

about a change in the banks. Those banks that will be privatized and the banks that are private are not protected 

from these challenging changes and pressures. There is a requirement for change in these systems. Effective 

change management plays an important role in future success of these companies and in case of failure to 

manage the change they will be threatened by their competitors. Meanwhile, identifying those behaviors that 

facilitate the changes will be a challenge for HR managers. Identifying these behaviors will help the HR 

managers in omitting or enhancing these behaviors that ultimately leads to effective change management.  

One of these facilitators is organizational citizenship behavior which is individually of little importance, but 

generally both the organization and employees will benefit based on different approaches. Based on the interest 

of the organization, the citizenship behavior will have a team of the employees who are committed to the 

company. According to Chen (1988), the mere existence of OCB (especially self-devotion, loyalty and patience) 

makes the employees have less absenteeism and leave their job and those employees who are committed to the 

company will remain there for a long time, produce high quality products and help the company’s position 

based on the different approaches. We can logically speculate that the organizational citizenship behavior may 

promote a better inter-organizational working environment (Koopman, 2006).  

Studies on OCB reflect the fact that these behaviors in public and private organizations have positive 

significant effects. Refler (2004), in a PhD research, studied the impact of Emotional Intelligence of the 

Managers on trust and organizational citizenship behavior of their employees. In his research, he used Mayer-

Salovey Model in Emotional Intelligence. The results of this study indicate that those managers had high 

emotional intelligence, showed high OCB and the employees trust their methods of management (Sitter & 

Refler, 2004).  

Bolino et al. (2002) in their study on negative aspects of organizational citizenship behavior stated that the 

previous research discussed only the positive aspects of OCB, but the organizational citizenship behavior may 

occur for the following negative reasons: 

• OCB may occur on self-service motivations.  

• OCB may be non-relevant or even have an inverse relationship with organizational function. 

• OCB may have some negative results for employees. 

In 2007 within a study titled: “Do external rewards improve organizational citizenship behavior; A study of 

governmental organizations”, researchers demonstrated that “feeling fairness of pay” has a positive influence on 
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organizational citizenship behavior. Also the group norms, like helping, have positive influences on OCB of 

employees. But external rewards, when fairness feeling is controlled, have no influence toward organizational 

citizenship behavior (Matiske et al, 2007). 

In 2008, «Oscar Buentello» and his partners, in Texas University of United States studied the relationships 

between OCB and the total quality management (TQM). The results indicate that: total quality management has 

an intermediary role between organizational function and organizational citizenship behavior; thus the 

citizenship behavior doesn’t make the organizational behavior improve but, it’s the total quality management 

which improves the OCB (Oscar Buentello et al, 2008). 

In 2008, «Schepman & Zarate» studied 32 service organizations in Washington State with the purpose of 

investigating the relationships between burnout and negative efficiency and OCB. The results were so: job 

burnout, inefficiencies and OCB, all have a meaningful coherence; so that there is a negative relationship 

between inefficiency and OCB. Indeed, high inefficiency is equivalent to low level of OCB. Certainly every 

dimension of organizational citizenship behavior has a different negative dependance to inefficiency. Generally, 

“dedication” has the most intense negative relationship with inefficiency. So the results show the negative 

relationship between OCB and job burnout (Schepman & Zarate, 2008). 

In 2008, «Solan» has deduced, studding the relationships between emotional intelligence, prospective 

leadership and organizational citizenship behavior that, there is a slight relationship between emotional 

intelligence and prospective leadership but, a proper relationship between prospective leadership and OCB. He 

also deduced that emotional intelligence can anticipate almost %99 of OCB’s variance. 

In our country many studies and researches have been done as well on this topic, among those we can 

mention «Movahedzadeh» (2010), who studied the relationships between change-education leadership style of 

managers and organizational citizenship behavior of teachers of Qazvin public male high-schools. He deduced 

that there is a strong and meaningful relationship between change-education leadership of managers and 

organizational citizenship behavior of high-school teachers. In 2010, «Hoveyda» and «Naderi», within a 

research studied the organizational citizenship behavior of Isfahan University’s employees. The results showed 

that all the dimensions of OCB except humanism were moderate. Magnanimity of employees with due attention 

to their tasks, had a meaningful difference. Also there is a direct relationship between all components of 

citizenship behavior except the magnanimity. As a general rule, OCB is a Spontaneous, conscious and voluntary 

behavior for the employees that there will be no mercy of doing them, since these behaviors aren’t anticipated in 

organizational job description. Nevertheless doing these behaviors steadily on one side improves effectiveness 

and organizational success, and on the other side decreases the satisfaction of employees. 

 

Research method and tools: 

In this research to respond the problem and to analyze the hypothesis, we have used the library method and 

questionnaire tool, doing field operations. Questionnaire is one of the most common tools for research and a 

direct method to gather data. Questionnaire is a selection of questions that a responder answers them. The 

questionnaire can be arranged by two kinds of open and bundle questions. The criterion to measure components 

is «Likert spectrum» with 5 choices. For researching the main hypothesis and secondary hypothesis we have 

used the questionnaires. The questionnaire used in this research is prepared for every two main variables 

(organizational citizenship behavior and function improvement). The statistic society, which we have studied, 

consists of the employees of public and private banks of Tabriz city; that 4 of them are public banks: Sepah, 

Melli, Keshavarzi and Maskan and 4 private banks: Pasarqad, Saman, Mellat and Saderat. Sample volume of 

statistic population, considering «Cochran» formula, is come below: 

n = 
N.z2 .p.q

e2 N−1  + z2 .p.q
 

n = statistic sample volume; 

N = statistic population volume; 

z = value of normal variable of standard unit with certitude level of %95; 

p = value of quality portion of society (if not accessed we can take it 0.5); 

q = percentage of individuals in society without that quality (q = 1 - p); 

e = acceptable error level (usually between 0.05 and 0.1). 

For narrative evaluating the questionnaires we have used the content narrative test. To do so, the 

questionnaires are noticed by some professors related to the topic and after applying their opinions and getting 

their confirmations, the questionnaires were ready to dispense. To be certain about the stability of the two 

questionnaires «organizational citizenship behavior» and «the function improvement», the Cronbach alpha 

coefficient calculated for every questionnaire. The value of Cronbach alpha coefficient calculated through this 

formula: 

α = 
n

n−1
 1 −

 S j
2

St
2   

n = number of the questions of questionnaire; 
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S
2
j = variance of sub-test number j; 

S
2
t = total variance of test. 

31 completed questionnaires are used to evaluate the stability. The value of Cronbach alpha is calculated α 

= 0.962. Since this value is more than 0.70, it shows that the questionnaire has a good level of stability. The next 

table shows the stability coefficient of every questionnaire. 

 

Analysis of results and findings: 
To test the hypothesis (assumptions) of research, first we must be aware of the normality of our data in 

order to assess the hypothesis (assumptions) with the correct methods. To test the normality of research’s 

components data distribution, The “Kolmogorov-Smirnov” test is used. Given the significant level of 

components is less than 0.05, the research’s data distribution is abnormal, Thus, regression testing can’t be used 

to test researches hypotheses. So Spearman test was used to test the hypotheses. 

 

Testing the hypothesis: 

The first hypothesis: 

«Organizational Citizenship Behavior (OCB) has a positive impact on employee loyalty». 

 
Table 1: Spearman's test results to test the correlation of OCB – Loyalty. 

 loyalty  

Main variable Auxiliary variables Amount The correlation coefficient 
 

OCB 

Altruism 613 0.513 0.00 

Dutifulness 614 0.508 0.00 

Social Etiquette 636 0.598 0.00 

Chivalry 623 0.261 0.00 

Tact(Propriety) 631 0.456 0.00 

 

According to obtained data, because all components level of significance is less than 0.05, it means that in 

the first hypothesis, there is a relationship between the components and since the components correlation 

coefficient is positive, it can be concluded that the relationship between OCB and Loyalty components is 

positive. So the first hypothesis is confirmed, namely Organizational Citizenship Behavior (OCB) has a positive 

impact on employee loyalty. 

 

The second hypothesis: 

«Organizational Citizenship Behavior (OCB) has a positive impact on Individual initiatives». 

 
Table 2: Spearman's test results to test the correlation of OCB – Individual initiatives. 

 Individual initiatives  

Main variable Auxiliary variables Amount The correlation coefficient Level of Significance 

OCB 

Altruism 603 0.641 0.00 

Dutifulness 616 0.671 0.00 

Social Etiquette 638 0.600 0.00 

Chivalry 625 0.234 0.00 

Tact (Propriety) 633 0.510 0.00 

 

According to obtained data, because all components level of significance is less than 0.05, it means that in 

the above hypothesis, there is a relationship between the components and since the components correlation 

coefficient is positive, it can be concluded that the relationship between OCB and Individual initiatives 

components is positive. So the second hypothesis is confirmed, namely Organizational Citizenship Behavior 

(OCB) has a positive impact on Individual initiatives. 

 

The third hypothesis: 

«Organizational Citizenship Behavior (OCB) has a positive impact on Individual Participation». 

 
Table 3: Spearman's test results to test the correlation of OCB – Individual Participation. 

 Individual Participation  

Main variable Auxiliary variables Amount The correlation coefficient Level of Significance 

OCB 

Altruism 
611 
 

0.625 
0.00 

Dutifulness 633 0.666 0.00 

Social Etiquette 620 0.633 0.00 

Chivalry 628 0.358 0.00 
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Tact(Propriety) 648 0.548 0.00 

 

According to obtained results, because all components level of significance is less than 0.05, it means that 

in the mentioned hypothesis, there is a relationship between the components and since the components 

correlation coefficient is positive, it can be said that the relationship between OCB and Individual Participation 

components is positive. So the third hypothesis is confirmed, namely Organizational Citizenship Behavior 

(OCB) has a positive impact on Individual Participation. 

 

The fourth hypothesis: 

«Organizational Citizenship Behavior (OCB) has a positive impact on Individual Personal Discipline». 

 
Table 4: Spearman's test results to test the correlation of OCB – Individual Personal Discipline. 

 Individual Personal discipline 

Main variable Auxiliary variables Amount The correlation coefficient Level of Significance 

 

Altruism 616 0.323 0.00 

Dutifulness 628 0.437 0.00 

Social Etiquette 615 0.368 0.00 

Chivalry 623 0.332 0.00 

Tact(Propriety) 643 0.220 0.00 

 

According to the results, because all components level of significance is less than 0.05, namely that in the 

fourth hypothesis, there is a relationship between the components and since the components correlation 

coefficient is positive, it can be said that the relationship between OCB and Individual Personal Discipline 

components is positive. So the fourth hypothesis is confirmed, namely Organizational Citizenship Behavior 

(OCB) has a positive impact on Individual Personal Discipline. 

 

The fifth hypothesis: 

«Organizational Citizenship Behavior (OCB) has a positive impact on self-apprenticeship». 

 
Table 5: Spearman's test results to test the correlation OCB – self-apprenticeship. 

 Self-apprenticeship  

Main variable Auxiliary variables Amount The correlation coefficient Level of Significance 

OCB 

Altruism 586 0.666 0.00 

Dutifulness 608 0.655 0.00 

Social Etiquette 595 0.641 0.00 

Chivalry 615 0.311 0.00 

Tact (Propriety) 623 0.514 0.00 

 

According to obtained data, since all components are less than 0.05, there is a relationship between the 

components in the fifth hypothesis and because of positive correlation component of components, it can be 

deducted that the relation between components of organizational citizenship behavior(OCB) positively influence 

self-apprenticeship. 

 

The sixth hypothesis: 

«Organizational Citizenship Behavior (OCB) positively influence work quality (WQ) of personnel». 

 
Table 6: Spearman’s test results to test the correlation of OCB – Work Quality. 

Work Quality 

Main Variable Auxiliary variables Amount 
The Correlation 

Coefficient 

Level of 

Significance 

OCB 

Altruism 611 0.468 0.00 

Dutifulness 623 0.553 0.00 

Social Etiquette 610 0.542 0.00 

Chivalry 618 0.565 0.00 

Tact (Propriety) 638 0.418 0.00 

 

According to table 6 the significance level of all components are less than 0.05, so there is a relationship 

between the noted components of the hypothesis; since the correlation component is positive, so it is inferable 

that there is a positive kind of relationship between components of Organizational Citizenship Behavior (OCB) 

and Work Quality (WQ) component.; so Organizational Citizenship Behavior (OCB) influence Work Quality 

(WQ) positively. 
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Components ranking: 

Fault bar diagram is used to rank each Organizational Citizenship Behavior (OCB)’s component and 

activity improvement separately. 

 

     
 

Fig. 1: Organizational Citizenship Behavior (OCB)’s components ranking 

 

According to figure2, OCB’s components are ranked as below: 

1. Dutifulness 

2. Tact (Propriety) 

3. Social mores 

4. Altruism 

5. Chivalry           

Also ranking of components of activity improvement are obtained as follow: 

 

     
 

Fig. 2: Ranking of components of activity improvement  

 

According to figure3 components of activity improvement are ranked as below: 

1. Personal discipline 

2. Personal Knowledge Elevation 

3. Individual Initiatives 

4. Individual Participation 

5. Loyalty 

6. Work Quality 
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RESULTS AND DISCUSSION 
 

In this research, since all six noticed hypothesizes are accepted, so it can be deduced that organizational 

citizenship behavior positively influences activity improvement. Thus managers could prepare the context ready 

to advent of organizational citizenship behavior. Researches show that not only personnel should be productive 

but they also should improve productivity through helping the others. Noticing that there are too many 

definitions about productivity; in order to make it practical, it is necessary to use a unite definition which be 

suitable to organization circumstances and needs and take effective steps by participation of all personnel. 

In order to improve productivity, it is necessary to be completely familiar with work culture and current 

situation of organization. Since work culture and current situation of organizations are mainly different, so 

productivity promotion techniques in each organization will be different. Human attempts are always aligned to 

prepare tools of life improvement and profiting of better cultural and social facilities. Thus promotion of 

productivity is the best way for improvement of people living level. In fact productivity affects citizenship 

behavior too, which by this way; organization efficiency, organization innovation and competitive advantage 

could be promoted. Subsequently we must introduce some techniques of organization culture understanding and 

productivity promotion. 

Creativity and innovation of personnel play important role in organization success, so preparing the context 

and planning, those characteristics will advent and grow in the organization and citizenship behavior, which has 

a direct relation with innovation, will improve. According with research of some scientists like Graham, in ideal 

organizational citizenship behavior; personnel must not only be aware of daily topics of organization but they 

must also comment and actively participate in progress of organization. Subsequently organization atmosphere 

must be of a kind that everyone could comment and express his innovative suggestions.  

In order to improve and fortify organizational citizenship behavior in the banks, the under-mentioned items 

could be considered: 

o Some researchers believe that, people who represent good citizenship signs in their private lives; they 

tend to be a good organizational citizen. On this basis, organizations should design their employment plans to 

employ people with improved citizenship behavior.  

o Organizations could establish profitable and generative citizenship behavior by execution of 

educational plans for current personnel. 

o Investigations and researches show that training of supervisors on the basis of organizational Chivalry 

principles is related with increase of citizenship behavior among inferiors. On the other hand, personnel with a 

supervisor of Chivalry course trained, tend to show more citizenship behavior comparing with the others. 

o Organizations could facilitate establishing of citizenship behavior by creating regular and reasonable 

reward systems. 
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