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Abstract

In today's competitive world, providing high-quality services is one of the most important factors for
the success of organizations, especially in the banking industry. This study aims to investigate the
impact of organizational pride and organizational citizenship behavior on the quality of services in the
branches of Bank Saderat in Gilan province. The statistical population of the research includes 454
employees of this bank, and using Cochran's formula, the sample size was determined to be 208 people.
To collect data, researcher-made questionnaires were used, whose validity was confirmed through the
opinions of banking experts and university professors, and their reliability was calculated using
Cronbach's alpha coefficient. Data analysis was conducted using SPSS and Smart PLS software through
structural equation modeling. The results showed that organizational pride has a positive and significant
impact on the quality of services and organizational citizenship behavior in the branches of Bank
Saderat in Gilan province. Additionally, organizational citizenship behavior has a positive and
significant impact on service quality. Based on the results, practical suggestions are provided to
strengthen organizational pride and organizational citizenship behavior, consequently improving the
quality of services offered. These suggestions include holding training courses, enhancing
organizational culture, providing appropriate rewards and incentives, and promoting effective
communication and collaboration between employees and management. This study demonstrates that
by increasing organizational pride and strengthening organizational citizenship behavior, service quality
can be improved, customer satisfaction can be increased, ultimately leading to greater success for the
bank in the competitive market.
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