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Abstract

The purpose of this study is to identify the impact of the role of organizational
citizenship behaviors in improving bank customer satisfaction. The statistical
population of the present study includes customers who have used the services
provided by Bank Melli Iran in Tehran. According to Morgan table and simple
random sampling method, 384 people were selected as the sample size. Data were
adjusted using standard questionnaires of organizational citizenship behavior of
Masoudi et al. (2015) and customer satisfaction of Moghaddam et al. (2015). Data
analysis was performed using tests of significance coefficients and path coefficients in
PLS software. The results obtained from data analysis showed that organizational
citizenship behaviors with dimensions such as altruism, work conscience, citizenship
virtue, chivalry and respect can play a positive and significant role in improving
customer satisfaction of Bank Melli Iran.
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