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3- Positive word of mouth

4- Displays of relationship affliation

5- Participation in firm,s activities

6- Benevolent acts of service facilitation
7- Flexibility

8- Suggestions for service improvments
9- Voice

10- Policing of other customers
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4- Credibility
5- Distributive Justice
6- Interactional Justice
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1- Commitment
2- Personal loyalty
3- Benevolence
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.930

Bartlett's Test of Sphericity

Approx. Chi-Square 9979.897
df 861
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Staff Role in Encouraging Customer Citizenship Behaviors
(Subject of the Study: Tejarat Bank, Top Branches in Tehran)

K. Hamdi, Ph.D.
s N. Karami

Abstract

The current research aims to assess the impact of personal role of service employees on encouraging
the customer citizenship behaviors in the best branches of Tejarat Bank. The sample size of this
research comprises 499 participants that are chosen by cluster sampling method. The data are gathered
using quantitative research method and questionnaire and analyzed with the help of structural
equitation modeling.

Based on previous studies, in order to evaluate the customer citizenship behaviors, 6 variables were
derived namely:

credibility of service worker” “benevolence of service worker ,“commitment to the service worker”,”
Personal loyalty to the service worker”,”interactional justice”,”distributive justice”

The results indicate that the employees have critical role in stimulating the citizenship behaviors of
customers.

Keywords:
Credibility, Benevolence, Commitment, Personal loyalty, Interactional justice, Distributive justice
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