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Objective: Organizational social responsibility has received much attention in recent
years, and through it, consumers can evaluate the honesty and reliability of an
organization. This study aimed to investigate the effect of organizational social
responsibility on customer citizenship behavior with the mediating role of perceived
service quality and organizational image in Pasargad Bank.

Method: The present study is applied in terms of purpose and descriptive-survey in terms
of method. The statistical population of this study includes all customers of Pasargad Bank
in Tehran. The sample size is calculated as 384 people.

Results: The results show that the social responsibility of the organization has a significant
effect on customer citizenship behavior and also on perceived service quality and
organizational image. Perceived service quality has a positive and significant effect on
customer citizenship behavior, and organizational image also has a positive and significant
effect on customer citizenship behavior. Also, perceived service quality and organizational
image have full mediation in the relationship between organizational social responsibility
and customer citizenship behavior. Moreover, based on the results of the significance value
and path coefficients, organizational social responsibility has a positive and significant
effect on customer citizenship behavior, perceived service quality, and organizational
image.

Conclusions: The results show that the measures related to organizational social
responsibility act as the main reference for customer perception of service quality. Also, a
high level of perceived service quality is useful for improving customer citizenship
behavior. The main importance and value of this research is in helping various
organizations and institutions, including banks, retain current customers and attract new
customers, which ultimately leads to increasing the bank's reputation and credibility,
reducing its costs in the long term, increasing demand, and consequently increasing
profitability and improving the bank's future performance.
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Introduction

Corporate Social responsibility is a new topic in today's business that has been the subject of
much debate. Because of the breadth and complexity of the concept of Corporate Social
responsibility, different organizations have different interpretations of the concept. Corporate
social responsibility has received a lot of attention in recent years, through which consumers
can assess the honesty and reliability of an organization. Today, the relationship between a
company and its customers is two-way, unlike the one-way relationship of the past where
companies provided services and customers purchased them. Active customers of the
organization are considered to be colleagues of the organization. Therefore, many researchers
consider them to be part of the organization's employees. Because in service organizations,
customers are physically present when services are provided. Therefore, both customers and
employees are considered as human resources of the organization. Customer citizenship
behavior has been evaluated as an inherent element of creating cooperation between
customers and the company. The aim of this study was to investigate the impact of corporate
social responsibility on customer citizenship behavior in Pasargad Bank in which the
mediating role of perceived service quality and organizational image is considered.

Method

This research was conducted with the aim of investigating the impact of the corporate social
responsibility on the customer citizenship behavior with the mediating role of perceived
service quality and the image of the organization in Pasargad Bank. In this research, after
studying and examining the theoretical foundations and the background of the research
conducted on the subject of the research, the components of the corporate social
responsibility, customer citizenship behavior, perceived service quality, and the image of the
organization were identified. In the next stage, library methods were used to collect data
related to the theoretical literature and research background, and a questionnaire was used to
examine the hypotheses and collect the required data about them. The present study is applied
research that has been done with survey method. The statistical population of this study
includes all customers of Pasargad Bank in Tehran. The sample size is 384 people. Also, in

this research the available non-probability sampling method has been used.
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Results
The perceived services quality has a positive and significant effect on customer citizenship

behavior. The organizational image also has a positive and significant effect on customer
citizenship behavior. Also, in this study, the VAF index has been used to examine the
mediating role of perceived services quality and organizational image in the relationship
between corporate social responsibility and customer citizenship behavior. According to the
obtained numbers, we can conclude that perceived services quality and organizational image
have a perfect mediation in the relationship between the social responsibility of the
organization and the citizenship behavior of the customer. That is, the mediating variables of
this study have complete effect for the effect of the independent variable on the dependent
variable. Also based on the results of significant amount and path coefficients, social
responsibility of the organization has a positive and significant effect on customer citizenship

behavior, perceived services quality and organizational image.

Conclusions

The issue of social responsibility of the organization has been the focus of many researchers
in recent years. The meaning of social responsibility of the organization is directly related to
the activities that an organization engages in as a means of improving society beyond what is
required by law. In this research in general, according to the conceptual model of the research,
seven hypotheses were formulated and examined in the research, and the results indicated that
all hypotheses were confirmed, and these results are in line with the findings of previous
research. At the end of the research, practical and executive suggestions were presented based

on the results obtained.
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