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Abstract:

This study was conducted with the aim of validating the organizational citizenship behavior (OCB) model in Maskan Bank. The research
method is quantitative-descriptive in nature and applied in purpose. The statistical population included employees of Maskan Bank, from
which a sample size of 384 individuals was selected using Cochran’s formula through random sampling. The research instrument consisted
of a researcher-made questionnaire, the validity of which was evaluated through face validity, and its reliability was calculated using
Cronbach’s alpha, which yielded an overall value of 0.93. Data analysis was performed using structural modeling through the SmartPLS
software. The results indicated that the path coefficients were as follows: strategies to outcomes (0.82), contextual conditions to strategies
(0.33), causal conditions to the core phenomenon (0.81), intervening conditions to strategies (0.26), and the core phenomenon to strategies
(0.32). To assess the model, structural equation modeling and the SmartPLS software were used. All significance values were greater than
1.96, and standardized coefficients exceeded 0.40, confirming the model. Given that the model fit index was found to be 0.626, the final
model fit was approved. The findings fully supported the model developed through the grounded theory method. It can be concluded that the
organizational citizenship behavior model in Maskan Bank is valid, and the results of this study may be of interest to stakeholders involved
in customer development and growth in banking institutions.
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Extended Summary

Introduction

Organizational Citizenship Behavior (OCB) has increasingly become a critical concept in contemporary organizational
behavior literature, emphasizing voluntary, non-contractual actions by employees that facilitate organizational efficiency and
success. These behaviors, though not formally recognized by reward systems, play a substantial role in strengthening
organizational climate, enhancing cooperation, and fostering long-term growth (Organ, 2018). Scholars have explored OCB
across various dimensions, including altruism, conscientiousness, civic virtue, courtesy, and sportsmanship. However, the
interaction between OCB and internal organizational dynamics such as communication patterns remains underexplored,
especially in public sector financial institutions like Maskan Bank.

Effective organizational communication has been recognized as a key determinant of OCB. It facilitates the sharing of
values, goals, and feedback, thereby promoting employee engagement and discretionary work behaviors (Sun et al., 2023).
According to (Podsakoff & MacKenzie, 2014), OCB significantly influences organizational performance, and communication

plays a mediating role in this process by aligning individual actions with collective objectives. Furthermore, (Graham, 1991)
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introduced a typology of citizenship behaviors consisting of compliance, loyalty, and participation, all of which are inherently
related to how effectively individuals interact and exchange information within their organizational context.

Recent studies have emphasized the role of various psychological and structural factors in promoting OCB. These include
psychological capital, trust, leader—member exchange, and organizational justice (Amodia & Visitacion, 2025; Bogler &
Somech, 2019; Teng et al., 2020). Communication has also been highlighted as an enabler of social capital, which in turn
fosters OCB (Kang & Jang, 2019). Particularly in banking environments where hierarchical structures and customer-oriented
operations are prominent, clear and efficient communication networks are vital for cultivating citizenship behaviors among
employees. According to (Boonparn et al., 2020), internal marketing and employee satisfaction serve as significant predictors
of OCB in customer service environments, which parallels the operational structure of many banks.

The banking sector, especially state-owned institutions like Maskan Bank in Iran, faces challenges such as organizational
rigidity, economic pressures, and resistance to innovation. These challenges underscore the need to understand and promote
OCB as a tool for organizational adaptation and resilience. The study by (Mihan Dust et al., 2023) on Islamic OCB in public
tax administration emphasized that strategic, contextual, and intervening conditions significantly affect employees'
discretionary behaviors. Likewise, (Zarnegarian, 2024) showed that Islamic work ethics and psychological capital are critical
mediators influencing OCB, which further illustrates the cultural relevance of these constructs in Iranian organizational settings.

This study aimed to validate a conceptual model of Organizational Citizenship Behavior in Maskan Bank, focusing
specifically on the mediating and predictive role of organizational communication. By employing a grounded theory-based
structural model and testing it empirically using Partial Least Squares Structural Equation Modeling (PLS-SEM), the study
offers both theoretical advancement and practical insights for banking institutions. The model integrates causal conditions,
contextual and intervening factors, strategic responses, and eventual outcomes, aiming to capture the complex interplay among
these components in the Iranian public banking context.

Methods and Materials

This research employed a quantitative, descriptive-correlational design with an applied purpose. The statistical population
comprised employees of Maskan Bank. Due to the unknown exact number of total employees, the Cochran formula was used
to determine the appropriate sample size. A total of 384 participants were selected using simple random sampling. The research
instrument was a researcher-made questionnaire, developed based on a qualitative phase and expert interviews, whose content
validity was confirmed through face validity procedures, and internal consistency reliability was measured using Cronbach’s
alpha (o= 0.93).

Data were analyzed using SmartPLS 4 software and Partial Least Squares Structural Equation Modeling (PLS-SEM). The
model included constructs related to causal conditions, contextual and intervening conditions, core phenomenon, strategic
actions, and outcomes. Discriminant validity was assessed using the Fornell-Larcker criterion. Model fitness was evaluated
based on SRMR and GOF indices, and hypothesis testing was conducted using bootstrapping with 5,000 resamples.

Findings

Descriptive statistics revealed that 75% of respondents were male and 25% female, with the majority of respondents (over
79%) aged between 30 and 50. Regarding educational background, 46.6% held bachelor’s degrees and 43.5% held master’s
degrees.

The structural model results indicated that all hypothesized paths were statistically significant. The path coefficient from

causal conditions to the core phenomenon was 0.817, from the core phenomenon to strategies was 0.329, from contextual
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conditions to strategies was 0.335, and from intervening conditions to strategies was 0.261. The most influential path was from
strategies to outcomes, with a coefficient of 0.821. All t-values exceeded the 1.96 threshold and all p-values were less than
0.01, indicating significance.

The model’s SRMR was 0.069, suggesting good model fit. Discriminant validity was confirmed as AVE square roots were
higher than inter-construct correlations. R? values ranged from 0.643 to 0.856, indicating moderate to high predictive power
for the endogenous constructs. The GOF index of 0.626 further confirmed the model’s overall fit.

Discussion and Conclusion

The study confirmed the structural validity of a multi-dimensional model of Organizational Citizenship Behavior within
Maskan Bank, emphasizing the central role of organizational communication. The significant influence of causal conditions
on the core phenomenon aligns with theoretical models that view organizational culture, leadership styles, and ethical climate
as primary drivers of employee behavior. When such structural and managerial elements are in place, they help crystallize
shared values and collective identities among employees, which serve as foundational conditions for OCB.

The finding that the core phenomenon significantly predicts strategic responses implies that intrinsic organizational
characteristics—such as commitment, identity, and motivation—are translated into specific, actionable strategies. These may
include training programs, communication infrastructure development, and employee recognition systems. The alignment
between these internal characteristics and outward behaviors is essential for institutionalizing OCB as a routine component of
organizational life.

Contextual and intervening conditions, such as social support, trust, psychological safety, and performance feedback, were
shown to influence strategic behaviors, confirming their role as both enablers and constraints. Organizations that nurture a
supportive climate are more likely to see employees engage in voluntary behaviors that benefit the collective. This finding
echoes previous literature emphasizing the necessity of motivational structures and interpersonal dynamics in shaping
discretionary behaviors.

The strong link between strategies and outcomes validates the idea that OCB-enhancing policies yield measurable benefits,
such as improved employee performance, better customer service, and enhanced internal cohesion. In banking, where service
quality is directly linked to customer satisfaction and loyalty, these outcomes are particularly critical. The positive impact on
outcomes underscores the value of proactive human resource strategies focused on internal communication, ethical leadership,
and participative decision-making.

In conclusion, the study demonstrates that Organizational Citizenship Behavior in the context of Maskan Bank is a function
of multiple interacting factors, with organizational communication acting as a pivotal mechanism. The validated model offers
a robust framework for diagnosing, enhancing, and institutionalizing OCB through strategic interventions. This model holds
practical relevance for HR departments and top management within the banking sector, particularly in developing economies
where public sector institutions face unique bureaucratic and structural challenges. The findings advocate for a shift toward
more inclusive, communicative, and ethically grounded organizational cultures to foster a workforce that is engaged,

responsible, and committed beyond formal job descriptions.
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