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The relationship between organizational citizenship behaviors and the quality of banking service affecting
customer satisfaction of Algerian commercial banks, a case study of the Local Development Bank
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Abstract:
This research aims to determine the extent to which employees adopt organizational citizenship
behaviors and their impact on the quality of banking service affecting customer satisfaction as a basis for
building competitive strategies for Algerian commercial banks, by answering the following questions:
Do employees follow organizational citizenship behaviors in Algerian commercial banks?
-What is the level of quality of banking service provided from the perspective of clients of Algerian
commercial banks?
-What is the level of customer satisfaction of Algerian commercial banks?
-What is the impact of organizational citizenship behaviors on both the quality of banking service
provided on the one hand, and the satisfaction of Algerian commercial banks' clients on the other hand?
The results of data analysis showed that there is a direct effect of organizational citizenship behavior on
the quality of banking service. As well as the existence of a direct effect of organizational citizenship
behavior on customer satisfaction.

Keywords: Behaviour, organizational citizenship, quality, banking service, customer satisfaction.
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