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Abstract

The current research aimed to conduct a meta-analysis to estimate the effect sizes of
relationship quality and its dimensions (satisfaction, commitment, loyalty, and trust)
on customer citizenship behavior based on existing research and their validation
within the time frame from 2005 to 2023 (1383 to 1402 in the Persian calendar). The
research population included all published articles in both English and Persian
available in databases such as Scopus, Google Scholar, Scientific Information
Database (Sid), and Noormags. After evaluating the quality of 528 identified research
studies, ultimately, 54 articles met the criteria for inclusion in the meta-analysis. Out
of this total, articles related to satisfaction, commitment, relationship quality, loyalty,
and trust accounted for 33.3, 31.5, 13, 11.1, and 11.1 percent of the total, respectively.
In total, these studies involved 15,726 participants. The data were analyzed using the
meta-analysis method in R software, with the use of the esc, meta, and metafor
packages. The results of the descriptive analysis revealed that studies related to
satisfaction and trust had the largest and smallest shares of the research, at 33.3 and
11.1 percent, respectively. The effect size estimates, along with 95 percent confidence
intervals, were calculated using two maximum likelihood estimators and the Nap-
Hartung modifier. The results demonstrated that the independent variable,
relationship quality, followed by satisfaction, had the strongest observed average
effect size, while trust had the weakest. The results, in general, indicated that all
research variables, except for the trust variable, significantly influence customer
citizenship behavior.
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1. Customer citizenship behavior
2. Relationship Quality

3. Commitment

4. Loyalty

5. Satisfaction

6. Trust
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1. Fixed Effect Model

2. Random Effect Model

3. Forest Plot

. Nap-Hartung Modification
. Sensitivity Analysis

. Symmetry Analysis

. Egger’s Test

. GOSH Plot

o~NO Ol



b1, gy S 56 e (5ig e 88 1 0l Sl g e S 6 -

aaidl £

Pl sl dlio OF (sytie (sXigped )8,y dly kS b b basye SVle (oYL g x5l

Jalos1,3 4 0anda ly glayiagiy (V) Jga

ol oxd &Y Jgas 3 da)] 4 b e oy cleMbl oS wus wlsesl s,

o B L S o IR v
4.:9».: J.OM
VY |y S | SOl o e | lgiin Balaji (2014) )
. g . " Hassan & Suki
4]9)] f Lm 501903 15 l)
Yoo v - B9 P o Meng et al., (2015) A
ol o,:“)b\
Mohammad
YEF | dal) cuss J ol yde ol Shafiee & ¥
Tabaeeian (2022)
abaily cusS bl als glacl
Y . s Wu et al., (2017) 1y
SNS S oo b
daly coas . .
\aYe ‘ lon bobas | 8lue o Xie et al., (2017) £
L
Ghaedamini
Harouni,
Ebrahimzadeh
RO | daly cussS ISSL by ol Dastjerdi, Sadeghi v
Dehcheshmeh &
Maharani Barzani
(2019)
Ahmed, Nazir,
Ali, Nurunnabi
;. c\ A . l . . - e 1- L] A
i’ bl e Bligie) oo oSt Khalid & Shaukat
(2020)
cdili-g o) Ciloss Ul’/‘“‘“’ Bove, Pervan,
FYA | )by [ lesd g g Sl Beatty & Shiu a-)
(532 (2009)
SSMyg Bausal
Y| colsy /nes N Chen et al., (2015) MN-YY
u;l.)& .3194
. N Ean e e Cheng et al.,
voa v 553,58 R (2016) WY
Gibleses | Choi & Lotz

!'social networking sites



M) VP ¥ ep)lee o)lasd (wmdjled 0,93 8ALS U pas L8, Olalllao
s olS5L Sy (slizel | clyg) i Curth, Uhrich_, &
oA | able ags o Benkenstein \
SR S5 (2014)
. . . . Hur, Kim, & Kim
S\Y sible g GISSL wloss 4L e e 0)S (2018) \te
A Sy 0 S dil (e e . Lin & Choe ) W
g Joe S S > (2022
[slase! g5
leols, El Sayed & VA-YVA-
¥4 Kl 93 b goris
5ol O 92 Oy re Marzouk (2018) YooYy
Y i
[Slazel agas Natarajan et al YY-YY-
\cﬁv .L" P L - a s "
cols, T e g (2023b) ve
958035 )l ko Natarajan et al.
. CAJLA = . ’ d— ;
A Rl S e - (20232) o
[ 4 Shafiee et al
£q. B L b o ol . V—YA
/ .
e ] Ya-y.—
¥a. leols, ol ol ol e plivg Van et al., (2016) “
d)l.)lés
[slase! [ ag5
Mousavi et al. YY-YY-
S LSSl o (5l i )yl *
4 .) TS ] QR e O (2014) FE-YD
d)l.)lﬁs
¥R | obly fag | oSOl o s ol Ham%cg(ldlr()araml Ys-vy
[ dble a5 Nadaf et al
1SSl e . ] _
YAS e, SISSL o b yiie oy (2017) FA-TQ
| dble sgas Shahtahmasbi &
YA cols, Pl el 3150 ol e or Mazarei (2020) e
. " Deng & Yan
Y o slozel 01)5:"“’) u‘-’)‘“‘ Ol}ib (92022) g Al
L , Di, Huang, Chen
¥¥ slose 299Cwnd (l)ghw ) UL{)““'“ J %L’ & Yu (2010) Al
£y sl Wu . f)*m o Dang et al., .
(99202 y> (2020)
sl slacun,s Abdou et al
. ouetal.,
¥V S ol Jiawgd o liawpeiy pas (2022) ¥

. omnichannel




b1 gy S 56 e (53ig e 8, 2 0l Sl ey S i

VY

B o, Kas 8 )
YOF | culs, | ool )5 onses i silo Al H?'zt(’)“;('))et al., ¥
SN 5 Sinp e
ols, o3l byt Hwang & Lee
AR e Jgo (2819) v
o o Sl ygies,
oM Slse b v
YAD s, o .x Ol ywe Gl Ponnusamy A
TY=VA o 039350 (2015)
) S yg5 ddlaie o Kb S Thai & Nguyen
Y\Y cols S o L, A
= Moc Chau s (2022)
il cols i
S eele, . ) . Wingwon &
\% - T B N R ALt L. [\
m closs cle B8 Gy i Piriyakul (2010)
Zoghbi-Manrique-
de-Lara, Suarez-
cols i g i Lolous! ' o)
TYY oLs, Jo (s ke Sl Acosta & Guerra-
Baez (2017)
Safarnia, Ahmadi
55 cols g e by Ayl ! I
i # EIwrP Srie o & Nasri (2013) "
¥ cols, o3l olSily ol gl oy Bah”}azr(‘)'z';')ezmd or
NE ] Sligy oy
YAD S8 ’9 o 92 Oy Gl Ponnusamy ) oF
ol TY=VA w 039350 (2015

gyol8 g Jolwo (5 o Cums o Ol o i &)

lazel ol yuio 51 (S il Lol y3 a5 Wlosds yg05] ulowl 3 4 o0sd)ly clo g )3 dnd b OF (Egesme
ol dlag 3l WS 15 (geilajse (syite N9 red By g Coldy g o ) CudS ogylalég
Al asye g ad S 15 geil o Julooyse (syule sNgped ) p ol pb & A olahagl,
oS o(30)3 YV/B L) dgess (2o yd TYIY L) colis 5 w50 Jolis |y lalllas 5| w23 51 s (Sl (y3]
oebaidl 0gs 4 |y Sldllas it iy & (duopd VYV L plasya) slasel 5 g,y 5 (1o)0WY L) alal,
ol

Pl )9S Jl @) (cdngly (slrdloe )3 &5 g bty e Joloulyd 4 0adn)ly Clilas Sl (6 piy Cons
2l ioplas 8,8 )18 a5 09,8 50 gyeld Blod a clallas 1 (0o )0 YO/A) pylasdus 5l i iloss
B Jaue guiie LiB 5D (gblg Ll j3 a8 Sllllas gy 31 Ll 51 (S o Judosld 4y oadolg allie Hlas
GBI sdlis s jobas (legdse plo b duslio (Ldlie JS 51 b dllie as ) YY/Y L) Cusl 48,5
Codd 45,5 5 o yuito L 5 gl &S glballie sl qllas &g 4 bl 50 ol |y (5
D5 2l Jol adpe 1 (Alie VA 3l dlie 0 sluss)



VY VF-¥ cp )l 0jloss qo2d3led 093 8ALS U pas L8, Olalllao

gyl SUSW s 9 Jiliwo (51 paitio o 31 JaloxiT 43 s ounid ylg ladllae ommd g (3o 9395 oY) Jou

e dlax 9,008 ko @b
Js 5! <295 093
A Yoo 5 Js
VA \EIY ) S slaie]
Uy AYIY 1y b
A Yoo 5 Js
YIv Y Y e &lolss
v/¥ $5IV ¥ ok
\Y Yoo Y Js
VA VFIY ) S i
W/ ABIY 5 ok
VD Yoo \% Js
v/¥ Y/ ¥ e e
Y/ V&I Y S
Yy Yoo A Js
aly YY/A I\ RN cols,
Y/ YY/Y \Y S
) ¥ Js
Y/ WY S oo
vo/a £ =S

Lyl (il ylg g 51 gWrojlil £-Y

SIS ¥ olad Jsix 3 85 Canlgd] ol 5 51 slmoglal i o bl plosl sl aods o sl 3 e
sl 51 038l it ol 43,5 3 9031500 (6 ide (sg e HLB, p olazel Ll S Sl p) .l
I) J.L.w.a Jexlo i L;)lbl.% LY L;’LQ’Q‘@B)-’ B Lol 0ad odalie —/+5 )l_\.s.o 4 u] u_»)mf 9 IYY L
ol ool Cawddy +[YV bl ] Jlaie oy yieS g +/OVY b ol ys osibosmliie 31 03l05] s st cansl 03,57 (5L
S2eS Al IR S5 4 o8l slaojlul wslos S iy i IS 15T e i g3 1) dlayly i oS Slllas
o3l sl 039 ()5 imgh dgidyg0 45 (6,500 Jatue yuiie lgicds Mg ilod sl oy 1y +/VYe
e 5 Cols) a8 Sldllae b dlayly )3 Coledyd g Lled S )5S 1) =/YY e J8las b+ /Y iSTas 5l g ]
0ll oy yieS g +IYY e Hlade 4 Sl 0l] syt il oddb Cayyad (g yiie (4950 HlBy pod (gl Jaiue
Gl 0 saalie «/VFF jlade 4

ol 01 plosl escale (Effect Size Calculation) g, 1 eslizl b 1 glaojlul (gly ol plxil .



b1, gy S 56 e (5¥ig e B8 1 ol Slad gl oS B 1Y

Ao jimgh Blucy )8 co ST aS amy o lis Julool b 4 onid,lg dalllas OF (glys odalcawsay I slano Il
2 (daly CodS 5 ol g (s )blby lazel Joli) Sy Jits (slopsio 186 (ol |y Cute (00
©pkidy Blo3 ) (135 shie slade |y Sl ojlul cpl a7 Slalllae g o357 95 (g pitie (54391068 513 Ay yuite
oS Oldlbe Sy clp %00 Ol a4l 039 K35 yho e 4 jluws gl Hlade o 3)bjl 5 sadosnlie
OpgS b oAby Jure (slaoy wlod)S (B3 dnly p Jits slopiio 136 sl cute 1 ojlul
1S el Joys il 358 oanlia o 3 1y 55 5 gl b SrgS 3 slmojlssl 51 5l = (Coen, 1988)

ol S8 055 e slin ol o5l o3 e s3] &5 ol

585 52 ge el (53,52 1,3 L o adllan O (2 (il fy 5 1 slao ¥ Jyan

JRao (5 paiio SUSI 4 (6 o (G5 g poerd

#1811 el goesvs Slojlal el )fa'&o
owbyly |yl Jrwmo | uilyly |l Jianno
JRR 2% -/++¥ | COM_09 [++Y¥ IV TRU 01
/++\0 -I¥s$ | COM_10 [++¥) <I\Y- TRU_02
R </¥¥+ | COM_11 [++Y5 ofssY TRU_03 lazel
[+ \Y /vys« | COM_12 [++) <[Ya¥ TRU_04
[+ \Y -IYA- | COM_13 A [++YY DALY TRU_05
[+ oY -Ivs+ | COM_14 ofee¥s —[+5- TRU_06
R AR COM_15 ofeeNE AR LOY_01
[++¥) </yY+ | COM_16 [++\Y <[¥Y0 LOY_02
[+ V¥ -I¥Va | COM_17 [++\¥ [0 LOY_03 6l
[+ \Y .vas SAT 01 [++Y~ AT LOY_04
[++YY NI SAT 02 [eeq <INV LOY_05
R Y. SAT 03 [osY- o[+¥) LOY_06
ofeeVE VY. SAT 04 <I\ND.. NS RQU_01
/AT Yy SAT_05 ofeeN¥ I RQU_02
[+\& | <\AY | SAT_ 06 ofeeye -v¥a | RQU_03 oS
R VY. SAT 07 ofeeXF IYFY RQU_04 dayl,
[--y- | -/v¥0 | SAT 08 ol oleeey -/o7- | RQU_05
[+\Y -/yoa | SAT_09 ofes s -5V~ RQU_06
[--¥0 | «N¥F | SAT 10 SRR ANE RQU_07
[+ A YV SAT 11 YRR /¥y COM_01
[ooYe CI¥VE SAT 12 YRR IO COM_02
[++YY YN SAT 13 RRAT —/YY- COM_03 KV
[+ VA Y- SAT 14 ofeee <IN COM_04
sV JYY- SAT 15 ofeeedd 441 COM_05
[oo)e J5Y . SAT 16 NRRAY4 <Y COM_06




VO VF-¥ cp )l 0jloss qo2d3led 093 8ALS U pas L8, Olalllao

eeen | eivee | SAT 17 deeeh | -lose | cOM_07
Jeevy | /vy | SAT 18 Jevs | eer | com o8

lai OIS coli J1:Jlosld 5951 .E-Y

Alojlul g 2yt 51 claoluil (gl lisabol abold 35l 2 (oS Gl s (il Jolpe (500 51 S
4 00bdylg (gylo] polgr dod j3 lawgio y3l ojlail aS 5l J1,E 15,8 jin pl b ol Sl g6l ol lawgio
051551 45" 155 o awd Lad gl duwline 4 58 i ol b (Bolas @l Bl (ol ¢ blioys ool Lo ool )3
okl )3 4l sasl i seses 0SS Q geil sl Sglito adllanyge gyl qalsn 5> bawgio Sl
B ity 5 0053)lg ()lol ol 53 31 slaojluil dam (390 (sliso (ygo5] nl o 40,3 0 05 3,18
ol o 3 oo ) elitl Cows 4 1) S Gimgs (S (9ol sho 40 a0l (K0 Sileay 2l
ol Bolas @l 3l (663 51 oolatw] (glizody yauo ans )b 5y a8 Jlo > S o

4005 3)lg0 dats 53 45 Am3 g (Lt (3286 Jitie (gl it 51 S0 ym (ol oadbplon geil iy Sl ol b
3ylge 5l Sozd 55 505 Sjbeds 3,55 Aol (P<O.001) «/++) I 208 (sylsbine b 1,565 Q (yg0jl oo
ot 9319y (Susy lade b ¢ Judoul 8 4y 0ubdylg Gllllas (g)lel melgs )3 lawgio (5l 0jlul a8 5 S ool wilgs o
4 bgyye dalllas ¥ g, blig g slazel & bgyye allas & 55 31 (glaojll e oddosnlin (clacsslss oadly )
|y laglis ol olises & o] b il d by axlllas YA 5 Ags 45 bogsye axlllas VY calasly oS
iglis §) ool (5> A0 B YU sl lisabl b oloiglis (pin aSly fonsS” shials ool j1 126 Ty
051331 551 (sl oasploul luwlore allS ¢ wlusl oyl ol axlllansjge (g)lol olg> 51 SO o 13 Bl slanojlsl
ol 0y ploslay B3las Sl Bl oSl oalisl L Lol & bgsje lisolol Juolgh g auwgie 5l

of dlasl g bl oS 55 (69,50 Jaoilyd 5981 i (815 01595 Q (el (9031 £ Sy

S ywio (539 pen 58
i
PR 2‘5)‘@1 chaw a3 O,.o)’i a)Loi .. ..
@328 | asBanlial | gyblze | ol Q ”
o
<l o)
” 5 x (Ho: 0i=6;) | P <0.0001 5 O¥/Y0 slazel
wsolay
<l o)
” ™ x (Ho: 6;=6;) | P<0.0001 b AY/-Y )
wsolay
<l o)
d ™ x (Ho: 0i=6;) | P<0.0001 5 WY oyl oS
wsolay
bl e
d <™ x (Ho: 0;=0;) | P<0.0001 \$ FY¥IYS e
u_eal.aj
Sl oS
d ™ x (Ho: 0;=0;) | P<0.0001 \% Yvo/o¥ cols,
u_eal.aj

o 405 1Y jho as b agbpae X



15 gy S 56 e (S¥ig e 8 1 ol slad gy S WG V5

B3 SBand 5 (903l o bawgio 1 GWojlil 3005 £-€
aind S0yl 93 b Ll (elp oy A0 lisebl Jolgd chwgio 5l slaojlul sly ondploul (sladygl
e b lawsgio 3l ool cgles gl (5 oline gaws 3y5l 2 izpad § Sighla—cd S s g (aleicesy
5 Saygl aSa) s losd GHIS 0 o)l S 5 Geiod Al sladns B 9ol ooy g ke
A8 o Cawddy |y il aladloe (63 5] ¢ Julosl b 13 Lawgio Bl o3l yliselo] abold g (g jloline 391y S5 )l
53l Aol s ponl ul 58 ol pelly G5 4058 10T g ko 4585, Jleisl & sy
ot M il 5l lilol sl gl lte] &l gm oy ploler 230l ()l ool | e
5l ool (gluey oS Il > g dul oledCuw)d disddin 509l jl eolaiwl b gudod ans 8 S cannl (Soe

295 gdly 1053,90 Sigi e S0l

o]yl cleMbl jl Jols gl o Seke d Jodo 53 0l yiyl55 polde picren g oadddl) lwusey 4 a5 b
il ) b & g nl

Sdy o slezel (clalais 3,91y el Slazel Jitue e 4 bgrye oddosnlio buwgie Sl ojlul cpycams
Sab (Soghyla—s 53,90 Lwlely 9 203 A0 luebsl b sl ool sy /AL plyy (g yiiio (g s
a9 b g 0 3y9lp /YN B =/ NF Jolas ;I addllansjge (oylel malgs 53 (i (g9 s Hldy o dlazel
Jol ausy® (+1-500) oxsdysly (gyboline paws pimod g ol Cunds linebl Aol )3 yio 48,515 @
b 30 Jgl and b aSuldy dogily a8 2 dogi Cawl p3Y il )0 00 0 3y duoyd A0 luebsl b Gudow
B s g Julooidyge blisll b goli 11 ((+/+V 5l jiasS o yolins pdaw) 34 0 sl 2o y> AT lielo]
2,5

gie gy 505 S i i b duslias (5olhy Jimn e (lys ososalin bougie 1 ol
—5 5391y sl odel Cawday /TN L ol oyt (cXgyad By (6yl0lg I (clabads 5)ql )l )\
slaels p3 adllansyge (glol molgx j3 1) 5l o3Il Jlade )lg5 oo o y3 A lisebl b &8 dmd o (LS S5l
D5y pow 45y g bline o (glyy 0abdygl e 4y dagi b ppien g i o s b SLgpen
Dgdica 3B 10,5 A0 Jlio el b s piiha g 06 S8y 2 5By 3B 2 (G

abasly codS 1 (slabaii 25l sl el S Jitno e 4y gy odbosnltio Lausgto Bl ojlil 5558
Sl ons @l Sabblre (3,90 wlolp g 0u0yd A0 luebl bl /00 b ply oyt (059,005 3, 5
Dgdise 39l 1P 1 b o IPY Jolas ) adllaedjge ()l qolg )3 (e (539,06 )3 2 el CsS
Do o b 50 pows dud b ool Cuwddy (¢ )blixe pdaw 4 dxg5 b

2R3 Jites Glojesio b duslie )3 (6)Blg (gomen i e Jtas jusite (sl oddosalie Lawgio S ojlul
ol odal Canddy VY b ply oytie cXgprd By daw Sl labais 3,90 ) JLE awgie plaw
axllaod ygo (Lol galgs )31y il o3l jlade g5 so 2o y> A (ylisebol b a8 sy o L SSgi o — i 53,91
aold YU 5 ol 1S &S0l @ g b awdpoplas o) cpmess </FY iSls b VA Bl I lasels jo
st b 5 oline s (s 023,51y oo & 425l (e 5 Mt s e b (ligsan 256 liabl
9dien b 20> A0 Pl liseb] b (5t (g2 05 )3y 3 0 8l (se 3455 e



A% VF-¥ cp )l 0jloss qo2d3led 093 8ALS U pas L8, Olalllao

b duglio s 51 o)l oyl sl Colisy i yuito 4y gy yo oddosnlite 5l o)l oy 5V ctlasly CasS 51 ymg

By 2 sew Bl glabas 35l sl 55 e g (g by olazel b aulio 3 g 5SS wlal) CudS
1530 yligebl b a8 smd o lis SSg5,ln — 5 ,53,9] 1 sl ool Cowday +/¥O b pilyy (g yiiie (gXig b
35 e B iSlie b /YA Jblas ) slatels )5 adllandyge (ylel galgs 5o 1y 1 ol e ol
Cripan g Miwd jio ke b (SLgran BB (liebl dlols (Y 5 (b oS &Sl & 22 5L S Snla
S e (§39 e 3118 2 Colidy 35T gm0 028y 4B 5 olino o (5l 0083591 0 e 4 e,

S9d o b Lo A0 Jilas el L

25 (s SL) Lawssie i 65l g (e SLas) 3yt 31 cloojll 3511 (sl 035 el (clalags

seite (ol 55U 4 bgyye qulis yuudd 5 (ygejl o blast 08T el o5 nmsy (o) ans ) slazsl pie 4l
OhS 58S ol 1 colo) g aems clasly CudS (5)blg pae Hlan b dlauly)d 0D (g de (g9 0d LB,

sl gy o253 b pgd (sl b sl )il cubll slaloges 1 bwgia 3l ojlil by
DRy 5 dnd 38 gy (6l Mo 3 A0 ylseb! dluold g bawgio 451 831051 5 914 .(0) Jgua

20 yluab! alols ;
KW chw slks 2912 2.
wd b o905l S35l 2 toybl 231l =
O')s d)‘bu&c )‘f.” . J‘Q:*‘“’
Y ol S !
NP RS R .
x (Ho: 0 <0 tloicunyd sl SINEYD | +/-¥OA 4430 | Y/aYAA | -/-0VA
Y 0:0<0) (ML)
(H1:6>0) WIYSY slazs]
Jol ans,8 JﬁiL"Pv“‘ c. . e .
v (Ho: 6<0) “i’”i';ﬁi“k*” YAy —/ V¥ s | YI¥OeY | o/e5YD
x (Hi: 0>0) ( )
po> dp b Al dba\;i)w -[¥FES -1\a¥- Jeeey | ¥ARSY | efes¥R
x (Ho: 0<0) . IS &bl
. -0 J
v (Hi:6>0) = 7 JFARA | /AYAY RN R 7S A RR
(KNHA) Sig s
o 4 p s leinn ) e JEEYA | Y0 | feeer | SAFEA | L/evyy
. (ML) 0N | ey cuiS
x (Hp:0<0) gl — i S s i)y Sty
v (H:6>0) yEKN;—|A) * JRAVY | eIy [ooo¥ | SIENS | o/evAY
Pl by 2 szal\;li)w NG| GNAEA | ey | O/FADY | -/ed0Y
X(Ho:GSO) = —— AR SV
v (H:6>0) yEKl:I:A)\S)& -/FYYR SAAYE eeey | ol¥YYe | ee08R
oy dnd 4l "Lwai)w Niadve </YAA ey | VSRR | /oYY
x (HO: 0<0 ) oo s 5 s AYA & ols,
v (Hi:0>0) yEKN;ﬁA) : A 7S Y17 LN B POR R VA 72V A VAL 3 72




15 gy S 56 e (S¥ig e 18 31 ol slad gy S WG A

TRU_06 N B LOY_06 - IR

TRU_03 = B LOY_04 =B

TRU_02 ’ . LOY_05 . .
TRU_04 — Loy o —R-
TRU_0S N B LoY_a2 - '
TRU_01 ~ LOY_03 m

RE Mode ———————— RE Mode
1 f T T
02 0 02 04 O0f -0.2 o} 02 04 O
QU0 . ' :
(S TRNY N B g
QU 0y ,. ‘ ,' "'q 1|
QU o .. »:,:
QU0 . M
oY or .
RQU_03 B
IKE Model | ——
HE Moo
! ! ) ) T !
0 02 04 06 08 oW O 0d 0

Slr $39me w41 JWodil 8 4 0auid ly Jiwe i gy 41 bg2pe (51, UCEL LY 15905
ba b L 35kas b lobize cglis g byl ¢ylsab! Juolgd clawgio g 3 ke i1 (sl s lod
Soo g2y

Comwbus Jdod g o, Juloo .£-0
Sore lie @58 o3 ] Jlae slas g 51 claojli] cows p ool yd 4 sl Sladllas  SaSTy, L
sl o8 st s laylil et ST oS 5 M Sl Jholias iglis gyl o L L 48 e
daly)s o5 w3 o L T ylg05 9 & Jod )3 008 ()1 ol ilaB S )18 ooy ge ey cnl 4 Gl
281 o )2 0 JBlus liabs] pdaw )0 oddosnlive Sl gbaejluil mse7 dlayly cutS 5 (o b8y loiel yusio du b
90 b alaly)d oS cawl Jls g3 pl (o100 5l 55,55 (g)blize zolaw) Mitud ol &9 SO L Hblixe Cgles
S5 b oadosaline il glaojlil m5e5 e (gyloline oles wuoyd A0 PBlas yliab] o (5 colisy g dpad yuxie
Judoslyd 4y oo yly iy Ciladllas s 5959 (5yblize (pl pre Jo Yo 51 SO Kinja )b dgng jboline m5e
alaly s Hlisl 1 il oyl Jlosnl a8 sl )] (linods odelcawdds asecs  Jlo oy Lol ol yuiio 93 ol yoliol
9 e Ll bl b 5l I ptinggy S Sy Bl pululy 5 Gl Jilod 203 2929 it 93 (0l b



\q VF-¥ cp )l 0jloss qo2d3led 093 a.,\.;.:de )L:é) ) P9 1 299

sl Glo %05 Ol @ ditns bwgio Bl o3Il p Joliae I hls b imgs 5l Sogun a5 oy ol gls
Do o il slojll o lolize yuss el

Of bl g dbasly CundS” S8 gl (59,50 0,5 Jalosi (512 551 om S5 -(1) S
Sl3lxe (g0

Al o a3
&ylalas 1) }i

5o goesos
t SlogwsSy | St

b (20las) jholine p coglas
olize (ool P =./vAs0 ¥ IYARS -/yyy Slose!
200 A0 Jlaeb] pdaw
L (2ol jholine ps coglis
oo s3] P=/... ¥ SATAVSTA -IAVD &)y
200 A0 jlaeb] pdaw
L (2ola) jholine ps coglas
onlize 56l P =AM o AVARY VoY FUSICINX 4
2o A0 lueb] pdaw
oEie soSI b laline coglis
200 A0 laeb] pdaw o
oEie soSI b loline coglis
200 A0 laeb] pdaw o

P=-/ \ -0/fYsY RYAR RV

P=./oeey Voo YAy ALY cols,




i1, gy S 56 e (sNig e B8 1 0l Sl g e S G Y-

‘I‘ )
-

@
8 % 81 -~
” .
9 - 8 - . o
g -
o - . o -
® - - -
P g -
8- 2l .
N .._
a3 22 .-, ™ & - .
. o -
-
o - -t e . >} o - . " -tan * .
T 153 - L ™ o T T T T T
-0.1 00 0.1 ©2 03 04 0.1 0.2 0.3 0.4 05
Corredation Coefficem Carrelation Coefficient
i
o 2
§ LAY - 1
-
» 8
2 o
o.7 ¥V g
” 3
R - : -t I
- - 8
2 :’1. = ,
Y = a3 T Y ——— —r— g
01 02 03 04 05 08 07 08 02 o4 0.2 04 06
Corretation Coefficient

)
o 8

01 02 03 04 O f 7
Correlation Coefficient
92580 29595 (piled Jalodil )8 4 ouwis g S ko gy 4 gy pe SR (WY l3905
Juloei1 8 audylg Oladlao 1 oo sBCwS 5 plod (wlwl s w51 s3Il g SKodl S i




Y VF-¥ cp )l 0jloss qo2d3led 093 a.,\.;.:de )L:é) ) P9 1 299

S5 4t g Sy .0

g bl bS5 3)50 )3 0aBplol A (clagstingsy | IS and Sy 4 olited Ban b ol i,
SEM! cloelSol 5l saste SYlis (5pslaen | gy slatorns b plsl (g yido (S2ig0es )3, 2 ] el
aus,d 0 gl bwgie Sl o5l g b 3)ly Julowlyd 4 Limgs OF dapl cuas” obs)l g () g L3I pine
5 31 pime claoll ) grgcins 00,5 obliel g 5)lp o (o)bline g cgr s blod 4 iagh
W eyl igf g ol plol (g yide (259,08 JU8) 0jo 53 Jaloul)d (gl (1pST &S B Ui (2 )b
A dawgs |y 059> Cpl 90 29390 (Sblb il cl 03,8

alayly CutS )by olaiel Ay (s ysio 3l glaojlul a5 cuily Hlasl 4lg5 cas oS 3l (L Baiod guli
sl ool Il (581 31 bl L Cilisee (g lel el 53 (5 e (SN By Cols) g o
Sop 2 03355 5 (45 VL S bl b oyl & (e iz sl oo ol
ol 93 il o b IS 51 (gla it LS| g 45 ol olyod st (sline ol b e odnlie lo_img} ;)
S50 51 cloogsil b S8 51 (slaojlil 1 Wlsi o bloyl s dim yn 1S o g9y Sy (655 5 alllas
Conl Coronl Bl ojlilax U pusito Jlog (naly 39505 (g yidio (6359 068 513) 390y &S 3> (LS ol g s
2 s ogllae a2 )3 1y )18y g5 cnl (s olize ygbots gl 2 (63858 L s o oS spuey

5l syt Cund &S 250 L dalllas (ol > e (sla pxite 1 S5 n (gl ol b (83920 (s, S5l
153055 1 Btas L (gl onlunsay lipebs] Lols a5 ooy i S 1,085 4 (S35 slons s olallas
0SS b boliae cgles 4818 Baas il sl yimgt )0 ol i)li5 Culps 500 jliedy 5 0 L Slgyer
S5 sloilely & b J gpse cul b s1alie Jituo (o s dan b Al Candy (ol 5 S
Soy 3 aS ol oYL diged slaps 50 3g5 a5 Sundg D9 o i I imgh 5 om0 sdel Cawday
Co5 om o255 SIS &S g gl ) S 2,5 aalie ol e o0l ¢ oy i simgs ]
@l Pl g Sl 2Vl o> bawgio I loojlil gl oadplol sl gl slizel &8 el ol
LS snl Supde 9 (93,8 el (gl |y oSottue (slie Llg¥ o ool Cansddy L;,LJ

oadplonl Julol b gy Gl c e pite iy SUSB &y Jelo] b 4y 0udn)ly lalllas sliss lne 4 255 L
Sy o dlarly iS5 o)lolhy olaze] pite dus g5y y 0A5pLE] (clo ool 5,8 i LIS 05,5 53 4 |,
o )bl )3 & (Gl S 00 )18 5503 09)5 )5 b 9 e sl iite 59y 0 0Bl sl Julol b g 09,5
P93 09,5 3 a5 Joyd Wlodowy plol 4y b yimgh 5l (6568 dlaxs Jgl 09,5 13 4 smd o Ui ol Cawndey
s oS €85 jlaips |y ol ol Gl oIS psbods icaml i o ploxily Clalllas oluss (g2 55 LB ysboa,
oobelcly s (I3l Jiloslys ) ols el Bl e pgd peite g ite S 58b (59) p llllas sy
8y 59y 3 aldy g e sblae S350 13 iy 9 pilee Sloans 3 L daly )3 &5 (205 39y 00 slasl
b ddaslyyd L a3l (g pdiamend (Sho shd sy GlueblailB b conl osel Cawddy (g ptde (50590
S e gl p3Y ele okl JBlis 5l puls ey coas g gl wlaiel Jold o yxio dw
YL 6 prarans b alb sbsl 3 plogl Sl iyl (sl oybial 03 st lillas 34, oo Lzl Lol 15,l5,65



i1 gy S 56 e (§3ig e 8y 1 of slad 9 oy S 6 VY

GBI (sl Cogli > (b yiie Culd) 5 M g S (g0 (VL Glirebl L g} gl bl
0l (o535l cute Slals )3 (g yttie Jlub 8 lke 0aimd L (gt (g9, 1) sl 5o L]
145 Gl &S ey g canl (51085 (sladeli )3 €8 Lo g 0fag Laulpd 53 63k 9 Jood 38!
olosle slasl jl (Jia plyie 4 0 plyie cS)lie jl wlgs oo WS oo g ALop (lyide culs) 4
colsy o OY gasa/closs g ansly (6)blg 5 e Gl gemS o a4 Cuns &S S e g Aieo yo
- oo 1) ge ol ply sl winlgs ¢yt 8 )lie ol glp dedgw aillbgly (slacled ,> Wil ansly
slo & aldbghy Sas pbol alas 5l e ial,d glacdld o puie S )lin 4 oliwd Coa Cawl
sboails; 5 sibre Lad )3 ofagas ojgpel IS S ped 395 (lyiie 3 Culd) g e GBI (ol e
el b poly 5 dete lyidie sl ansh elax] Coles (SuS6 4 Cod Wlg oo (lyide (sloz]
33 ol g damd dgupo o)l pogMle cusly winlgd cud ) b e plo 4 Medgw SleMbl @l & s ¢y
ool (el 1) )] &8 (s S a5 lojlo 4 e oMb il a0 1) o] los o )l yie
Ghla 4 ojlgen Glil > Cudbge 4 (ol Caa b an3 (b plejle slasial B gm0 9 (2b)l3L
sladiolg 5 lajls b canlize 2b)lik sl g B cpl Sl &Sl s dtunly Gl yida
s sl 5148 e ate oM Sligls 51 1) ganS (shino e iz S el (Ol yiho
ST sl iy plyitie Cold) 5 a8 4 58 gy sladar gl L ool (i) dl (K, g sl
ol b GBS dpog 1) lojle Clead Y game (500 4 4l Jlesl wiisl (o8l (b e
(e iy g |y Glojle ol ey Wl (elata] (ladilo) 53 ohgdr Cute (WIS Clids
Wlgs (ABlgeyd orddmby SOl b (ABg gy 5 oo by laee Jdda cunl (S b geunS
cliseo (sladin 11y b ytie lylasl b g ooy &) b tie & caslio lo 3 1) 353 Sloss 5 WY guae
wlosd /Y game o Jailyd )3 bl Jess (il B8l g Wl e byiie cold) g M dgu0 S 03,90
A5l 50wl 03,55 03,905 1y byl el L)

38> Sy gl olllanl g Sl 5 dajl ) Cunloe lyide 25 5 Colo) 4 (alied Caa ) g
CodsS )3 5l dgre omimen sl (le g pettue D)l Cliis bl pilie cpl g sl ansls
olyite b Jlb 5 o5 bl syl S SeS 1l st o 5 ol Lialiil 4 Wl Sloss/ Y g
oyl (s059 065 )13y 39 5 (e e 2185 (sl o (omly OISt 5 YN 4y gy 25 Gy Jols
dgke 4 Slgi oo OMSLe J> sl Bgods 5 culio Claladl 5l yide sladygi il & (b BsS D9y 00 sl
Ol g Coly a5 a5 @)l g 4y panld sleaa g sileels o ogMe S S8 it cols,
9 baleiidy @l (sl (ogian (oo la)lpl 5l oalatul adl iz ) Kl oo slate cnl sl o5 Glyiie &
33,5 o0 ey pegad (nly j byt 4 diedgn Syl

orlpl el 03,8400 551y st (6339 068 58 2 ol yidie (5 oldg 5T el ol plol oS el
Mo (ololy Slitel @l 3,5 (o0 duogi dg290 (lyide bais Caa glytde (gilo)bly by (pgh
ablo b byt o 0fg (sbaciniss b Closs )l 95 joxie Llan b Glasdss 4 Wl oo oS (6 e slady >

Db bld ob)l5b sladely 55 wlgs oo )by (b e (¢l 039 sla piSac B g Slislus ()13 9 VL



Yy VY. ¥ ‘F)Lga b)lo.»f) 5@))’]93 0y9 5“35‘3)‘“" )ué) Qw‘h‘o

il e S by g (sl |y sedlasly (bl slaclial (g5 Cumal (S jobo (gl cnl @l
Ol slacdld 4 oliwd jslaiea & Cusl b oS sly 228 Sty cnl b @ls ol
by Coldy Cundy jl paime Hobds 5 ales ookl layl )3 sgas Sl § (gl olg (sladal p 5l )b yidio
targy ot 5 gllae oS b bl 355 o b 48 gids SIS I ] dgute (sl g sl alST

RN

&l

@ a2l Gyl b p plpie gl 1) g (sloinl coles ( daly (qwyp (V1)) e Sl Gere
s (S bile oSl ST oSily lgorisls riso9e adllan) syt Coldy ol i
OFY-0YF (V) A coplilus 5 Jbo oo wbaidl cildllas

SO aslllaedge) (b yie (0593068 S)ld) Bagald > laie)lS” i abauly (VWAY) 15 (08 g w25 b0
Olalllas olozel ol ik dy dgi b b yliwjlows b yiddio (s5g 0 jl8) o (3L olgy (slaol)l,8
.V~—0\ ‘(Y') \'5OA;;.§k_é).\QA )L(é)

O (s ped By ible 14 g eletl Cylos 15T (VYA sl (o215 5 Jrlows] ( srmlagloolis
AVASVEY (VYY) WY S50 o e (slaiglS LT S5 auab

by 5 ol (synie by cllie )3 586y (MYAY) Bsls (55 9 g sten] fmer dojio
AYO-VEF D . S ,5b o pie sl .o UT (ga5g 005

(YN oo ¢ Slip Sliple g 2ldype cdadizod (Bolo Loy (63 yciwd 0dljpudlpl £ olie ¢ Sg)ld  uelaild
5 dbly oS (la (slapite 2k ) (s yuie (g By 2 SOb b (synie dlaly byl b
A=Y (FY) VY byl o e o ol @lpale SOL taddllasd ygo) dlayly )i

Ol gan ity (Ve )) e 080048 g dews ( Jle Lo wdljpin ol cian )8 48 Lo o Blye

Slosdy 9 (slaia] auglio Slanty @l 31 b5,V Y) Gloo @l 0 9 o (288 Hled s je
VYA (V) Ve 0liiSG puas b)) ldllas . gy gloyiiSTy p

Olyidie (55950 Y18y p2 3o Jelos (wyp (ITAY) M syl 5 Cpimtp (s il dnn (Sowge
Ae=0 (YE) VY (U555 g d9u0) o o Silalllas ¢ SSL culoss

(S yudo g Ol Xy (85 )l (VWA0) codledlus s e bl csmie B foire Sl
FV=YY (Y)Y 0uiiS B pns jlidy Olllla o g yiiie (g9 0 jl8y g Jolbss oS

References

Abdou, A. H., Hassan, T. H., Salem, A. E., Albakhit, A. I., Almakhayitah, M. Y., & Salama,
W. (2022). The Nexus between Environmentally Sustainable Practices, Green
Satisfaction, and Customer Citizenship Behavior in Eco-Friendly Hotels: Social
Exchange Theory Perspective. Sustainability, 14(19), 12791 .

Ahmed, 1., Nazir, M. S., Ali, I., Nurunnabi, M., Khalid, A., & Shaukat, M. Z. (2020). Investing
in CSR pays you back in manyways! The case of perceptual, attitudinal and behavioral



o1 y9 ibgy Sy 36 e gt Ji8) 3 o laal g Ay oS 6 XYY

outcomes of customers. Sustainability (Switzerland), 12(3),
https://doi.org/10.3390/su12031158

Al Halbusi, H., Estevez, P. J., Eleen, T., Ramayah, T., & Hossain Uzir, M. U. (2020). The
roles of the physical environment, social servicescape, co-created value, and customer
satisfaction in determining tourists' citizenship behavior: Malaysian cultural and
creative industries. Sustainability (Switzerland), 12(8), 1-23,
https://doi.org/10.3390/SU12083229

Ali, A. H., & Song, J. (2023). The Impact of Customer Perceived Justice on Target-Based
Customer Citizenship Behaviors: The Mediating Effects of Customer Trust and
Affective Commitment. Review of Marketing Science.

Araghi, M., Fegh-hi Farahmand, N., Rostamzadeh, R., Aali, S., & Gharehbighlo, H. (2022).
Segmentation of Target Customers Based on Factors Affecting Customer Engagement.
Consumer Behavior Studies Journal, 9 (4), 192-216. (In Persian)

Awuku, E., Agyei, P. M., & Gonu, E. (2023). Service innovation practices and customer
loyalty in the telecommunication industry. Plos one, 18(3), e0282588 .

Azizi, S., Ghoreshi, S., & Eivazinezhad, S. (2023). Evaluate The Effect of Regret Resources,
Social Comparison, and Regret On Customer Responses. Consumer Behavior Studies
Journal, 10 (1), 128-146. (In Persian)

Bahmani Nezhad, S. (2023). Investigate the Relationship between Social Support and
Citizenship Behavior of Online Shopping Customers Satisfaction with the Mediating
Role of Customer Satisfaction (Case Study: Students of Islamic Azad University of
Aliabad Katoul Branch), Studies of Economy, Financial Management and Accounting,
8(1), 534-543. (In Persian)

Balaji, M. S. (2014). Managing customer citizenship behavior: A relationship perspective.
Journal of Strategic Marketing, 22(3), 222-239.
https://doi.org/10,1080/0965254X.2013.876076

Bettencourt, L. A. (1997). Customer voluntary performance: Customers as partners in service
delivery. Journal of retailing, 73(3), 383-406.

Bove, L. L., Pervan, S. J., Beatty, S. E., & Shiu, E. (2009). Service worker role in encouraging
customer organizational citizenship behaviors. Journal of Business Research, 62(7),
698-705. https://doi.org/10.1016/j.jbusres.2008.07.003

Chen, K. H., Hsieh, K. J., Chang, F. H., & Chen, N. C. (2015). The customer citizenship
behaviors of food blog users [Article]. Sustainability (Switzerland), 7(9), 12502-12520.
https://doi.org/10.3390/su70912502

Cheng, J. C., Wu, C .S., Yen, C. H., & Chen, C. Y. (2016). Tour Leader Attachment and
Customer Citizenship Behaviors in Group Package Tour: The Role of Customer
Commitment. Asia Pacific Journal of Tourism Research, 21(6), 642-657.
https://doi.org/10.1080/10941665.2015,1068192.

Choi, L., & Lotz, S. L. (2018). Exploring antecedents of customer citizenship behaviors in
services. Service Industries Journal, 38(9-10), 607-628.
https://doi.org/10.1080/02642069.2017.1414194

Cohen, J. (1988). Statistical power analysis for the behavioral sciences New York. NY:
Academic, 54 .

Curth, S., Uhrich, S., & Benkenstein, M. (2014). How commitment to fellow customers affects
the customer-firm relationship and customer citizenship behavior. Journal of Services
Marketing, 28(2), 147-158. https://doi.org/10.1108/JSM-08-2012-0145

Dang, V. T., Nguyen, N., & Pervan, S. (2020). Retailer corporate social responsibility and
consumer citizenship behavior: The mediating roles of perceived consumer
effectiveness and consumer trust. Journal of Retailing and Consumer Services, 55,


https://doi.org/10

Yo VF-¥ cp )l 0jloss qo2d3led 093 a.,\.;.:de )L:é) ) P9 1 299

102082. https://doi.org/https://doi.org/10.1016/].jretconser.2020.102082

Delavar, A. (2005). Theoretical and practical foundations of research in the humanities and
social sciences. (Fourth Edition), Tehran, Roshd Press. (in Persian)

Deng, Y. Y., & Yang, Y. C. (2022). Exploring the role of green attributes transparency
influencing green customer citizenship behavior. British Food Journal, 124(5), 1473-
1484. https://doi.org/10.1108/BFJ-03-2021-0223

Di, E., Huang, C. J,, Chen, I. H., & Yu, T. C. (2010). Organizational justice and customer
citizenship behavior of retail industries. Service Industries Journal, 30(11), 1919-1934.
https://doi.org/10.1080/02642060802627533

El Sayed, A. N., & Marzouk, W. G. (2018). Factors affecting customer citizenship behavior:
a model of university students. International Journal of Marketing Studies, 10(1), 54-
70.

Ford, W. S. Z. (1995). Evaluation of the indirect influence of courteous service on customer
discretionary behavior. Human Communication Research, 22(1), 65-89.

Ghaedamini Harouni, A., Ebrahimzadeh Dastjerdi, R., Sadeghi Dehcheshmeh, M., Maharani
Barzani, M. (2019). The effect of bank and customer relationship value on customer
citizenship behavior based on quality and power of impermanent relationship variables
(Case study: Saderat Bank of Isfahan), Journal of Marketing Management, 42, 77-99.
(In Persian)

Garrouch, K., & Ghali, Z. (2023). On linking the perceived values of mobile shopping apps,
customer well-being, and customer citizenship behavior: Moderating role of customer
intimacy. Journal of Retailing and Consumer Services, 74, 103396.
https://doi.org/https://doi.org/10.1016/j.jretconser.2023.103396

Gong, T., & Yi, Y. (2021). A review of customer citizenship behaviors in the service context.
The Service Industries Journal, 41(3-4), 169-199 .

Hamdi, K., Karami, N. (2014). Staff Role in Encouraging Customer Citizenship Behaviors
(Subject of the Study: Tejarat Bank, Top Branches in Tehran, Journal of Marketing
Management, 23, 41-58. (In Persian)

Hassan, S., & Suki, N. M. (2022). Managing Customer Citizenship Behavior in Aviation
Sector Through Relational Benefits: Mediating Role of Relationship Quality. Frontiers
in Psychology, 13, 917434 .

Hur, W. M., Kim, H., & Kim, H. K. (2018). Does customer engagement in corporate social
responsibility initiatives lead to customer citizenship behaviour? The mediating roles
of customer-company identification and affective commitment. Corporate Social
Responsibility and Environmental Management, 25(6), 1258-1269 .

Hwang, K., & Lee, B. (2019). Pride, mindfulness, public self-awareness, affective satisfaction,
and customer citizenship behaviour among green restaurant customers. International
Journal of Hospitality Management, 83, 169-179.
https://doi.org/10.1016/j.ijhm.2019.05.009

Ibrahim, B. (2022). Social media marketing activities and brand loyalty: A meta-analysis
examination. Journal of Promotion Management, 28(1), 60-90 .

Itani, O. S., Kassar, A.-N., & Loureiro, S. M. C. (2019). Value get, value give: The
relationships among perceived value, relationship quality, customer engagement, and
value consciousness. International Journal of Hospitality Management, 80, 78-90 .

Lin, Y., & Choe, Y. (2022). Impact of Luxury Hotel Customer Experience on Brand Love and
Customer Citizenship Behavior. Sustainability, 14(21), 13899 .

Ma, S,, Ling, X., Zhang, C., & Li, Y. (2023). Does physical attractiveness facilitate customer
citizenship behaviors? Cross-cultural evidence from the peer-to-peer economy.
International Journal of Information Management, 70 ,102565.


https://doi.org/https:/doi.org/10.1016/j.jretconser.2020.102082

o1 y9 ibgy Sy 36 e gyt a8, 3 o laal g Ay oS W6 Y5

https://doi.org/https://doi.org/10.1016/j.ijinfomgt.2022.102565

Meng, X., Shi, G., Xianyong, M., & Wang, Z. (2015). A Study on Customer Relationship
Quality and Customer Citizenship Behavior—Evidence from Online Shopping
Behavior of College Students. 2nd International Conference on Intelligent Computing
and Cognitive Informatics (ICICCI 2015) ,

Mitrega, M., Klézl, V., & Spacil, V. (2022). Systematic review on customer citizenship
behavior: Clarifying the domain and future research agenda [Article .[Journal of
Business Research, 140, 25-39. https://doi.org/10.1016/j.jbusres.2021.11.029

Mohammad Shafiee, M., & Tabaeeian, R. A. (2022). The Impact of Corporate Social
Responsibility on Relationship Quality and Customer Citizenship Behavior: Hotel
Reputation as a Moderator. Journal of Quality Assurance in Hospitality and Tourism,
23(5), 1136-1158. https://doi.org/10.1080/1528008X.2021.1955238

Mousavi, A., Hoseini, Y., Amiri, L. (2014). Investigating Factors Affect on Citizenship
Behavior, Management Studies in Development and Evolution, 76, 59-80.
https://doi.org/ 20.1001.1.22518037.1393.23.76.3.4. (In Persian)

Nadaf, M., Ghanbari Adivi, P., Darzian Azizi, A. (2017). Value compatibility of service brand
and customer, interaction quality and customer citizenship behavior, Consumer
Behavior Studies, 3(3), 22-42. (In Persian)

Nadeem, W., Juntunen, M., Shirazi, F., & Hajli, N. (2020). Consumers’ value co-creation in
sharing economy: The role of social support, consumers’ ethical perceptions and
relationship quality. Technological Forecasting and Social Change, 151, 119786.
https://doi.org/https://doi.org/10.1016/j.techfore.2019.119786

Natarajan, T., Ramanan, D. V., & Jayapal, J. (2023a). Does pickup service quality explain buy
online pickup in-store service user's citizenship behavior? Moderating role of product
categories and gender. TQM Journal. https://doi.org/10.1108/TQM-10-2022-0297

Natarajan, T., Veera Raghavan, D. R., & Jayapal, J. (2023b). How does channel integration
quality promote omnichannel customer citizenship behavior? The moderating role of
the number of channels used and gender. Kybernetes .

Norouzi, H., & Teimourfamian Asl, R. (2023). Investigating the effects of corporate social
responsibility on customer citizenship behavior with the mediating roles of corporate
image and perceived service quality. Social Responsibility Journal.
https://doi.org/10.1108/SRJ-10-2022-0461

Organ, D. W & ,.Ryan, K. (1995). A meta-analytic review of attitudinal and dispositional
predictors of organizational citizenship behavior. Personnel psychology, 48(4), 775-
802 .

Podsakoff, N. P., Whiting, S. W., Podsakoff, P. M., & Blume, B. D. (2009). Individual-and
organizational-level consequences of organizational citizenship behaviors: A meta-
analysis. Journal of Applied Psychology, 94(1), 122 .

Ponnusamy, G. (2015). Customers as volunteers? E-customer citizenship behavior and its
antecedents. Information Management and Business Review, 7(3), 50-58 .

Safarnia, H., Ahmadi, P., Nasri, N. (2013). Investigating the effect of customer's understanding
of justice on their satisfaction and citizenship behavior, Journal of Business
Management Perspective, 16, 123-140. (In Persian)

Sanjari Nader, B., Yarahmadi, F., Heydarian, A., & Faraji, P. (2023). Investigating the Impact
of Psychological Contract Breach and Violation on Customer Citizenship Behaviours
of Hospitals about the mediating role of Trust. Consumer Behavior Studies Journal,
10(3), 51-70. (In Persian)

Shafiee, M. M., Tabaeeian, R. A., & Khoshfetrat, A. (2020). Tourist engagement and
citizenship behavior: The mediating role of relationship quality in the hotel industry.
Tourism and Hospitality Research, 20492-481(4).


https://doi.org/10.1080/1528008X.2021.1955238
https://dorl.net/dor/20.1001.1.22518037.1393.23.76.3.4

4% VF-¥ cp )l 0jloss qo2d3led 093 a.,\.;.:de )L:é) ) P9 1 299

https://doi.org/10.1177/146735842091437.

Shahtahmasbi, E., Mazarei, S. (2020). The effect of social support and affective commitment
on customer's citizenship behavior and customer turnover intention, Journal of
Business Administrative Researches, 11(22), 129-148.
https://doi.org/ 10.22034/JBAR.2020.1576. (In Persian)

Tagliabue, M., Sigurjonsdottir, S. S., & Sandaker, 1. (2020). The effects of performance
feedback on organizational citizenship behaviour: a systematic review and meta-
analysis. European Journal of Work and Organizational Psychology, 29(6), 841-861 .

Thai, K. P., & Nguyen, Q. H. (2022). How green hotel practices stimulates customer
citizenship behavior? examining the role of green hotel mage and customer satisfaction
in Vietnam. Geo J. Tour. Geosites, 274-282.

Van, N. T., Chi, T. T. H., Chi, V. T. M., & Quang, N. V. (2016). The relationship between
customer-based corporate reputation and customer citizenship behavior: The case in
Vietnam. International Journal of Business and Management, 11, 298(9).

Van Tonder, E., & De Beer, L. T. (2018). New perspectives on the role of customer satisfaction
and commitment in promoting customer citizenship behaviours [Article]. South
African Journal of Economic and Management Sciences, 21(1), Article al894.
https://doi.org/10.4102/sajems.v21i1.1894

Wingwon, B., & Piriyakul, M. (2010, July). Determinants of perceived performance perceived
CSR, perceived product and service quality, customer citizenship behavior of modern
trade in Northern Thailand. In Proceedings of the International Conference on Toward
Enhancement of Economic, Social,” technological and Environmental ) Development
for Welfare Implications in the Greater Mekong Sub-region and Asia-Pacific (pp. 1-
18).

Wu, S. H., Huang, S. C. T., Tsai, C. Y. D., & Lin, P. Y.(2017) .Customer citizenship behavior
on social networking sites: The role of relationship quality, identification, and service
attributes [Article]. Internet Research, 27(2), 428-448. https://doi.org/10.1108/IntR-12-
2015-0331

Xie, L., Poon, P., & Zhang ,W. (2017). Brand experience and customer citizenship behavior:
the role of brand relationship quality. Journal of Consumer Marketing, 34(3), 268-280.
https://doi.org/10.1108/JCM-02-2016-1726

Zoghbi-Manrique-de-Lara, P., Suarez-Acosta, M. A & ,.Guerra-Baez, R. M. (2017). Customer
citizenship as a reaction to hotel’s fair treatment of staff: Service satisfaction as a
mediator. Tourism and Hospitality Research, 17(2), 190-203.


https://doi.org/10.22034/jbar.2020.1576

