O Sl SO lowt 8 Slovs Sl U Slo sl (S e 418y Aty oy

"(MLSc.) 150 5 56l = (Ph.D)A> 3 055 S5 = (PhD)Js es131 Lo jteme S5 = (PhD)o 35 ol 5l 0 S5%
ol 33T oKl s J_,im.a o.\.'»....:_,.s'*
morad923@yahoo.com: sy xS oy

10/ i 9y b /V0: 0o 2L HS b

o>

Ea= Dbl Bl Zbd 9 Vb S b Slosd Sloud (S 45 pl 4 465 1.3,10 (Slo39 o> Olosd § Lblig oy dmls Slods S idu oy 3 140
oS el $LE 1 33 ol (Sl jlw (S5 e I3 33105 o0 T T Jawgi o 1331 Silouks iS5 4 Aolge dlos Hleca! sl b Sloyd 310 58
o G5 Dlods S 31 £33 Dbl 38 4 B2 4b oy 6 39 gl OT S 18 S50 Jolge 9 355 515 (51088 iy D190 (Sloil (G9 ed Sy ool yigo
g =os”

O il (S slont 33 Slos e b oSl (5039565 5185 s o 1 DIB

g3 091 O Ol  pogas § (93 SOk low Jold (ST droler .l Olojlo Juood U199 sl (Khuwod - nogi £95 5 Guiow cpl 1B W95 9 g0
9 Sl D390 4 DLEMBI (68T ,7 595093 o g Obiwslos F § 95 b slow YT ol § b 7 O yge0 Gims SR L siasd 30 DMl 4 495 b (5 kT
Al L s 391 g 10 ol Jlojlo (5098 yad S5 dobidas y § Sloud CadeS” _iomius (5 Jlgus VY ol 19579 oo dolbdio 1 893 dolil y St (5597 5 130
N9 5 Sy ymiio 81y L 5 SLAT b ol Flig 5~ SWT b5 3 Bdobidu 2Ll 9037 (515 8 b dobidus 9 85 & (18 (9 OISl § C3lulish s
Ly Aol g WIS 35 o (UL Wdobiiar 392 +/Y+ 31 YL ol duwlomo ST 4Cul 44 g3 b § ol Cawdy +/4+ Dbodd Cuie” ko (STp 9 /AT Slojle
99 (b9 RIP NOg wwd 30 45 £y Dbyl 31 1510 g (FIS Dyg0d 3 Dlond Cads dobidu 9 LS HT 3 10 e (TS D g0a Sl (S9 60
A (8397 oz olo

A 35 St g3 2 B! Plod (3o CaDIS 3929 paiond BT 3T Dok CaeS” bl 5 3l § ol (551089 Jold &7 ilo 3l (S5 ye Sy Sof oy 1 B
Oy g YL

Lo Obiow slow 35  Slojlu (Sig s L35 L5 § camy 95 b 457 318 3929 puiliens (Gl I 3w slow 18 Slouds CuieS™ 9 Slo o (S5 yad SISy oy 1S 5 Al
899 0 4151 Olods iS5 Eg2 5 Dbl ol s wald lgi o

Olo3d § cablong OUS U /5105 Glosd (kblig Silods /sl slow (O 519 W™
Vom0 ilmis Av ojlad s 0553 (S S sle s Ao

635 Olime oS 3l o L3l (OCB) Slesle (s e 5l
DL, dmy e plal S (V) Klaxs s O Jloss 5 4529w
(Sl =V iS e 0l oSl 1 bl shs el
SIS Ol eSOl (s (NS Lin T ccslbi-Y
Ol Sl plss 5 Elam 5 Slosl sl ol 5 QLSS
L0 i) i el ol sl
L lacd s plil 5 LolS 55k 4 by plil  Slesla
Jled el oSl Sl ke 5 Slosle sbis 4 a8
oAy 50 Gb sl Ol el oylsl s OLSLK
o) 02 Foghe Dlds 4 Cod Conlis 5 VS CiS
gﬁb—wy@%wb-éwl&u&wdiw
Slods 5 se s VIS .l sdiise ol o Jgl O

doio
S g 3 Ol s T LS ol S o) s ol
s ol Ol o ya Sl alides B Lzt LS
3180 e Ol Ll 58 5 (el Dlislis e e
J=08 5 s Sl il Sses el 5o Lol 5505 5 g s
50l & e i 53 T e s s p3 e e Oliel
L e Oy A U S 353 0 enls s b 0T (gliasl
2 el S s a0l e L3 Ol el 4 a5 bl
S Ol 4 O el Cnaal 487 0581 555 0 ol B 4
Wl e o TSl 0dd S Olejla g sl sl
au Lagleslw oS ol s (V)osd AU Coenl Ul
SlacadSs 5 Laplp Il 5l ails Jiles o diiajls LSSl

et ClSS 51 18 Bl U S5 L s e

el T el ey


www.SID.ir

Sl 3 sl —de 5 5 8 iS5 —Js 03131 Loy dases SSs=ol8 s Ly sl e Ss

i S8 5 e an mld) o Sl dar Y Gl
o= Ll gl = LSS LUls) mendd Y (6 2l
L oims 5555 ) (Jlen A0 (6 il 4y Oliabl solael
Ol join 6 (5 sbas Lol amsy 4 a5 L 0L 22 51 S

Ol 035 S35 15 LT Olajla iyt 35
Al SLSS Shs atS il slads Bl g, L)
Al e 55 ol 5 (D a3 0T 4 6 LSS ol
o=l b o GlaGis 558 Sl CodS aedo o s
Olye an Qligla 2 S5 5 QLSS by S kbl g 5o 50
S35 Sty S Ol rie b Jolad 53 age 3z
O B a8 a5yl el I leds iS5l (5 Rl
el dtea QLEOLS IS (il b e S L5 oS andl
Db DS, s Sl st a5 s S blall Ol 5 e
S el g, 5 OVl Ol e 4 Lol Cute sl
g Sl So3 il e 5 Slesle i ed slasls,
Slosla gl e Sk, (T)as e | Sleds cisS S
Sl an b by gb el Sl Ol i sl 5
S |y sl ablS K15 e OCB 0| & yean
Ol Uiyl | Sloslw 5o s, Shoe s atl
Oblan L Ol slag 5o OS5 5 Okw 5y slaci b
ol bl 5S1oe 5 Ladbislas aols BLIIGE 55 LD
3 s e Sl Dlods cwS Bl Slegs oleast
Jeels 5 a6 a5 Sl e oS els o g
Sl CiS g ot maill s ly O 5 5 Oyl
Catl 325 LS ol Jlojle (s e S, 05,8 IS
Sl s L, (10) Al S 51,5 w5 2550 S 05
3 1 03 G ey p e Dledst iS5 Sl
3 S S G dm Ol e 4 S 035 530S Sl 2L
Ul 55 355 s Oy sy 53 Yoo Jle s L5l
DY b 53 s 5 O G 5 (Mol 352 g
Il 55 L 5 5 2ulS Gados ((VF) 5 il gla il
Il 3 (SHE g 55 S5 o)l G 5 V) Yoo ¥
L3l 1 e Sl el GlalS 5 53 YA
3 Sl Gls el Sl 5550 53 oL sy (VA S
10 ol s L N

5 0L s a5 35 e o pe o)l sen Sl ) Sl
e S (5 %S Lol a5 4 jas Sleds 015 g
Iy Sleds ool slias Sl 5 LS of sluSas o
5 B 3 By e Lol saes (S
s Sled s Sl cdS Il a5 sl gl -
M s il ol Sl Slens 5 il gl
Glosms ollr CdS b se illg Sledt i 5
Sl s e b e Il iy 15 ol
055 Cudle o SOl il sdgs s amels Sl
sl 03 s Sl e grill 5 (S Sl
Ol s obidl S s s i e sl oS Slods o
Lelay ) (S8 gaps 5 dor Sl sladaly Ollac:
OIS ealin b o5 (s 515 (O)AS frans
il 4yl Sledst an S Olaxl e 5 Oyles BT
Sl e 3 1 e L e slaclesbe
sl CliS s e il (Sl Sl s HISU
wrlaaslse asa Stals 5 23l e lagionn 3 Slas
sla S alde b 4 bobsle ol &S (6 sba .ol
Slesleul a3 S (Ol cdS il 3l 5 S
o=l o3 (Phmacs u pie Cadie gla By 5 las S,
e 3 S Slsley Sledst Sl les Suls ) da
Sledst i)l Gl 5 i iy LS glaasls
AdS ol slen S& el Sl ley s gla i
Sl s ol (Dl Sl leg b o 5o
3 =i Dl CodSs s 55 p 8 Gl 6 s L)
oLl S 5 cl (ke anal g (oS (Al Sleys
oS 3l e (Sl ChS oS s fale ol
Sbd s Clasin 3 Ols a5l Glae gazme Dled s
g0l Culs) s Laplol cnle s es o
i 6l Ll 51 S S e el | OIS G e
T s Jis ) 8 el 1S5 e 5 Sl CiS
() A

Coodst &l s S sl 5 Lagl 15)03 5 yoe =)
(L5l JUS 5 0LS 5N ahor |

J=B s el JSUG 4 ot el U1g) Oluebl dam Y

VWA Glis 3 /A 05l / ey 055 /OIS (S 3y she ol 82515 adrs )Y


www.SID.ir

S Olil a0k slow 53 Slodst S b Slojle (U5 6 Llby aasly o)

Al

Pl
Slsosls ;o Aoy o 54 o Jsl gad> e 0
Sl 50 53 5 o el sl S w el (sl mer
O g3l S5 5 eslial Ly blanl o 5 a5 05
(Gl $Lba b 0 a3l 5 O3 Simor s 5
Slb b Ll ) sl Dse & Gl Gla ke o
Gl 5 D e O (Snd 2 U551 L G
O3l 2550 Sl b plasdel S ¥ pdr &0 4
Sl b el wedal Gy S Ly B S 13
S35 S Ol ol by A b
) sl v e Shysl Cleas iS5 Sl

YY) L;)\ijﬁmd@b

Guios 6 piis o 55 1) g

Slax

IR

osbsle
olxo I i

XY | 00V | TV | BV | Y | Y | clbisewis
CVE | RYYYAD | YAYYY | EO | YFE YR | sk ek,
AOV | arassy | wsaw | os0s | YA | TS ol

JeFY | /YOS | F/0N0 | Y/AY | Y02 | Y celbl

LVAR T IEVA NN NaT N IR WE 2 24N I VA AT RN AL W (O 772 oSl

SH 9 1y sl e 5 (Sloya Ol BLIHY Jgde
Sl

Aol b oy Ol | Slow
Mg | F Shmod

1 yiin

b | ey A SVA | XS | el e,
LBy | aspson | s 5 OLS LS g bl
s b Slbeas cuiS

b | e | dss YAA | YE | S 5 ols S cslbl

ad b Sleas
Wb | ey | aspsovv | YE 5 OLS,S &S Lis
o b Sl Cis

0}*‘)&,@%%}‘ oslazal®

\Y \V‘\'QM}'//\'@)W/MG)}&/Q%}Qﬁ 6}1&5&4‘3@

S5 5Ly sl U L el oy sis s Siags,
OIS Ol gaolkw log 3 1) Slods iS5 Slesle
oslial 5,50 Sl O 2l il sl 5 XS )
Gl a3 63,8 13 Sl 5 il gladlesle

Hpd D50 (S S ol Bl s Dleds LoiS

by 5959 3o
So3135 s (Stemser = o 55 5 5| G )
oMbl 5,515,8 Slls Slie & 4o et
Samalr 5 Olajlu ( lassy cpl o ldos Aty 5wl
NS Sl o g 5 (s slaOlalo Jold Jass
Sl Ly s 55 0leMbl & a5 L ()bl @ gad 3
F o s Ol YT Ll 5 o8 8§ oy o i
Sl a0k e S St 34 o st Ol lay
LMl Os 50 O S 3 J.:h a bl col 15 Y4 ;D’\.S
Dl e YY el Ol log Y8 4 €500 Ol jla T 51
D Gl Al LS e s Oheolen ¥ Ao
aslitead Ul ges VY ol J1sS 5 o ol 3 Slodst kS
e Sl 5 el g (V0L 5yl Lo o (s
VanDyne gasbiiw, OLS )8 Sl (sl e jL5,
ao el 95 e pley ., JIK e VO Jels (Y0)
5ol eslinad LT 51 Calises gla sy 5o La,L aSOT s
SO PSR HCIW R I P PPV SN JE W B W PP PW
oslizal L35S ST o) 5l sl oL 05030 (s
e 53 9 AT Glesle sy en SB, e (gl aS A
S VL Sl an a5 b s el cadr /40 Sleds i
a5 LYK, clie pLL Laasbiin p ccoul +/Ve
g G 391 Sl slag Al YF ald S 4y
o OIS 51,810 5 gy DLl 800 slas
aaliicn s 53,8 Ol La gy pogiws 55 oS |y Ol lag
a1 JIsS g e sl sy 5 Slosla (605 40 LS,
SR RPN N P B P SR
503, Dbl &SI gl S0 b Sl b a5
a0l gy 5 51 sl VA § 5 e 53 sl i

SPSS (5 5 5epelS Ll le S Lesls Jdsd 5 4 2 d)ﬂ@:f


www.SID.ir

Sl 3 sl —de 5 5 8 iS5 —Js 03131 Loy dases SSs=ol8 s Ly sl e Ss

Sl 550 0SSk 51 i (Vs Gl iie opl 5550 53
el ate 93 s Saes O ioes 5 Sl (F)
Mo Cledbl 5 b Slus o iS5 0L=S,8
ol 53 Sl e 53 it alaily SOLES 5 Ao, 5FAA
LSS (oL, opl s (5 Ladbi Lo alasl
ez 5l S esliul s gla s, 5l A8l 5 e 545
S sen pelal  LL S OUSS w ool 5 il <l
S8 sl SLSE 4 ol & Gaa il 5 il
Ol 5o 1y s ool OLSLS 55 dteen OF 155
L Al e Rl 0SS s celbl sy S sdalie
Dl ol Cosy o 50 gla Gas 3 wlios
LMl 3b Sl LSS S L 5, ke 5550 3
Gk el s (M)l 5550 S0k 51 i (Vs
a5 L aS coul P=0.002<0.05 (V)Jsdr oMb
ke 53 ol e Shased Sl el ol 05 g lsbiae
33 e preites adaly Sl am ol el o3 OVIV
Ladbwlog alasly (ol i a8 Cusl Sl ol nte
S dias S a5 OASEs s 5 S s L
Oloslaw gl 531, Lagl 5 deS ssliul 545 0LS IS
531, Lol 5 S eslizal 34 LSS glaey! sl eslsedlss
LS G S L glae il gl
)UJ’JJ—’HMWM“—@‘)J%@#=MTC~M%@W
OLS,8 ws)lin 5 celbl (sl oay Glejle (g5 6
laseen (NS sy G288 Gz b Sl Cas |
S o A 1) S gy slaamil sty ol S 5 3l
L las e gladism SO SS S0le gmlons bt s 2 b
aomS ol Gess nl 5 Slesle (G et Sl bl
OCB slal s by 3550 5l 5 0 aS Ad wl>
ol by sloSile 2l & Gl Soml LSl
Sl s i S pl 4 a5 LD Al et
Lol slon 5o Sloslaw (g e 5Ly Ol L2 )|
L oshle 5 laslein

o=l LBl 6l b 558l sl 2 5l ok law =)
Ol S il IS e el S eslizal i

Ll Pl 4 1 Cwds

S5 domi § v

Lol (Y2 o TS s Gooss slgdey Sl 5 G
Dl 03 5 QLT Glaasly wline 5 hagsy glaasl 5 odd
Sl @l Sy :SSke (V) s Sledbl 3b
el VIOV Slosst S ke 5 W/AY (gl (glads ge
s oS b b pladlipe prie gl Sl a5
5l e ke 33,8 Sl el oy Sk (dils OB Lol
e (N sd Sledlbl b cl(F) sl 5 50 Sl
Sleds CaS 5 Sloslw (g el mite s s
5adaly ol 035 lsbes 4 amgily ool P=0.001<0.05
SNan DA S Ol (Vdsde lal 5 romen
sl Shysl Sledst GS 5 mlosle sis e 5, o
e 33 e B35 5 s by STLES 5 Ao p3 FV/A
O s 5 Osms 5 (DS sty G b st ol 5
Sl s ameS ol am a5 Lol Slea (W) 5 28
Lol slog Sgpde ot 53 G alaly i ax a2 ool
LB 5 QLSS a4 Slosle (s ,ed 5185 (o550l L
oo O S A s Olles 53 LS )
Lol 55 oS b obds galyl 4 50 OSL8 Ll
A8 e 8L WL S L1 o Skt g Ll
()l dal ol janas Olioslogy 511 eleals, QS enl
bl b, ke s g o (V) s SO 3L
S ol P=0.021<0.05 Sledx iS5 OL_S,S
b el s ke 5 alaly ol 0350 Slsbine sdsOLES
bl s )Tl 5550 5le 5l i (Vs
e 33 e el 5y Sices DY) sl Sledb
S Sl Lo 33¥0/) Slodst kS 5 OLS LS (g lals s,
A B el paie 55 (e bl sdiasOLLS
Jete e olan| B als L 5308 LoDk ey
AL dliais 5 OLSS 5,5 5 ¥ole plisnul (lae s
Lok, ol QLSS sl s il 5l b wd 5 oK
5 (VTS sy Gl 3 g 5m (S 58 i
Cesleds Al

OLSHIS sl S5 ls e gl (s ST 5
ool oy pS0ks .ol P=0.011<0.05 Slodst kS

\VQ'QWJ/A'o)w/Mcjji/Q%ﬁﬁ6}1&5@1:@ 'Y


www.SID.ir

S Olil a0k slow 53 Slodst S b Slojle (U5 6 Llby aasly o)

2B llaok ey 5t plowil sl (pad (slas Ik
oLl 35kl ilas 5 olae | 5LS 48 SLS)S 6l

i [ E R N
355 O, L aleas 5 5 LLII bl 55 Ol s =¥
Ot B Lyl oal 3 0T (gl 1y sl o 5 S 3905 2ty
Sl Ol slon il g o3 1y o slanl 5 o ¢ 5

1. Eslami, H, Sayyar, A, Organizational Citizenship
Behavior. Journal Tadbir, 2007; 18:56-59.[Text in
Persian]

2. Moghimi S M. Examine The Organizational
Citizenship Behavior and The Entrepreneurial Culture
in Public Organizational. Culture of Management 2006;
13: 171-192.[Text in Persian]

3. Bienstock C C, De Moranville C W, and Smith R K.
Organizational Citizenship Behavior and Service
Quality. Journal of Services Marketing 2003; 4: 357-
377.

4. Aghamolayi T, Zare SH, Poodat A, Kebriayi A,
Perceptions and Expectations of Recipients of Primary
Health Care from Service Quality In Community
Health Centers In Bandar Abbas. Medical Magazine
2007; 3: 173-179. [Text in Persian]

5. Nadkarni H. Health Care Must Adapt The Sigma
View of Analysis. Express Health Care Management,
India's Newspaper for Health Care Business. [Serial
Online] Issue Dtd. 16th To 31st January 2003:1(1):
[3Screens]. Available from:URL

http://www.expresshealthcaremanagement.com

6. Asadi F. The Role of Six Sigma in Service Quality
Improvement of Health Care Services Institutions,
Journal of Health Management and Scientific
Research, 2007; 28:31-41. [Text in Persian]

7. Mosadegh rad A M. Secure Service Quality in
Health Center. Journal of Homaye Salamat, 2005; 7:
19-28.[Text in Persian]

8. Mohammadi A, Shoghli A. Quality of Health
Services Provided In Primary Health Center Zanjan ",
Journal of Zanjan University of Medical Sciences and
Research 2008; 65: 89-100.[Text In Persian]

9. Sharma B, Gadenne D. An Investigation of the
Perceived Importance and Effectiveness of Quality
Management Approaches. The TQM Magazine 2001;
6:433-443.

10. West E. Management Matters: The Link between
Hospital Organization and Quality of Patient Care.
Quality Health Care 2001; 10:40-48.

\ Y \V‘\'QM}'//\'@)W/MG)}&/Q%}Qﬁ 6}1&5&4‘3@

SLSLS U il s g amms WOk sloy 53 358 o =Y
G omlis Ll 2 5 S )T 5 el bl OT s
5 Al e ;P)UQA_%)LOLL@JTU%JVN}OKS)[S
ol Sy ol 5315355 YU LS plnil (6 Ll (g0 5
23 g el dgaie Ll 4 Cond 1) 555 OLS ) oS

23S Ll S Dbl g 4 e (g4l

i L asl | LS aS aias il OlSLIS Y

&b

11. Bloemer Josee, Ruyter K-D, Watzels Martin.
Linking Perceived Service Quality and Service
Loyalty: A Multi-Dimensional Perspective. European
Journal Of marketing 1999; 33:1082-1106.

12. Parasuraman A. Customer-Oriented Corporate
Cultures are Crucial to Services Marketing Success.
The Journal of Services Marketing 1987; 1:39-46.

13. Ackfeldt A. Coote L V. A Study of Organizational
Citizenship Behaviors in A Retail Setting. Journal of
Business Research 2005; 58:151-159.

14. Murphy, Athanasou, King. Job Satisfaction and
Organizational Citizenship Behavior", Journal of
Management Psychology, 2002; 17:287-297.

15. Tabarsa GH, Esmaeeli Givi M, Esmaeeli Givi H,
Factors Affecting Organizational Citizenship Behavior
In A Military Hospital, The Journal of Military
Medicine,2010; 2:93-99.[Text In Persian]

16. Yoon M, Suh J. Organizational Citizenship
Behaviors and Service Quality as External
Effectiveness of Contact Employees. Journal of
Business Research 2003; 56: 597-611.

17. Castro Carmen B, Armario Enrique, Ruiz, David's.
The Influence of Employee Organizational Citizenship
Behavior on Customer Loyalty. International Journal
of Service Industry Management 2004; 1: 276-282.

18. Hassani Kakhoki A, Gholipour A, Organizational
Citizenship Behavior: A Step in Improving
Organizational Performance against Customer. Journal
of Commerce 2007; 45:115-145. [Text in Persian]

19. Parasuraman A, Zeithaml VA, Berry L.
SERVQUAL: A Multiple Item Scale for Measuring
Consumer's Perceptions of Service Quality. Journal of
Retailing 1988; 64: 12-40.

20. Van Dyne L, Graham J W, Dienesch R M.
Organizational Citizenship Behavior: Construct
Redefinition, Measurement and Validation. Academy
of Management Journal 1994; 37: 765-802.

21. Momeni M, Ghayumi A. Statistical Analysis By
Using The SPSS Software .Editor New Book
2007,Pp205-212.[Text in Persian]


http://www.expresshealthcaremanagement.com/
www.SID.ir

Sl 3 sl —de 5 5 8 iS5 —Js 03131 Loy dases SSs=ol8 s Ly sl e Ss

Relationship between Organizational Citizenship Behavior and
Service Quality in the Hospitals of Guilan, Northern Iran

*Rezaei Dizgah M.(Ph.D.)'- Azadehdel M.R.(Ph.D.)'- Farahbod F. (Ph.D.)'- Gharehdaghi S(M.Sc.)’
*Corresponding Address: Islamic Azad University, Rasht, IRAN

Email: morad923@yahoo.com
Received: 26/May/2011 Accepted: 31/Jul/2011

Abstract

Introduction: Health care department has a special place among service departments, and customer expectations are
important in respective medical centers. Thus, providing good quality services and understanding the customers’
expectations are critical in such centers. Organizational citizenship behavior is one of the factors influencing the
perceived quality service by customers. To promote the quality service, it is better to study the organizational
citizenship behavior periodically and improve the effective factors, which can help customers’ understanding of service
quality.

Objectives: Measuring organizational citizenship behavior and service quality in-the hospitals of Guilan province,
northern Iran.

Materials and Methods: This research is descriptive-correlation type and unit of analysis is organization. The
statistical community consists of public and private hospitals of Guilan. Samples were selected based on the available
data by the researcher, which included 22 public hospitals and 4 private ones. The method of collecting data was field
method and the collecting tools of information were questionnaires. Servqual questionnaire included 22 items for
evaluating the service quality and the questionnaire of organizational behavior included 15 items approved by the
respective experts and professors in terms of validity and reliability. Cronbach alpha was used in them and the alpha for
organizational citizenship behavior was 0/83 and for service quality variable was 0/90. Since alpha values for both were
higher than 0/70, the questionnaires had the effective reliabilities. The questionnaire of citizenship behavior was
distributed accidentally among 15 workers and service quality questionnaire among 15 customers and were collected
during 2 months.

Results: There was a positive correlation between organizational citizenship behavior and its elements such as loyalty,
obedience, participation and service quality. Means of all variables were above the average value.

Conclusion: As shown, there is.a relationship between organizational citizenship behavior and service quality in the
hospitals of Guilan province. By enhancing the organizational citizenship behaviors, we can improve costumers’

satisfaction with service quality.
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