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Investigating the impact of job satisfaction and organizational commitment of staffs
on customer satisfaction of Guilan Melli Bank

Abstract

In today's world, competition requires that the managers give attention to
enhancing customer satisfaction, reduce production costs and provide a high level quality
of work. So, investigation and recognition of customer satisfaction indexes are important
and ultimately, level of customer satisfaction determines the success or failure of an
organization. The present study examines the impact of job satisfaction and organizational
commitment on customer satisfaction in Melli bank of Guilan province.Statistical
population composed of two sections, that is, \f-- employees of Melli bank of Guilan

province, who vAf people were employees of Melli bank and vAf people were customers

of this bank that selected by convenient sampling method. The data were collected by
standard questionnaire. Data were analyzed through statistical techniques and structural
equation modeling using SPSS ya and Lisrel A,0-. Results'show that job satisfaction of

employees have directly or through organizational commitment impact on customer
satisfaction of Melli bank in Guilan province.

Keywords: job satisfaction; organizational commitment; customer satisfaction; Bank
Melli Iran.
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