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The role of a leader’s sense of humor and organizational citizenship behavior in customer orientation:
An exploratory study of a sample of employees in some government and private banks
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Abstract Information
This research examines the relationship between leadership sense of humor and Received: 22/5/2024
customer-oriented organizational citizenship behavior by conducting a prospective study Revised: 23/6/2024

Accepted: 24/6/ 2024

of a sample of bank workers in Basra Governorate. A questionnaire was utilized to collect bublished: 30/9/2024

data from 200 employees in a bank in the public sector (Al-Rasheed/Al-Saif) and a bank
in the private sector (International Development). The data was analyzed using the

. . . ., Keywords:
[SPSS-Amos] program to determine the relationship between leadership’s sense of humor Sense Of Humor
and customer-oriented organizational citizenship behavior. The results showed that a Citizenship Behavior
leadership sense of humor positively correlates with and impacts customer-oriented Customers

o . . . . - - Al-Rasheed Bank (Al-Saif)
organizational citizenship behavior. Therefore, leadership support is essential for Al-Rasheed Bank

enhancing customer-oriented organizational citizenship behavior. Moreover, the results (International Development)
showed that females are more inclined to customer-oriented citizenship behavior than
males, and those with less than 5 years of experience are more aware and experienced of
the leader’s sense of humor than the rest of the groups. These results can be used to
develop training and development programs for leadership and employees in banks to
improve service quality and achieve customer satisfaction.
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0.666 Q7
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G ) Mlaa (6 e (3.27) ) sl 5 (3.17) Jiesdl

Leas
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O8N sa5

4627 1 Pearson Correlation

0.000 Sig. (2-tailed) AN Az g
199 200 N

1 A462** P lati j j
6 ear_son Cor're ation o) A gl 5l
0.000 Sig. (2-tailed) sl s A sal

199 200 N ) '

*, Correlation is significant at the 0.05 level (2-tailed).
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Sl giall ¢ (39080 SR 2(7) Jean

. Mean Sum of
Sig. F Square df Squares
0721 | 0128 | 0023 1 0023 | (Combined) | BE™VEeN "
Groups * MY ez gy
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= * 053 sad A gal)
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: Mean Sum of
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Groups and) * WA Ao
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. Mean Sum of
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Qilal) Qilal)
05 Qs
3.3048 3.1405 Mean 3.1742 3.1758 Mean
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Deviation Deviation
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0.57129 0.37180 S.td . 0.71476 0.39306 S.td . o
Deviation Deviation
3.3980 3.2232 Mean 3.4762 3.1667 Mean
28 28 N 26 18 18 N 41 &
35 50
0.68936 0.48035 S.td'. 0.70498 0.38825 S.t d'. o
Deviation Deviation
3.2706 3.1681 Mean Total 3.2706 3.1681 Mean Total
200 200 N 200 200 N

49




52-40 <2024 <3 :23all- 14 :dlad) ualaBY) 5 dy oV aglall i) dlae «ald 5 les ) calalS

Std.

ety Deviation
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