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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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Le 54 151 Luad Adapladill il ), s Al Jadad i 5 e Uadl
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ULl @558 dagala and il 1(3) Jge

Kurtosis Skewness .
— — &) ydall
Z Std. Error | Statistic Z Std. Error | Statistic
-1.143 0.342 -0.391 1.000 0.126 0.126 AN Alea g g
-0.414 0.342 -0.142 0.441 0.126 0.056 O350 95 Ax gal) Apaudaiil) Aikal gal) & glus
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Sl e e 3l A (e LD 1y el )
gl S Ll i J ey (Composite  Reliability)
&l (4) Jslaall selss 0.70 stati o) sa s (Cronbach’s )

ol LS Ganliall ULl Jalae e s o il daaa

SPSS V. 24 geall 2 s s jhecall

el Gl g (§3a.3.2
paliall (uld e Led 508 Al Al Gulie daa (e (381
525 ¢(CFA) 2S5l Lalal) Jodasill aladial oy ¢ 3ds JS G0
aie Ay yhall sda aladiul 2ty (o all gl le pod ,3SYI 5Y)
daa e S 5 (Singh, 2007:203) A (aplia alasial
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Cronbach’s a CR AVE Cilauil) 5,84l ]

0.769 Q1
0.776 Q2
0.554 Q3
0.801 Q4 e

0.805 0.764 0.532 5698 o5 AN Ao g
0.785 Q6
0.666 Q7
0.770 Q8
0.684 Q9
0.639 Q10
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0.886 0.809 0.528 0.826 Q12 dga sal) dpaaiil)
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Y[ SVEN B W e DN RURE PN ) i) DAt I PR N TR
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Ll e Aaie Yl aaa gl slasV) (5) Jsaall (= 2
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S.td'. Mean <l adl)

Deviation
1.142 3.05 5 7 el slale Jliyelaal Ve sy e ae | Q1
1934 584 Baima Uadd oo Ll oy sSaimy g3 e dmal o) Pals Jlal Y U-‘ﬁ-v-'v“—w*j Q2
1.184 3.38 i O Abiae CilSa aa Ll () Saiiay cugs e daal LD | Q3
1.100 2.99 e sdaal L) i J sy m il | Q4
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1.087 3.38 TS sim e YU | Q7
1.101 3.38 Ll 8Y de L el (gl ellad W e Balad (95 30 ae sSI Liie [ Q8
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(HL) Y dpa il s I pads

SPSS V. 24 gabi 3 il ; jiaal)

(6) Jsaall 8 il (e g puatiall (ol ¥ 483 Ll

Cromitiall o Bl Y Jalea :(6) Jdosa

2.9 Tl L) ) & g il e g,
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 An sl

199 200 N ) ’

*, Correlation is significant at the 0.05 level (2-tailed).
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gl Lasy il A b LA i 21 SPSS ) 4 analysis
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T 50 k) Gaoiall (G 5l il b AT Al (8 ais
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A e il Jall el USR] L i g3 (7) Jsaadlg (3080
Sig. dad 9S8 Laaind o giall (0 45 il ANOVA _Lia)
Co Alan) A0V i3 (3558 355 ) 1363 (0.50) ¢se 3l
Regression aall Hlasi¥ dalad aladin) a5 LS il gidll

Cilda giall (g (39 AN JLEA) 2(7) Joa

. Mean Sum of
Sig. F Square df Squares
0721 | 0128 | 0023 1 0023 | (Combined) | BE™VEeN "
Groups * MY ez gy
0.180 198 35.621 Within Groups i)
199 35.644 Total
0.001 | 10428 | 3.643 1 3643 | (Combined) | oMM | iy paiey 2yt & sl
Groups
= * 053 sad A gal)
0.349 197 68.822 Within Groups )
198 72.465 Total ’
: Mean Sum of
Sig. F Square af Squares
0965 | 0090 | 0016 3 0.049 | (Combined) | BEtVeen
Groups and) * WA Ao
0.182 196 35.595 Within Groups eI
199 35.644 Total
0132 | 1.896 | 0685 3 2054 | (Combined) | BEMWEEM | i omaiey 2yt sl
Groups
— * Oy sl A gall
0.361 195 70.411 Within Groups e
198 72.465 Total
. Mean Sum of
Slg. F Square af Squares
0021 | 3303 | 0572 3 1715 | (Combined) Bg:(‘;‘;e::
5l * Al Lle
0.173 196 | 33.929 Within Groups | 2 ) et
199 35.644 Total
0664 | 0527 | 0.194 3 0583 | (Combined) | BEMEEM | i ppmiey 2yt @ sl
Groups
—= * 53l sad A gal)
0.369 195 71.882 Within Groups Al
198 72.465 Total ’
. Mean Sum of
Sig. F Square af Squares
0333 | 0943 | 0.169 1 0.169 | (Combined) | SotVeen
Groups . -
— gUadl) * aildl) Al a gy
0.179 198 35.475 Within Groups
199 35.644 Total
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% e W) gad da gall
0.367 197 72.206 Within Groups Gt L:;\ e
198 72.465 Total <
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A e
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05 Qs
3.3048 3.1405 Mean 3.1742 3.1758 Mean
105 105 N 8 yaa 133 133 N .
. 83
Std. 2l Std.
0.62680 0.42308 . 0.58552 0.42918 .
Deviation Deviation
3.2325 3.1987 Mean 3.4606 3.1530 Mean
95 95 N 8 paa 67 67 N i
Al
0.58057 0.42350 Sj[d'. i 0.60190 0.41390 S.t d'.
Deviation Deviation
3.2706 3.1681 Mean 3.2706 3.1681 Mean
200 200 SIt\:j Total 200 200 SIt\(lj Total
0.60497 0.42322 . 0.60497 0.42322 L
Deviation Deviation
P PTRERW . bl gl A L .
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a3 Aa sall dpeplail) . 5 pid) a0 4a sall pelal) . sl
2018l : 2Ll
LB\ BB\
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63 63 N 5 ddl 69 69 N 43w 220
il 5 il
0.55275 0.45631 i, - 0.49485 0.44444 i, >
Deviation Deviation
3.2286 3.1558 Mean 3.2940 3.1848 Mean
65 65 N &6 69 69 N 21 &
. 15 , 30
0.64226 0.37175 Sj[d . 0.58896 0.43651 S.t d . o
Deviation Deviation
3.2525 3.0142 Mean 3.3409 3.1420 Mean
44 44 N 16 44 44 N 3l
. 25 . 40 A
0.57129 0.37180 S.td . 0.71476 0.39306 S.td . o
Deviation Deviation
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28 28 N 26 18 18 N 41 &
35 50
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