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The Effect of Organizational Commitment on Customer Satisfaction with
the Mediating Role of Professional Commitment in Tehran Agricultural Bank
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Master of Business Administration, Thio otudy invectigoteo the effect of orgonizational commitment on

Department of Management, cuctomer ootiofaction while conoidersthe role of mediator profecoional

Payam Noor University (PNU), commitment (Cace otudy: Tehrom Agricultural Bonk). The receorch in

Qeshm, IRAN termoof type ond purpoce icon opplied-deccriptive ctudy ond in term of
methodology ic o curvey-croos cectionol receorch. The gothering

Mohgmqufqghi Amini information hoo been done by two wayo that ic librory ond field

methods. The otudy population included 1,000 employeec of
Department of Management, Agr'icul‘Fural Bank ond 1,000 cuqqmercthoa hqve receiyed more thon 1
Payam Noor University (PNU), b1ll}0p rial focilities. For determining comple cize by ucing Morgon ond
Qeshm IRAN krejcie toble, therefore the number of 454 employeecond customercof
' Agricultural Bonk woo celected by ucing rondom compling. For
determining the reliability of meocuring inctrumentoby SPSS, and by
uoing Cronboch'salphaReliability of the queationnaire wacconfirmed.
Aloo for increocing the quectionnoire validity ocademic experto
commentc wogo exploited. In thic ctudy, two groupc of deccriptive ond
inferentiol otatictical techniques will be uced. Meon centrol index ond
otondord deviation diffucion index were ectimated for the ctructuresof
quectionnaire ond in order to deccribe the intenaity of the relationchip
among voriobleg, the correlation between them will be calculated.

Associate Professor of Strategic Management,

To tect the hypotheces, regresoion onalycicthrough SPSS coftwore woo
uced.Hypotheaes were teoted by ocignificont numberc thot were
ocoftware output. The recultochowed that; Orgonizotionol commitment
(conaidering the role of mediator profecsionol commitment) hoo
impoct on cuctomer coticfaction. Moreover replication commitment,
integrity commitment ond Exchonge commitment hove impoct on
Profeasional commitment ond Profesoional commitment hacimpact on
cuctomer cutiocfoction.

Keywords: Orgonizational Commitment, Replication Commitment,
Commitment to integrity, Exchonge commitment, Profecsional
commitment, Cuctomer coticfoction

Introduction

In today's world, cervice orgonizationo have o prominent ploce in the
atructure of a cociety. For thic reacon, having o healthy ond efficient
orgonization icimportont ond nececoory. Mony foctorsare involved in
the oucceoo ond efficiency of on orgomization, ond it includes humon
recources ond employeec. One of the thingothat o lot of receorch have
paid ottention to iccommitment ond profecoionaliom of itcemployeec
that in coce of conaidering it, the concequences could be beneficial to
the orgomnization. Orgonizationol commitment meonc occepting ond

134 Www.pbr.co.in



believing orgonizationol objectiveg, the deaire to moke great
effortc in the orgonization ond tend to ctoy in the
orgonization. (Kwon & Bonks, 2004: 608). Profeasional
commitment ond orgonizational commitment have the come
definition but in itc definition, the term “profecsional” ic
uced inctead of orgomizotion ond ic defined ac followa:
Acceptonce ond belief of professional gool, the deaire to
moke great effortoin line with Profecsion and wich to be a
member of the profession (Leong, Huong & Hou, 2003:
363). Balfour & Wecholer (1996) have cotegorized
orgomizationol commitment to three oopecto of acoimilotion
commitment, integrity commitment ond exchange
commitment. In exchonge commitment, employeec
calculote individual interectc ond income cuch oo colory,
benefitc ond promotions which loces if they leave the
orgonization. (Meyer, Stonley, Heracovitch & topolnytoky
2002: 28).0rgomizotionol commitment con lead to beneficial
recultos for the orgomizotion, for example, the emotional
ottachment to the orgonizotion ond the deaire to participate
in orgomizotional activitieg, deaire to do extro-role octivitieg,
give importonce to cuctomerc ond oooociates, longer
working hourg, offering cuggections for colving problemg,
increaced competition, occountobility ond the deaire to
improve job performonce ond motivation (Meyer & Allen,
1997:541).

Today, one of the fundomentoal pillorc of competitivenessin
cuatomer-focuoed orgonizotion ic cuctomer cuticfaction.
Becouce the primary driver for businecs orgonizations ond
major improvementcin the way of their progressicaurely ito
cuctomerc orgenizotion. Bonking oyctem in o morket
economy icon importont component of the economy of ony
country ond hoo o very heavy regponaibility, ond ic not
exception. In o competitive environment omong bonka,
ouccecoful bonk ore thoce thot con achieve cuctomer
ootiofoction. The moat uceful orotegy for bonks ic o
cuctomer-oriented otrategy. If the cuctomer orientation ic
properly implemented, it leadoto on increoce in the income
of the orgomization. Ac mentioned before, orgonizational
commitment con lead to beneficial recultc for the
orgonization, including the recults of cuctomer coticfoction.
Cutler definec cuctomer cuticfoction oo the degree to which
octual performonce of o compony meets cuctomer
expectationc According to him, if the compony meetc
cuctomer expectations, cuctomer hoo ootiofoction ond
otherwice the cence of dicouticfoction will appear (Cutler et
aol., 2001: 74).Saticfoction / diconticfaction ic on emotional
reoponce to evoluote offered or given conocumption of
productoor cerviceo. To meaoure cuctomer cotiofoction, the
moact importont meaoure ic cervice expoourec. Expoaoure to
cervice mokeo cuctomer ootiofied or dicouticfied. From the
cuctomer'c perapective, the moat obviouc effect of cerviceo
in “Expooure of cervice" occurc when the cuctomer hoc
interaction with the compony. . Thug eoch expoaure ic o
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chonce to prove the copocity of the orgemizotion aco.cupplier
of ervices to increace cuctomer ocutiofoction (Hoooein
Hachemi Zadeh, 2009: 107). So for, otudiec on
orgomizationol commitment with regord to the role of
mediator of Professional commitment have been made.
Thuc according to the importonce of keeping ond ottrocting
cuctomerc ond ootiofaction of bank cuctomer, the
relationchip between orgonizotionol commitment ond
cuctomer cutiofoction hasbeen exomined. With regord to the
role of mediotor profecoionol commitment in Tehron
Agricultural Bonk, it con be o traffic light thot con provide
advanced oervices oaccording to new ond updoted
developmentc to cuctomers, co retoin ond ottroct them.
Therefore, in thicotudy, iticgoing to be dealt with thicicoue
that how the orgomizotional commitment by conacidering
medioting role of profecsionol commitment effectc on
cuctomer ootiofoction; The purpoce of thic poper ic to
exomine the relationchip between orgonizational
commitmentc with regord to the mediotor role of
profecoional commitment in Agriculturol Bonk in Tehron.

In thic article we oeek to prove or digprove the hypothecic
that orgomizationol commitments by conaidering the
mediotor role of profeccional commitment effectc on
cuctomer cuticfoction

Conceptual model:

From the theory of the Balfour ond Wechdler (1996) ond
Recearch Newo ond colleagues (2010), orgomizational
Commitment icthe third ottitude of job ottitudes, ond icthe
otate that the worker in orgonizationseopeciolly hicpurpoce
oo hic identity ond wiches to remoin o member of thot
orgomizotion. So a high level of professional affiliotionc
meonothot the percon, attributeso.opecific job to himeelf ond
introducechim by it. However, orgonizotionol commitment,
meonocthe percon uce orgonizotion to reprecent himeelf. In
fact, the invectigation chowo that or predicting ond
explaining behavior (Much more thon job cuticfoction)
orgonizotionol commitment icuced to better predict the rate
of obaenteeiom and cotaff movement (Robbing, 2008: 283) .
Literolly, commitment meonc the uce of working, toking,
keeping, promicing ond co-colled meanac:

1. Theact of committing aliobility or abelief;
2. The octionreferred to a.cubject;
3. Undertoking afford to do comething in the future

Porter (1974) ond hic colleagues define orgonizational
commitment oc motching ond tronoplonting; which ic
compoced of'the following three foctorc:

1. Accepting the orgonization ond itogoola,
2. beingready to attempt thot iomore juctifioble;

3. Interectto mointain memberchip in the orgonizotion.
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Orgonizotionol commitment ic the relative degree of
identification or ottachment with opecific orgonizotion
which con of leact be determined by three foctorc:

1. Conviction to the voluecond goalcof the orgonizotion

2. Dedire to try more in the way of achieving the goalc of
the orgomization.

3. Strong decire to maintoin memberchip in the
orgonizotion (Sadeghifor, 2007: 26).

Lack of cence of belonging to the orgonization ond lock of
aufficient occuracy for tocks ic the major problemo
adminictrotive orgone. Turnover, aboenteeiom, loteneas, lock
of lobor force participation ond octive involvement ond the
low level of the humon recourcec are the clearect examplec
of thicproblem have the undeadirable effect ond comce o gop
between humon recources ond orgemizotions. To colve thic
problem, promoting commitment icthe bect way.

One of the moot common wayc of deoling with
orgonizationol commitment i6 to concider commitment to
the orgonizotion oo on emotionol ond poychological
dependence.According to thic method, a percon who ic
atrongly committed to the orgomizotion, receivechicidentity
from the orgonization, ond hao octive porticipotion in the
orgonization, combinec with it ond enjoyc hic memberchip
in the orgomization. (Gholomhoceini Ichmael, 2011: 3). So in
ocummory loyalty to the valuesond goolsof the orgonizotion,
aence of belonging ond finally, ctaying in the orgonization
from the peropective of vorious expertc in the field of
orgonizational commitment "ic colled commitment.
Different definitionc in order to focilitate occeco to the
common definition of orgonizotionol commitment icchown
in the following toble.

Torkaman (2014), "The relotionchip between job
aotiofoction ond orgonizotionol commitment ond of Forc
Regional Electricity Compony employeecond itcimpoct on
cuctomer coticfoction. "

Invectigating the relationchip between job cuticfoction ond

employee engagement in Forc Regionol Electricity
Compony with cuctomer ooticfoction ic pocoible only by
chonging the outlook ond attitude of ctoff ond the orientation
of the monagement ond the employeecond it icthe cume in
regard to the concent of God ond God'c people (ctoff ond
cudtomero) that icbaced on the teachingoof our foith ond, on
the concept of quality in the current era ic o good vicion ot
one point thot ic obtained on the boocic of cuctomer's
expectationc ond needo. Therefore, cuctomer cutiofoction
hao direct relotionchip with employee's cuticfaction ond
employee'scoutiofoction icbaced on intrincic motivation ond
their outicfoction obout the poaition ond job.

The purpoce of thicinvedtigation icto Show the correlation
between job cuticfoction ond orgonizationol commitment o
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well oo correlation between job outicfaction ond
orgonizotionol commitment to cuctomer coticfoction.

Ardeshir and colleagues (2014) examine the relationchip
between orgonizational commitment ond job cuticfoction
with the quality of employee's cervices for cuctomercof
ooderot bonk of Kermon province. The noture ond methodo
of otudy ic deccriptive ond correlationol ond receorch ic
opplied from the peropective of agool.

Larsen et al (2013) did a otudy entitled “underctonding the
job, orgonizotionol commitment, ond job cutiofaction in the
cruice cector. Thic ctudy wac performed in two interviewo
ond the aurvey woo conducted among the crew on the cruice
line. Booed on thicinformation, o quectionnaire to meooure
the ottitude of crew obout their job waomade.

The recultc chow thot the orea hoo experienced otrong
relationchip with commitment ond job cuticfaction. But the
otrongeat impoct on "regpect”, "oocial opace", ond "food ond
living quarterc’ were identified. Booed on thicinformation,
aquectionnaire to meaoure the crew waopicked up job.

The recultc chow that the orea hac experienced otrong
relationchip with commitment ond job cuticfaction. But the
otrongeat impoct on "regpect", "cociol gpoce", ond "food ond
living quorterc’ were identified.

Anjola (2011), in their ctudy titled "Meacouring the impoct of
cuctomer cotiofoction on cervice quality” exploin thicicoue
that hic recearch chowed that quolity of cervices hoo a
oignificont poaitive impact on cuctomer coticfoction (cited
byAmoozadehetal.,2013).

Jayaraman M, Shonkor &Hor (2010) in the otudy,
nomed“impoctof cervice quality on cuctomer coticfoction in
the bonking cector in Malayaia"explained thic icoue thot
cervice quolity hac o cignificont ond poaitive impact on
cuctomer cotiofoction.

Research Methodology:

The recearch in termoof type ond purpoce icon opplied aoit
triec to achieve tongible ond proctical recultc ond it ic
deccriptive, becouce it ic intended to chow come of the
varicbles to the ootuc quo. Study ond in term of
methodology ica curvey-crooscectional recearch. The ctudy
population included 1,000 employeec of Agricultural Bonk
ond 1,000 cuctomercthat have received more than 1 billion
rial focilitiea After collecting data from population cize thot
were 500 people, byuoing Morgon ond krejcie toble, the
number of employeec ond cuctomerc of Agriculturol Bonk
were determined ucing cimple rondom compling.

To gather information librory ond cace ctudieswere uced.

Library method: reoding bookg, articlec ond other ctudiec
makeo moke more fomiliarity with the cubject of recearch,
objectivec ond dimencionc of it. And by ucing thece
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commentg, the recultowill be evoluated ccientifically aowell
oothe propoculowill be precented.

(B) Case study: Datawere collected through quectionnairec
done in thicotudy.

In thicotudy, three quectionnairecore uced.

The firot quectionnoire: meoacuring orgonizationaol
commitment: o totol of nine quectiono in three cubccales
replication commitment, coheaion ond exchonge were uced
from orgonizotionol commitment quectionnaire of Bolfour
& Wechdler (1996).

Eoch ocole io thic quectionnaire hoo three quections. Thic
quectionnaire ic ccored booed on the Likert opectrum. Thic
meono thot o ocore of 1 meonc Strongly Dicugree, ccore 2
meoncDicogree, acore of 3 meonono idea, 4meoncogree oand
Smeonc completely ogree. In the receorch, profecsionol
commitment ond cuctomer coticfoction quectionnoirecuced.

Reliability and Validity

In thicctudy, for the cuitability of validity, it wootried in the
early decign of quedtionc to offer a clear ctructure for the
quectionnoire ond method of ucing centences. After the
initiol decign, to increoce the volidity, academic expertc
opinionc were uced.Alco, given thot the population of the
otudy, conaicting of expertc from relevont receorch, it ic
hoped thot moat of them are fomilior with thistechnique.

Test of reliability

In thic ctudy, quectionnoire of ctondordo importonce curvey
wao completed by experts. To tect reliobility, cronboch'c
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alphacoefficient will be uced.
Descriptive Statistics

Modt aurvey regpondentc oge group wocbetween 31 and 35
yearcold among clientcond omong otoff it woomore thon 35
yearcold.

Gender of survey respondents:

In both groups, men have hod the highect ratecin the ctudied
coumple.

Checking the status of respondents:

Aacthe following toble chowg, in both groupg, people with on
experience of 6 to 10 yearcore the moct frequent.

Education of survey respondents:

In both groupc, the lorgect educational group cmong the
reopondentchad Bachelor'cdegree.

Investigation of respondents Group:
Cuctomerchave had the highect rotecin the ctudied comple.
Fitness of study model

Fitneoo of ctudy model meoncthe in the obcerved varionce-
covoarionce motrix or vorionce-covorionce motrix thot ic
predicted by the model, values should be cloce together or
they chould have fitness. The more the valuecin the matrix
are clocer together, the more fitted iothe model.In ctructurol
equotion modeling, once the model ectimotescon be tructed
that the model icfit enough.

The final model fitting indices

Accepted domain indicotor

Model ic

confirmed

X2/df<<<3

Model ic

confirmed

RMSEA<0.09

Model ic

confirmed

GFI>0.9

Model ic

confirmed

AGFI>0.85

Model ic

confirmed

CFI>0.90

Model ic

confirmed
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IF1>0.90
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Alluced fit indiceschow that thicmodel haca good fit. Thug,
we conclude thot the receorch model hoo a high obility to
meooure the main voriobles. According to the otondord
model, LISREL findingchooreliobility.

Hypotheses Test by using structural equation modeling

According to the table, recult of recearch quectioncby ucing
atructurol equation modeling reaultcore asfollowe:

The first hypothesis:

By conaidering mediator role of profesoional commitment,
orgonizotionol commitment hoc impoct on cuctomer
otiofoction.  According to the otondord ectimotes of
orgonizotionol commitment varioble, by conacidering
mediotor role of profecoionol commitment on cuctomer
ootiofoction thot i60.3 ond the 9/ 15T =, it con be concluded
at the aignificont level P<0.01, by concidering mediotor role
of profecoional commitment, orgonizotionol commitment
hao impoct on cuctomer ooticfoction, co the hypotheadic ic
confirmed.

The fourth sub-hypothesis:

Profecoional commitment hoc impoact on cuctomer
outiofaction.

According to otondard ectimatec of profecsional
commitment varioble on cuctomer cuticfoction that ic 0.3
ond omountcof24 /3T = ond 22/0 = 2R, it con be concluded
thot ot ocignificonce level of P <0.01, profecoional
commitment hoo o ocignificont impoct on cuctomer
ootiofoction.So the hypothesiciceconfirmed.

Hypotheses

To invedtigote the hypotheaig the correlation between two
variobles ucing Pearcon correlation tect wao checked ond
aecondly if there ic holder to determine the effectiveneco
extreme, univariote regrecoion tect uced:

First hypothesis:

Replication commitment hoc impoct on profecocional
commitment. The correlotion of tect recultcicacfollowa:

The first hypothesis correlation test

P-value | Number of

profecoional

commitment

0/271

Replication commitment

According to the P-value that ic lower thon 0.05, it con be
acoumed that the relationchip between two varioblec ic
oignificont. So there ic o cignificont poaitive relotionchip
between replication commitment componentc ond
profecoionol commitment components.  So it con be

concluded thot with increocing identification commitment
component, the profecoionol commitment icoloo increacing.
With regord to the relationchip between two vorioblec, in the
acecond ctoge, univariote regrecoion tect uced:

Regression Analysis of replication commitment on professional commitment

obcerved F

value

Obcerved F volue icequal to 634/17 and recearch quection ot
a oignificonce level of 000/0 with a probobility of 95% ic
confirmed. So given that the P-volue ic lower thon 05/0,
therefore, the relationchip between thece two variobles ic
confirmed. It meoncthat replicotion commitment effectoon
profecoional commitment. Beta coefficient that icequal to
271/0 chowo that by increoacing replicotion commitment,
profecsional commitment ic alco increaces. The findingo
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17 /634

Regression of replication

commitment on

professional commitment

ouggeot thot 3/7 percent of dependent varioble varionce
(profecoionol commitment) con be exploined by the
independent varioble (replication commitment).

Second hypothesis:

Affiliation commitment hoc impoct on profeccionol
commitment. The correlation of tect recultcicacfollowo:
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The second hypothesis correlation test

P-value | Number of

profecsional

commitment

0/408 Affiliotion commitment

According to the P-volue that ic lower thon 0.05, it con be
acoumed thot the relationchip between the two varioblec ic
aignificont. So there ic a cignificont poditive relationchip
between affiliation commitment components and
profeccional commitment components.  So it con be

concluded that with increocing offiliotion commitment
component, the profecsional commitment icalco increacing.
With regord to the relationchip between two variobleg, in the
aecond ctoge, univariote regrecoion tect uced:

Regression Analysis of affiliation commitment on professional commitment

obcerved F

value

Obcerved F volue icequal to 429 / 44 ond receorch quection
ot o aignificance level of 000/0 with o probability of 95% ic
confirmed. So given that the P-value ic lower thon 05/0,
therefore, the relationchip between these two voriobles ic
confirmed. It meonc thot offiliotion commitment effects on
profecoional commitment. Beto coefficient thot icequal to
408/0 chowo that by increacing offiliotion commitment,
profecoional commitment ic olco increaces. The findingo

44 /429

Regression of affiliation
commitment on

professional commitment

ouggeat that 16/6 percent of dependent voarioble varionce
(profecosionol commitment) con be exploined by the
independent varioble (affiliotion commitment).

Third hypothesis:

Exchonge commitment hao impoct on profecoionol
commitment. The correlation of tect recultsicacfollowa:

The third hypothesis correlation test

P-value | Number of

profecoional

commitment

0/384

Exchonge commitment

According to the P-volue thot ic lower thon 0.05, it con be
acoumed thot the relationchip between the two varioblec ic
oignificont. So there ic a cignificont poditive relationchip
between exchonge commitment componentc ond
profecoionol commitment components. So it con be

concluded thot with increacing exchonge commitment
component, the profecsionol commitment icolco increacing.
With regord to the relationchip between two variobleg, in the
cecond ctoge, univoriote regrecoion teot uced:

Regression Analysis of exchange commitment on professional commitment

Obcerved F

value
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38 /558

Regression of exchange

commitment on

professional commitment
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Obcerved F value icequal to 38.558 ond recearch quedtion ot
a aignificance level of 000/0 with a probobility of 95% ic
confirmed. So given that the P-value ic lower thon 05/0,
therefore, the relationchip between thece two variobles ic
confirmed. It meonc thot exchonge commitment effecto on
profecoional commitment. Beta coefficient that icequal to
384/0 chowo thaot by increacing exchonge commitment,
profecoional commitment ic oloo increacec. The findingo
ouggeat that 14/7 percent of dependent varioble vorionce
(profecoionol commitment) con be exploined by the
independent varioble (exchonge commitment).

Conclusion:

The moin hypothecic: orgonizotionol commitment with
regord to the mediotor role of profecsional commitment hoo
impoct on cuctomer cutiofaction.

The evaluation of obtained recultc from the LISREL
otructurol equotion coftwore

Moin hypotheaicof the otudy wacto invedtigote the effect of
orgonizotionol commitment on cuctomer cuticfoction with
regord to mediotor role of profecoional commitment. The
recultcof data onalycicchow the exiatence of orgonizational
commitment impoct with regord to the mediator role of
profecoional commitment on cuctomer coticfoction. The
reacon for thiceon be that when a.percon hasexpertice, ond ot
the come time ic committed to hic expertice ond uces hic
commitment to help orgonizationc (orgonizational
commitment), thiccon lead to cuctomer cuticfoction.

So ucing opecialiot otaff con be beneficiol for the
orgonizotion from two dimenciono. On the one hond their
experticec have benefit for orgonizations ond on the other
hond, expertice con lead to orgomizationol commitment
which will reault in cuctomer cuticfoction. The finding of the
recearch hypotheaichasbeen aligned with workcof Ardechir
ond colleagues (2014), Lorcon ond colleagues (2013) ond
Rohmon ond Ahnof (2002). In findingo of above reaultc,
profecoional commitment hooc intermediory role in the
relationchip between orgonizational commitment ond
cuctomer coticfoction.

Firct hypotheadic: the replication commitment hasimpoct on
cuctomer coticfoction.

The evaluotion recultcobtained from the LISREL otructurol
equation coftware: the firat hypothecicexamined the impoct
ofreplication commitment on cuctomer cutiofoction.

The reoult of the omalycic of dota chowo the impact of
replication commitment on cuctomer ooticfaction. By
increacing replication commitment in otaff, their
dependency to orgemizotion increocec ond orgonizotionc ore
oo importont oc life for otaffc. The reoult ic that
orgonizationol problemacare otoff oproblemctoo ond they try
to oolve them. The recult of thic procecs will increoce
cuctomer ootiofaction. The findingo of thic hypotheaic hoo
been aligned with the recearch finding of Torkamon (2014),
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A.etal (2014), Tamok (2012), Lorcon and colleogues(2013)
ond Rohmon ond Ahnof (2002). Mentioned otudy oloo
chowed thot the replication commitment hoo cignificont
impoct on cuctomer cutiofoction.

The cecond cub-hypothecic: continuity commitment hoo
aignificont impact on cuctomer cutiofoction.

Reaoults obtained from the LISREL otructural equotion
ooftware: The aecond cub-hypotheaic of recearch exomined
the impoct of continuity on cuctomer coticfoction.

The reault of the onalycic of dota chowo the impoct of
continuity on cuctomer outicfaction. By creating
colloborative ond team-baced culture in the orgomization,
employeec are more likely to oolve the problemo of the
orgonizotion ond poy ottention to cuctomerc who ore
conaidered one of the capital of the componiecond try their
beat to increace their coticfoction.

The finding of thichypotheaicicaligned with the recearch of
Ardechir ond colleogues(2013), Vohedi (2014), Solimi. Et al
(2014), Tomok (2013), Lorcon ond colleagues (2013), Towi
ond Wong (2004) ond Rohmon ond Ahnaf (2002). The ctudy
chowed that continuity commitment hoo cignificont impoct
on cuctomer coticfoction.

The third oub-hypothecic. Exchonge commitment hoo
aignificont impact on cuctomer cuticfoction.

Reaults obtained from the LISREL otructural equation
ooftware: The third cub-hypothecicofreceorch exomined the
impact of exchonge commitment on cuctomer coticfoction.

The reault of the onalycic of doto chowo the impoct of
exchonge commitment on cuctomer coticfoction.

Monogerc chould create conctructive bilateral engogement
with employeec to increace their confidence in the
orgomization ond given the problemoc ond fixing them,
increace their confidence ond commitment. Ac o recult,
employeechave on interactive ond conctructive look toword
orgomization ond contribute to fix the problemao Acareault,
cuctomer cuticfoction will follow.

The finding of thichypothedicicaligned with the recearch of
Tork Vohedi (2014), Solimi. et ol (2014), Tomok (2013),
Lorcon ond colleagues (2013), Tooi ond Wong (2004) ond
Rohmon ond Ahnof (2002). Cited recearch chowo that
exchonge commitment hac on impoct on cuctomer
outiofoction.

The fourth sub-hypothesis:

Profeccional commitment hoo impoact on cuctomer
ootiofoction.

Reaultc obtained from the LISREL otructural equation
ooftware: The forth oub-hypothecicofrecearch exomined the
impoact of profecoionol commitment on cuctomer
outiofoction.
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The reoult of the onalycic of doto chowo the impoct of
profecoional commitment on cuctomer cutiofoction.

Uaing the ctoff that hasthe expertice, con help orgonizations
in oolving their problema, becauce the experienced ond
okilled otoff look orgomizotion with o wider view ond
oyotemoaticolly onolyze itc problemos ond for colving the
problemg, they are better oble to porticipate. Orgomizotionol
problemooolving con couce in cuctomer coticfoction.

The finding of thichypothecsicwith recearch icaligned with
Torkomon (2014), Ardechiri. et ol (2014), vohedi (2014),
TomOk (2013), Tovi ond Wong (2004) ond Rohmon ond
Ahnof (2002). Mentioned otudy chowed thot profecsional
commitment hocon impaoct on cuctomer coticfoction.

Measurement model (factor analysis)

For the aooecoment of the quectionnoire, ond the ability to
meoaoure their correoponding voariobles, confirmatory foctor
onolycic with LISREL coftware ic uced. The tect recultc
reveoled that oll the quectionc (With the exception of
quections 33 ond 35 thot due to low foctor loadings were
deleted from the model) in o meoningful ond occeptoble
monner, meooured their correoponding vorioblec.

For orgonizationol commitment vorioble, the componentcof
exchonge commitment, integrity commitment ond the
replicotion commitment have the higheat foctor loodingo
recpectively. For cuctomer cuticfoction varioble, quedtionc
16, 15, 18 and 19, reopectively, have the foctor loadingo of
79/0 75/0 74/0 ond 74/0 reopectively.  For profecoional
commitment voarioble, quection 30, 32, 34 and 36 hod the
load foctor of 83/0 82/0 79/0 ond 79/0 hacbeen moct capoble
for aoecoing the corregponding voriable.

Considering the Results of the Side Test

The reaulto of Friedmon tect: To ochieve greoter reaults,
Friedmon teot woo uced to ronk the components of
orgonizotionol commitment. The reaultochowed that among
the three components of acoimilation, integrotion ond
exchonge, integrity commitment component hod the moct
weight, ond exchonge commitment wooin cecond ploce and
finolly replication commitment hoo been in lact place in
termoofimportonce.

The results of Kolmogorov-Smirnov test

One of the prerequicites for LISREL otructural equation
ooftware ic normolity of varioble dictribution. Thot'c why
the Kolmogorov-Smirnov tect wac uced for normality. The
recultoofthictect indicote the normal dictribution of ccorea.
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