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The Role of Service — Oriented Organizational Citizenship
As a Mediating Variable in the Relationship between Service
Climate & Proactive Customer Service Performance: An
Applied Study on Egyptian Postal
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Abstract

The current research aims to study the Role of service - oriented organizational citizenship, as
a mediating variable in the relationship between service climate & proactive customer service
performance: an applied study on Egyptian postal, in order to do this, the researcher designed
a survey list that includes research variables, and distributed them to a sample, amounting
(275), A total of (215), error-free and valid questionnaires were retrieved for statistical
analysis, with a response rate of %78, The results found a positive significant effect of service
climate on proactive customer service performance in Egyptian postal under study, there is a
positive significant effect s of Service Climate on the service — oriented organizational
citizenship, there is a positive significant effect of Service climate on service- Oriented
Organizational Citizenship, finally, there is a positive significant effect of service climate on
proactive customer service performance based on dimensions of service— oriented
organizational citizenship, based on the finding of this study, several important
recommendations related to the field of study were made.

Keywords

Service Climate - Service — Oriented Organizational Citizenship — Proactive customer Service
Performance.
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