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ABSTRACT  
 

The main purpose of the current study was to examine the relationship between organizational health and 
customer satisfaction among Branches of Meli Bank. Data from 502 participants (384 customer and 118 
employees) were examined using measures of organizational health and customer satisfaction. The results of the 
present study indicated that organizational health was positively related to customer satisfaction from employees 
and organization. Also, results of the present study indicated that the strongest predictor in customer satisfaction 
was customer satisfaction from environment and facilities. Recommendations for the present study are 
discussed. 
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Introduction  
 

In recent years, in the condition of the possibility 
of mass production due to development of 
technology, and the presence of numerous 
competitors in the market, excess of supply over 
demand has provided and for the manufacturer there 
is no choice except customer satisfaction. Investors 
and producers not out of compassion and value-
oriented but to increase income as a strategy to learn 
the secret of customer satisfaction and sweetheart. In 
every corner of the world economy in a competitive 
environment, attitude, customer focus and customer 
satisfaction is considered the first factor of business 
and penalties for violation of this rule are removed 
from the scene of market. Without doubt when speak 
about income, profits and sales, certainly has the 
customer name, because in any case in all 
organizations, companies and enterprises, the second 
side of the transaction is the customer. Generally we 
can say that important factor in all organizations is 
customer and organizations, sales and income 
without customers don’t have any means. 

Satisfaction is positive feeling that occurs in 
every person after receiving the goods or services. 
This feeling shape when customer expectations and 
organization functioning be equal.  If goods and 
services received from the customers will be 
evaluated in equal level of customer expectations, 
he/she feel satisfy. While, if the service level and 
product level be higher than customer expectations, 
lead to high satisfaction and low levels of service and 
goods lead to customer dissatisfaction [1]. Concepts 

of knowledge management in organizations that can 
show general condition of organization are health 
organization. Organizations, like humans can be in 
different states of health that guarantee the durability 
and survival in different conditions. Miles (1969) 
defined organizational health as organization 
durability and survival in different conditions, 
upgrade and expand its ability to adapt more. 

Eskildsen & Dahlgaard. [5] believed healthy 
organization able to achieve its aims and goal of 
human, identify achievement barriers and remove it. 
A healthy organization can be realistic about 
position, have flexibility, and to deal with any 
problem, use the best resource. Healthy organization 
deal successfully with outer barrier and manage it 
into main aims and purpose. The organization’s 
performance on a particular day, there is effective 
and ineffective functions.  But long-term symptoms 
in healthy organizations, is conducive to effective 
(Hoovi & Miscle, 2002). In other word, 
organizational health not only implies to short-term 
effectiveness, also refers to persistent features. A 
healthy organization not only remains stable in its 
environment, but in the long term, adapted with its 
environment. Consistently provides and extend the 
necessary capabilities for their survival and. 
Organization that is consistently ineffective, certainly 
not healthy (Pratibha & Abston, 2008). What the two 
organizations distinct in terms of technology and 
expertise is mental health and organizational 
personality, its strength is more important than 
anything in an organization, this is because health 
grantee organization success [10]. 
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Today one of the key organizations that play a 
fundamental role in economic development are 
Banks. Bank is a range of economic activities that 
create credit and it will facilitate payments and 
transfer funds. Banks can with earning more satisfied 
customers, encouraging them to saving, play an 
important role in countries economic prosperity that 
this goal can be achieved with customer satisfaction 
(Barzgar, 1992). Satisfaction is cognitive or 
emotional response that is created in reply to service 
encounters in people. It should be noted that 
customer satisfaction is influenced by two important 
factors, satisfaction of services quality or product and 
organization and staff satisfaction. From a customer 
perspective, the most important impact of services 
happens when customer has interact with services 
company [7]. In these contacts, customer has a 
snapshot of organization quality, and this issue is 
determinant for her/his contact with organization 
[18].  

Consent of the people (clients) in the 
organization should be considered as one of the main 
indicators of efficiency measures and the 
development of administrative systems. Components 
such as accuracy in things to do for customers, speed, 
quality of tasks, how to behave and deal with service 
recipients, costs of services, equipment and 
environmental cleanliness, transparency and 
appropriate information are factors in customer 
satisfaction and ultimately increase general 
confidence as one of the fulcrum for the 
administrative system [14]. A healthy organization is 
not only remains stable in the environment, but in the 
long run is able to sufficiently adapted to their 
environment and extend the necessary capabilities 
for their survival [8]. Organizational health, leading 
to growth, development and dynamics of the 
organization and raise the quality of health services 
and products and will ultimately lead to customer 
satisfaction (Hoovi & Miscle, 2001). Organization in 
a healthy environment, where ideas, needs, 
expectations, character and integrity of staff is 
attention and respect, can be hoped that the 
efficiency, effectiveness and ultimately customer 
satisfaction achieved [7].  

On the other hands, the administrative system of 
the unhealthy, wasteful spending and the massive 
and inexperienced structure, dissatisfied, 
expectations, lack of specialty-oriented,  slow 
function, the complexity of rules, regulations and 
circulars and increased administrative instructions, 
the lack of system monitoring and evaluation, 
wandering of  reward and punishment system, public 
ignorance of administrative processes, and 
particularly the individual rights and duties, and most 
important of all is customer dissatisfaction and client 
[9]. 

Organizational health and employees’ behavior 
together is one of the main and behavioral health 
organizations with one of the important factors of 

customer satisfaction and one of the main factors in 
organization. Organizational health is necessary for 
all organization [2]. Managers should try in 
establishment of sustainable. Organizational health 
of the banks is in addition to the positive influence 
on mental health, and increase their motivation, the 
peace and good atmosphere in the organization and 
ultimately customer satisfaction [24,27]. The study 
examined two aspects of client satisfaction (customer 
satisfaction from employees and satisfaction from the 
organization), and the importance of health as an 
important factor of the organization and customer 
satisfaction factors in response to this question, 
whether there are relationship between organizational 
health and customer satisfaction in branches of Meli 
banks in Sirjan city? 
 
Objectives: 

 
1.To determine the relationships between 

organizational health and customer satisfaction from 
employees. 

2.To determine the relationships between 
organizational health and customer satisfaction from 
organization. 

3.To determine the unique predictor of customer 
satisfaction   

 
Hypothesis:  

 
H01: There is a relationship between 

organizational health and customer satisfaction from 
employee. 

H02: There is a relationship between 
organizational health and customer’s trust to 
employees. 

H03: There is a relationship between 
organizational health and customer satisfaction from 
employees’ behavioral style. 

H04: There is a relationship between 
organizational health and customer satisfaction from 
organization. 

H05: There is a relationship between 
organizational health and customer satisfaction from 
information. 

H06: There is a relationship between 
organizational health and customer satisfaction from 
environment and equipment. 

H07: The unique predictors (Customer trust to 
employees, Customer satisfaction from employees’ 
behavior, Customer satisfaction from organization, 
Customer satisfaction from information and 
Customer satisfaction from environment and 
equipments) of respondents predict the customer 
satisfaction. 
 
Method: 
Research design: 
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This is a correlational and cross-sectional 
research. The variables in this study were 
organizational health and customer satisfaction.  
 
Participants: 

 
Participants in this study were employees and 

customers of branches of Meli Bank in Sirjan, Iran. 

Table 1 indicated that number of male (94.1%) and 
female (5.9%) employees between 20 to 50 years old 
and number of male (67.7%) and female (32.3%) 
customers between 20 to 50 years old who were 
involved as respondents of the study and selected by 
random sampling method. 

  
Table 1: Gender, Age in Employees and Customer 

Variables n % 
Employees  
Female 7 5.9 
Male 111 94.1 
Age 
<25 years 6 5.1 
25-35 years 44 37.3 
36-45 years 58 49.2 
>45 years 10 8.5 
Customer  
Female  124 32.3 
Male  260 67.7 

Age  
<20years 30 7.8 
20-30 years 162 42.2 
31-40 years 92 24 
41-50 years 72 18.8 
>50 years 28 7.3 

 
Measures: 

 
Variables were selected that measure constructs 

of organizational health and customer satisfaction. 
These items were selected based on similar 
constructs used in previous studies. 
 
Organizational health: 

 
Organizational health was assessed using the 30-

item of Khademi’s organizational health (2010). The 
response format consisted of a five- point Likert 
scale on which respondents indicated whether they 
1= very low, 2= low, 3= medium, 4= high, 5= very 
high. The score for organizational health was 
calculated by summing the scores for the 30 items. 
The total scale score ranged from 30 to 150, with 
high scores indicating higher organizational health. 
Khademi [13] reported reliability results from the 
organizational health with Cronbach coefficient 
alpha values of .94 for the organizational health.  
 
Customer satisfaction: 

 
Customer satisfaction was measured using the 

25-item of Javdani’s customer satisfaction (1994). 
This scale was designed to identify satisfaction of 
customer from organization. This scale has two 
dimensions such as customer satisfaction from 
employees and customer satisfaction from 
organization. The response format consisted of a 
five- point Likert scale on which respondents 
indicated whether they 1= very useful, 2= useful, 3= 
medium, 4= unuseful, 5= very unuseful. The score 

for customer satisfaction was calculated by summing 
the scores for the 25 items. The total scale score 
ranged from 25 to 125, with high scores indicating 
higher satisfaction of customer. Javdani [11] reported 
reliability results from the customer satisfaction 
questionnaire with Cronbach coefficient alpha values 
of .89. 
 
Data analysis:  

 
Data from the present study were processed and 

analyzed using Statistical Package for Social Science 
(SPSS) version 18. Descriptive statistics such as 
mean score, standard deviation, percentage and 
frequency distribution were used to describe the age 
and gender of the respondents and level of variables. 
Inferential statistics that was used in the data analysis 
were Pearson Correlation Analysis to determine 
relationship between organizational health and 
customer satisfaction. Also, multiple regression 
analysis was conducted to determine the unique 
predictors of customer satisfaction.  
 
Results: 

 
Levels of organizational health and customer 
satisfaction and dimensions: 

 
In total, there were 502 participants (384 

customers and 118 employees) filled organizational 
health and customer satisfaction. As shown in Table 
2 half of the customers (51.8) reported high 
organizational health. Also, majority of the 
customers (69.4%) reported high satisfaction from 
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employees’ banks (66.7%), satisfaction from 
organization (71.3%), and satisfaction from 
employees’ behavior style (74.1%), satisfaction from 
organizational information (66,5%), and satisfaction 

from organizational environment and equipment 
(78.9%). Finally, the results of the present study 
indicated that most of the customers reported high 
levels of trust from employees (70.4%). 

  
Table 2: levels of variables 

Variable  n % 
Organizational Health 195 51.8 
Customer Satisfaction  220 69.4 
Trust Of Customer To Employees 223 70.4 
Customer Satisfaction From Employees' Behavior Style 239 74.1 
Customer Satisfaction From Organization 225 71.3 
Customer Satisfaction From Organization Information 213 66.5 
Customer Satisfaction From Environment And Facilities 254 78.9 

 
Analysis of the relationship between organizational 
health and customer satisfaction: 

 
Pearson correlation test was used to examine the 

relationship between organizational health and 
customer satisfaction from employees and 
organization. As shown in Table 3 there was a weak 
positive and significant relationship between 
organizational health and customer satisfaction  from 
banks (r=.141, p<.05). The positive correlation 
coefficient indicated that an increase in the score for 
organizational health is followed by an increase in 
the customer satisfaction from banks. Also, Table 3 
shows that there was a positive correlation between 
organizational heath and customer satisfaction from 

employee (r=.124, p>.05). This means that increase 
in organizational health scores lead to increased 
customer satisfaction from bank’s employees. As 
shown in Table 3 there was a positive significant 
correlation between organizational health and 
customer trust to employees (r=.104, p<.05), positive 
relationship between organizational health and 
employee’s behavioral style (r=.114, p<.05), positive 
relationship between organizational health and 
customer satisfaction from organization (.236, 
p<.05), positive relationship between organizational 
health and customer satisfaction from information 
(.169, p<.05), and positive relationship between 
organizational health and customer satisfaction from 
environment and facilities (r=.282, p<.05). 

 
Table 3: Correlation Analysis 

  Variables 1 2 3 4 5 6 7 
1 Organizational health 1   
2 Customer satisfaction  .141** 1   
3 Customer satisfaction from employees  .124** .081 1   
 4 Customer trust to employees .104** .113 .101 1   
5 Customer satisfaction from behavior .114** .102 .117 .061 1   
6 Customer satisfaction from organization .236** .143 .089 .211 .087 1  
7 Customer satisfaction from information .169** .138 .067 .098 .189 .026 1 
 8 Customer satisfaction from environment .282** .122 .231 .231 .202 .209 .166 

 
Analysis of unique predictor variable of customer 
satisfaction: 

 
Regression analysis is used method in exploring 

predictors of customer satisfaction [17]. Multiple 
regression analyses were used to test customer trust 
to employees, customer satisfaction from employees’ 
behavior, customer satisfaction from organization, 
customer satisfaction from information and customer 
satisfaction from environment and equipment in 
predicting customer satisfaction among banks 
customers.  

It seems the main variables which affect 
customer satisfaction are Customer trust to 

employees, customer satisfaction from employees’ 
behavior, customer satisfaction from organization, 
customer satisfaction from information and customer 
satisfaction from environment and equipment. In 
addition, the model includes five predicting 
variables, 1, Customer trust to employees, 2, 

Customer satisfaction from employees’ behavior, and 

3, Customer satisfaction from organization, X4, 

Customer satisfaction from information and X5, 
Customer satisfaction from environment and 
equipment. The contribution of these variables 
separately as well as in total contribution is presented 
in the following regression equation: 

 
 
 
 
 
 

=b0+b1 1+ b2 2+ b3 3 + b4X4 + b5X5 

(Customer Satisfaction)  =11.134+ (.042) + (-.012) + (-.079) + .090 + .086 
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Where: 
 
  For  are the regression coefficients.  

 = Customer Satisfaction  

= Customer trust to employees 

= Customer satisfaction from employees’ behavior 

X3= Customer satisfaction from organization 
= Customer satisfaction from information 

X5= Customer satisfaction from environment and facilities 
= Random error 

The hypothesis test which examines the validity of the model can be expressed as follows: 

 
 
Based on Table 4 there is a significant 

relationship between explanatory factors 
(authoritative parenting style, permissive parenting 
style and parental school involvement) and outcome 
(academic achievement) [F (3,499) = 38.267, 
p=.000]. 

Further to this, Table 5 with the observed 
t=11.095, p=.000, the standard coefficient 
Beta=12.187 and the relatively small value of the 
standard error=1.098, can be clearly stated that all 
variables (customer trust to employees, Customer 
satisfaction from employees’ behavior, Customer 
satisfaction from organization, Customer satisfaction 
from information and Customer satisfaction from 

environment and equipment) significantly has a 
relationship with customer satisfaction. The customer 
satisfaction from environment and equipment is 
stronger predictor in customer satisfaction, where t=-
4.384, p= .000, Beta= .207, standard error=.017. 
Also, R2 showed that about 24 % of the variance in 
customer satisfaction is explained by customer trust 
to employees, Customer satisfaction from 
employees’ behavior, Customer satisfaction from 
organization, Customer satisfaction from information 
and Customer satisfaction from environment and In 
other words, 76 % of customer satisfaction is related 
to the other factors. 

 
Table 4: ANOVA Table of regression model 

Model   Sum of Squares df Mean Square F Sig 
1 Regression 505.836 3 126.459 38.267 .000 

Residual 1545.193 499 4.099 
  Total 2051.029 381       

 
Table 5: Multiple regression analysis on academic achievement 

Model B Std.Error Beta t Sig 
1 (Constant ) 12.187 1.098 11.095 .000 

Customer Trust To Employees 0.051 0.018 0.141 2.748 
    
.000 

Customer Satisfaction From Employees’ Behavior -0.018 0.014 0.051 -1.075 
    
.000 

Customer Satisfaction From Organization -0.076 0.017 0.189 -4.384 .000 
Customer Satisfaction From Information 0.053 0.012 0.127 3.256 .000 
Customer Satisfaction From Environment 0.07 0.017 0.207 4.384 .000 

 
Discussion and Conclusion: 

 
The results of present study showed that there is 

a positive relationship between organizational health 
and customer satisfaction from employees and 
organization.  Results of the present study is in line 
with past findings by [6,20,16,19,3] who found a 
positive relationship between organizational health 
and customer satisfaction. Also, the result of the 
present study indicated that customer satisfaction of 
environment and equipment is strongest predictors in 
customer satisfaction in banks. 

A healthy organization is not only remains stable 
in the environment, but in the long run is able to 
sufficiently adapted to their environment and extend 
the necessary capabilities for their survival [8]. 
Organizational health, leading to growth, 
development and dynamics of the organization and 
raise the quality of health services and products and 
will ultimately lead to customer satisfaction (Hoovi 
& Miscle, 2001). Organization in a healthy 
environment, where ideas, needs, expectations, 
character and integrity of staff is attention and 
respect, can be hoped that the efficiency, 
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effectiveness and ultimately customer satisfaction 
achieved [7]. 

On the other hands, the administrative system of 
the unhealthy, wasteful spending and the massive 
and inexperienced structure, dissatisfied, provide 
dropper, expectations, lack of specialty-oriented,  
slow operation, the complexity of rules, regulations 
and circulars and increased administrative 
instructions, the lack of system monitoring and 
evaluation, wandering of reward and punishment 
system, Public ignorance of administrative processes, 
and particularly the individual rights and duties, and 
most important of all is customer dissatisfaction [9].  

Organizational health and employees’ behavior 
together is one of the main and behavioral health 
organizations with one of the important factors of 
customer satisfaction and one of the main factors in 
organization. Organizational health is necessary for 
all organization [2]. Managers should try in 
establishment of sustainable. Organizational health 
of the banks in addition to the positive influence on 
mental health, And increase their motivation, the 
peace and good atmosphere in the organization and 
ultimately customer satisfaction is [24]. 

 
Recommendations: 

 
Human relationship is important in organizations 

that is defined as behavioral styles, respect to 
people’s social positions or groups who create these 
positions. In organized human relationship, ethic, 
social, economical, cultural and educational 
differences is not proposed, but respect to people and 
human values is most important. One of the purposes 
of human relationship is to understand of work 
position that organizational employees involve 
potential force and cooperate with other employees 
and enhance needs and personal, organizational goals 
[21]. 

Human relationship in work environment is one 
factor that converts organization to set of equal and 
sympathetic people that their reciprocal behavior 
especially in managers and employees affect on high 
performance and persistence of workers [5]. Human 
relationship skills are necessary for organizational 
experts. Customer satisfaction can be generally stated 
so, if his/ her perceptions of services received are 
lower than expectations, the result is dissatisfaction. 
If the service is consistent with expectations, feel 
relax, but not very satisfied. While, if the service is 
more than his expectations will be satisfied. 
Customer expectations have to be carefully 
controlled. The biggest mistake possible, increasing 
customer expectations are met to the extent that it 
can build. 

Customers must be satisfied before any 
organization providing services to create a suitable 
structure. Successful companies, these companies 
usually have different organizational structures, 
particularly the use of circular structure. In this 

structure, customers are in the center circle, around 
them, valuable second source have been. Managers 
are in external circle and support from employees. 
Organizations that want to survive they should have 
avoided the traditional management, and delegate 
some of the privileges and freedoms to frontline 
staff. These managers need to trust their employees, 
and respect their decisions toward solving customer 
problems.  

Service organizations to ensure optimal 
performance of their staff should have attention two 
basic principles: Selection, excellent service requires 
careful selection of staff. In jobs involving high 
contact with customers of any employee cannot be 
used for service delivery to customers. The selection 
of individuals, not only in terms of professional 
skills, knowledge and technology should be 
investigated, but aspects of human behavior and 
growth potential should also be investigated. 
Research has shown that the consecutive 
displacement of people, under the condition that the 
customers are changing, a sign that the crisis in the 
organization. In cases where employees are fixed and 
satisfy and participate in management, shows high 
levels of customer commitment [12]. Workers, who 
have contact with the customer, should be having 
specific behavioral characteristics and higher 
controlling skills. 

They should also have technical skills. 1 - 
available to customers and listen to his words; 2 - be 
able to address and resolve customer issues; 3 - ready 
to be confronted with adverse situations; 4 - have the 
ability to overcome their feelings; 5 - to clearly speak 
and behave; 6 - collision are sincere; 7 - are able to 
provide convincing answers; 8 - have immediate 
answers for unexpected demands; 9 - are interested 
in the initiative; 10 - be flexible and popular. 
Education: success key in services is investment in 
education. Customer-oriented companies are trying 
investment education services to workers, they have 
to learn them how react to their customers demands. 
Although teaching methods in different companies 
have succeeded in two important beliefs. 

1-Training should be provided continuously 
during the working life, training provided not enough 
to entrance people to organize, but should continues 
during time that employees work in organizations, 
through this way people can respond to changes in 
technology, customer, and job requirements. 
Employees who are untrained should not be dealing 
with customers.  Because these state is harmful for 
the organization and lead to customer dissatisfaction. 

2-Measuring customer satisfaction: customer 
satisfaction, determines success or failure of any 
organization Thus, knowledge of how the customers 
are satisfied is very important. Identifying and 
measuring customer satisfaction is not enough. In 
addition, it should be clear processes that are causing 
dissatisfaction, because otherwise increase 
dissatisfaction. 
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Complaints, the researchers believe that a 
quarter of customers are dissatisfied at any given 
moment, but few of them are hard to complain. Most 
of them and in some cases 95 percent of them to 
continue without protest. For the cause of 
dissatisfaction and problems identified should be 
taken. The main challenges in the coming decades 
can be how to create customer satisfaction and the 
satisfaction of creating a system for keeping them 
pointed out. Organizations that have successfully 
entered the twenty-first century, organizations that 
have realized the importance of the customer. 
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