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Abstract
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Background and aims: Although customer orientation is a key strategy
in today’s organizational success, existing models of customer orientation Customer Orientation
do not focus on psychological factors. This gap in addressing psychology is
insufficient for companies whose existence relies on customers. Therefore, this
study investigated the relationships between job strain, psychological well- Job Satisfaction
being, customer orientation, and the mediating role of job satisfaction among Job Strain

the employees of the Kermanshah Housing Bank.

Psychological Well-Being

Methods: This correlational study collected descriptive data and was
implemented through surveying. The sample (n=201) was drawn from the
bank’s employees (N=420) using Cochran’s formula. Data were collected in
2022 using standard questionnaires on psychological well-being (Ryff, 1989),
job satisfaction (Smith & Hallin, 1969), job strain (Rice, 1992), and customer
orientation (Donavan, 2004). The authors used structural equation modeling
for analysis.

Re'sults:. The findings sl.lowed that jgb satisfac.tion positively affected (j,uStOIl.’leI' Received: 2023/02/24
orientation. Psychological well-being also impacted customer orientation
directly and through job satisfaction. Moreover, job strain negatively affected Accepted : 2023/10/18

customer orientation directly and through job satisfaction.

Conclusion: The proposed model provides banks and financial/service
institutions with guidance and a practical framework for enhancing employee
well-being and customer orientation through organizational strategies.
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EXTENDED ABSTRACT

INTRODUCTION

Customer  orientation  holds  paramount
importance in a companys relationship with
the market. As the cornerstone of marketing, it
significantly influences a company’s performance.
The fiercely competitive landscape of contemporary
markets compels organizations to be exceptionally
attuned to customer needs, both in retaining existing
customers and acquiring new ones. Consequently,
customer satisfaction has become a primary concern
across all sectors, including banking. To achieve
customer satisfaction and cultivate customer loyalty,
banks must prioritize the development of customer-
oriented skills among their employees to foster
robust customer relationships. However, it’s crucial
to note that a bank’s customer orientation alone
does not guarantee customer satisfaction unless it is
accompanied by the provision of high-quality services.
In today’s globalized world, marked by heightened
competition, rapid technological advancements,
rising expectations, and swiftly shifting customer
preferences, customer orientation has assumed a vital
and central role for all organizations. Companies that
prioritize customer orientation place customers at the
forefront to ensure their needs are not just met but
exceeded. From the customer’s perspective, employees
are not mere service providers; they are integral to the
service experience. This underscores customers’ desire
to feel valued and their expectation of receiving top-
notch customer service. While most service industries
encourage employees to be customer-focused,
maintaining a consistently high standard of service
can be mentally and emotionally taxing.

The concept of customer orientation, initially
formulated by Levitt in 1960, marked a significant
development in the field of marketing research. Kelley’s
1992 study defines employee customer orientationas “the
general commitment of employees to ensure customer
satisfaction” Brown et al. in 2002 elaborate that it
involves an employee’s intrinsic drive to understand and
fulfill customer needs while on the job. Dobrin’s 2009
definition adds that it encompasses a set of individual
qualities and a willingness to provide courteous and
helpful service, both to customers and colleagues.
Combining these definitions, researchers have coined
employee customer orientation as “the extent to
which an employee is willing to go to ensure customer
satisfaction” Consequently, the customer orientation of
employees emerges as a vital component contributing
to overall customer satisfaction. The transformations
witnessed in financial markets during recent crises have
had detrimental effects on organizational dynamics and
working conditions within the banking sector. Bank
mergers and substantial organizational shifts have led
to workforce reductions, alterations in employee roles,
and adjustments to employment contracts. These rapid
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and profound changes have affected both managers
and employees, resulting in reduced interpersonal
communication, diminished feelings of personal
security and job stability, and increased psychological
pressure and strain. Strain, characterized as an
unpleasant emotional experience linked to emotional
states, has been triggered by specific events. An
analysis of 20 studies examining job strain among bank
employees revealed that strain in banking workplaces
has reached critical levels and is associated with severe
mental and health issues, including inconsistent
behavior, anxiety, depression, and burnout syndrome.
The recent epidemic has highlighted the high prevalence
of depression and anxiety symptoms among bankers.
Mannocci and colleagues in 2018 found that 82% of
Bank Italian employees were anxious about meeting set
goals, 84% felt uneasy recommending products solely
to meet budget targets, 64% felt pressured to sell, and
63% sought assistance from their superiors to handle
tasks while maintaining flexibility.

Research has consistently demonstrated a notable
connection between job strain, job satisfaction, and
customer orientation, essentially establishing job
strain as a predictor of employee job satisfaction and
customer-centric behavior within an organization.
The repercussions of job strain on both the workplace
and employees have garnered increased attention in
recent decades. This heightened focus arises from the
recognition thatan organization’s mostvaluable resource
is its human capital, and organizations must ensure the
mental, psychological, and material well-being of their
employees to maximize individual efficiency and overall
organizational productivity. This concern is particularly
relevant to banks, given their pivotal role in a country’s
economic stability. Consequently, as employees within
these organizations experience improved mental
health and job satisfaction, their levels of customer
orientation are likely to correspondingly increase.
Several studies, including those by Arrawatia (2017),
Manjunatha and Renukamurthy (2017), Shajeen Alam
and Dilruba (2016), Ahmad and Ramadan (2013),
Razmi and Nemati (2013), and Hassani and Kakabraee
(2017), have provided compelling evidence of job
strain’s adverse impact on diminishing job satisfaction
and compromising the customer orientation of
bank employees. The findings from these limited
yet illuminating studies consistently indicate that a
significant portion of bank employees contend with
high levels of job strain. Fostering positive emotions
among employees stands out as a pivotal strategy
for cultivating both job satisfaction and customer
orientation. Numerous studies underscore the profound
impact of mental states and moods on employee
behavior during and after service interactions. It is
widely recognized that customer referrals and loyalty
are significantly shaped by the positive behaviors and
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emotions exhibited by employees. Consequently, the
positive emotional well-being of bank employees plays
a crucial role in gauging and understanding customer
satisfaction and their behavioral inclinations.

Psychological well-being encompasses experiencing
positive emotions and overall life satisfaction across
various domains, including family and work. This sense
of well-being involves feeling a sense of coherence
and continuity in life, engaging in positive emotional
interactions, and experiencing overall contentment.
It signifies the realization of one’s full potential. The
components of psychological well-being include self-
acceptance, personal growth, life purpose, autonomy;,
environmental mastery, happiness, and optimism.
Individuals with a heightened sense of psychological
well-being tend to embrace positive emotions and view
life events optimistically. Conversely, those with lower
levels of psychological well-being tend to perceive
life events negatively and often experience emotions
such as anxiety, depression, and anger. Research has
consistently revealed that elevated psychological
well-being among bank employees exerts a profound
influence on various critical aspects, including effective
communication, enjoyment of work, the provision of
suitable services, and attentiveness to customer needs.
A study conducted by Dyrbye et al. in 2016, titled
“The Effectiveness of Psychological Well-being Online
Interventions on Promoting Job Satisfaction and
Customer Orientation,” affirmed that psychological
well-being significantly enhances both job satisfaction
and customer orientation. Similarly, Likert et al
(2012) uncovered that one of the determinants of
job satisfaction and customer orientation lies in an
organization’s reward system. Fairer and more equitable
reward systems tend to correlate with higher levels of
job satisfaction and customer orientation. Martinez
Marti and Ruch (2017), in their research examining
the relationship between psychological well-being and
job satisfaction among Swiss bank employees, found
a positive association, demonstrating that heightened
psychological well-being is closely linked to increased
job satisfaction. Additionally, Kahneman and Riis
(2005) presented evidence illustrating that elevated
psychological well-being is directly connected to the
customer orientation exhibited by bank employees.
The study by Fava et al. (1998) further underscores the
impact of psychological well-being training on both job
satisfaction and customer orientation.

Customers hold a paramount position within
the banking industry, where augmenting behavioral
inclinations and customer referrals by enhancing
overall customer satisfaction is imperative. To
achieve genuine customer orientation, it is essential
to consider various factors and parameters, one of
which is the job satisfaction of employees. Addressing
the issue of employee job dissatisfaction, particularly
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among specialized personnel and certain managers, is
a challenge faced by banks. This issue not only impedes
organizational progress but also poses a significant
obstacle for senior management striving to preserve,
enhance, and optimize the productivity of their
workforce. Therefore, it demands special attention.

Job satisfaction is akin to a masterpiece born
out of the happiness an employee derives from their
work. When employees perceive the innovation
sparked by their efforts, it becomes a source of pride
and dedication. Extensive research consistently
underscores the substantial impact of job satisfaction
on customer-oriented behaviors. For instance, Lee et
al. (2013) discovered that heightened job satisfaction
among employees corresponds to elevated levels of
customer orientation. This implies that content and
motivated employees are inclined to provide superior
service to their customers. Similarly, Song et al. (2015)
identified a robust positive correlation between job
satisfaction and customer orientation among Korean
bank employees. Furthermore, Hoffman and Ingram
(1992) contended that job satisfaction frequently aligns
with empathetic behaviors such as attentive listening
and the acceptance of customer concerns, feedback,
and criticisms. Jamal and Perina demonstrated a
positive relationship between dimensions of job
satisfaction (including pay, colleague relationships,
supervisor relationships, job nature, and promotion)
and dimensions of customer orientation (indulgence,
needs assessment, service provision, and relationship
building). Segoro and Elvira (2021) similarly affirmed
a positive connection between job satisfaction and
customer orientation. Based on these findings, it is
apparent that content employees are more likely to
enhance their customer-oriented behaviors.

Despite experts underscoring the significance of
psychological factors and job satisfaction, there has
been a notable scarcity of studies delving into these
factors concurrently with customer orientation. The
present research endeavors to bridge this gap by
undertaking a comprehensive examination. This study
aims to construct a theoretical model that elucidates the
interplay of these elements and, in doing so, presents
strategic measures for bolstering job satisfaction and
customer orientation within the purview of bank
management. Consequently, the principal objective
of this study lies in scrutinizing the interrelationships
between job strain, psychological well-being, and
customer orientation while considering the mediating
influence of job satisfaction, as depicted in the
proposed model.

METHODOLOGY:

With practical objectives in mind, the present study
adoptsa correlational approach for collecting descriptive
information and implementing the research design.
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Furthermore, to scrutinize the relationships between the
components outlined in the proposed model, structural
equation modeling was employed as the analytical
method. The study’s statistical population encompassed
420 employees of Kermanshah Maskan Bank in the
year 2022, with a sample of 201 individuals selected in
accordance with Cochran’s formula. To facilitate the
distribution of the questionnaire via online platforms
and virtual networks, the convenience sampling
method was utilized. Following the organization of
the questionnaires, they were disseminated among
the bank’s working personnel through social network
groups like WhatsApp and Telegram, resulting in the
collection of 201 fully completed questionnaires.

RESULTS

The data analysis results reveal significant findings
in relation to the variables under investigation. Firstly,
the impact factor between job strain and customer
orientation is -0.260, falling within an acceptable range.
This indicates that job strain has a detrimental effect on
customer orientation, elucidating customer orientation
by -0.260. Additionally, the outcomes of the structural
equation model demonstrate a positive correlation
between psychological well-being and customer
orientation. The coefficient of influence between these
variables is 0.327, a value within the acceptable range.
This implies that psychological well-being accounts for
customer orientation at a rate of 0.327. Furthermore,
the results highlight the constructive influence of
job satisfaction on customer orientation, with an
influence coefficient of 0.273, also falling within an
acceptable range. This coefficient underscores that
job satisfaction substantiates customer orientation at
a rate of 0.273. Moreover, when considering the total
effect, encompassing both direct and indirect effects,
psychological well-being exhibits a significant impact on
customer orientation ($=0.430, P < 0.01), with both the
direct (=0.327, P < 0.01) and indirect effects (f = 0.103,
P < 0.01) being statistically significant at the 0.01 level.
Conversely, job strain also exerts a notable total effect (3
= -0.352, P < 0.05) on customer orientation, with both
its direct (p= -0.260, P < 0.05) and indirect effects (f=
-0.092, P < 0.05) being significant at the 0.05 level.

CONCLUSION:

This study embarked on an exploration of the
intricate interplay between job strain, psychological
well-being, and customer orientation, with the
mediating role of job satisfaction among employees
of Maskan Bank. In doing so, it has uncovered three
pivotal psychological factors that wield influence over
customer orientation, culminating in the formulation of
a novel and substantiated customer orientation model
tailored to the dynamic realm of the banking industry.
Moreover, it has contributed theoretical and practical
insights with implications for both research endeavors
and the banking and service sectors. From a theoretical

vantage point, the findings of this study furnish
compelling evidence underscoring the paramount
significance of internal marketing and the human
resources facet in steering customer orientation. Banks
and economic enterprises must acknowledge that while
traditional marketing tools (product, place, price, and
promotion) remain essential, they no longer suffice
in the contemporary landscape. The newer marketing
tools, including people (comprising both employees
and customers), processes, programs, and functions,
have come to the forefront. Among these, individuals,
specifically employees, play an instrumental role in
shaping an organization’s marketing prowess. Indeed,
the marketing prowess of any company hinges upon
the competence of its employees and the relationships
they foster. Employees should perceive their customers
as distinct individuals to gain a deeper understanding
of their lives and behaviors. In this evolving paradigm,
customers are no longer passive consumers but active
agents that can significantly impact an organization’s
marketing capabilities and overall success—a finding
harmonious with the work of Lee et al.

This study also yields valuable managerial insights.
The research findings illuminate the detrimental
impact of job strain on customer orientation,
revealing that heightened levels of strain correspond
to weakened customer orientation among employees.
A retrospective analysis of the research landscape
underscores the alignment of our results with the
findings of previous studies conducted by Parker et
al., Giorgi et al, Silva, and Barreto (9,10,36). Job strain
is an unpleasant emotional experience intertwined
with emotional states and triggered by specific events.
Given the nature of their work, employees frequently
contend with intense social interactions, a potential
source of stress-inducing events, constituting the
primary antecedents of job strain. Heightened strain
levels cast a pall over the commercial performance
of banks. In view of the financial institution’s
operational domain, encompassing activities such
as funds handling, remittances, check processing,
and facility payments, employees invariably grapple
with a certain degree of stress. The seismic shifts that
reverberate through banks and financial institutions,
accompanied by market fluctuations, engender work-
related pressures and tensions that can reverberate
onto job satisfaction and customer orientation.
Hence, banks must accord heightened significance
to their employees in the contemporary landscape.
Bank managers ought to reevaluate their managerial
approach, adopting a supportive leadership style
that extends to both employees and customers.
Furthermore, the findings underscore the positive
impact of psychological well-being traits on customer
orientation. Heightened psychological well-being
among bank employees should naturally translate
to increased customer orientation. Individual
dimensions of psychological well-being, including
acceptance, mastery of the environment, positive
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communication, independence, life purpose, and
personal growth, exhibit a direct correlation with
one’s ability to engage with customers more positively.
Individuals with higher scores in these psychological
well-being aspects tend to communicate better with
customers, understand and address their needs more
effectively, provide superior services, and enhance
customer satisfaction by delivering added value.

The results also emphasize that job satisfaction
characteristics wield the most profound positive
influence on customer orientation. This outcome aligns
with previous research conducted by Leeetal., Leeetal.,
Song et al.,, and Thomas et al., which corroborates this
relationship. The heightened levels of job satisfaction
among employees correlate with an elevated degree
of customer orientation. This implies that contented
employees at work are inherently motivated to provide
elevated levels of service to their customers. Strongly
positive correlations manifest between job satisfaction
and customer orientation among employees. Job
satisfaction often aligns with compassionate behaviors
such as attentive listening and responsive handling
of customer concerns, comments, and criticisms.
In light of these findings, it stands to reason that
employees content with their work tend to enhance
their customer-oriented behaviors. Employees who
report high satisfaction with their compensation, job
roles, supervision, opportunities for advancement,
and colleague interactions demonstrate a greater
attentiveness to customer needs, offer higher-quality
services, deliver enhanced value propositions, and
engage in more effective customer communication.
Contented employees also foster healthier social
interactions, which, in turn, radiate satisfaction
to customers. Additionally, highly job-satisfied
employees exhibit greater motivation. In conclusion,
human resources, considered among an organization’s
most precious assets, should demonstrate a keen
interest in customer orientation through their
thoughts, speech, and actions. The research findings
have unveiled that psychological well-being and job
strain exert a substantial influence on the customer
orientation of bank employees, primarily through the
intermediary role of job satisfaction. These outcomes
resonate with the discoveries made by Garcia et al. and
Hall et al. This alignment arises from the perspective
that job satisfaction can be regarded as a facet of
subjective well-being in the workplace. Within the
realm of positive psychology, which places a central
emphasis on mental well-being encompassing
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happiness, life satisfaction, and positive emotions,
job satisfaction stands as a vital component. It is
proposed that conventional research has, at times,
placed undue emphasis on happiness while sidelining
the broader landscape of positive mental well-being.
Consequently, a strong linkage exists between job
strain and customer orientation, mediated through
the lens of job satisfaction. Job strain experienced
by employees impacts their work-related attitudes,
such as job satisfaction, and consequently affects job-
related performance, including customer orientation.
Frontline employees engaged in retail banking
roles who perceive elevated levels of strain tend to
report lower job satisfaction. Furthermore, job strain
exhibits a substantial correlation with various aspects
of organizational commitment, encompassing overall
job satisfaction, contentment with compensation, and
the quality of relationships maintained with colleagues
and supervisors. These outcomes align closely with the
results obtained in the studies conducted by Dyrbye,
Gross, and John. It is evident that high psychological
well-being tends to enhance job satisfaction and,
in turn, customer-oriented attitudes. Conversely,
heightened levels of job strain erode job satisfaction,
diminishing the motivation among dissatisfied
employees to provide exemplary customer service
and establish effective lines of communication, meet
customer needs, and ensure customer satisfaction.
Frontline employees in retail banking roles who
perceive elevated levels of strain tend to report lower
job satisfaction. Furthermore, job strain exhibits
a substantial correlation with various aspects of
organizational commitment, including overall job
satisfaction, contentment with compensation, and the
quality of relationships maintained with colleagues
and supervisors. These outcomes align closely with the
results obtained in the studies conducted by Dyrbye,
Gross, and John. It is evident that high psychological
well-being tends to enhance job satisfaction and,
in turn, customer-oriented attitudes. Conversely,
heightened levels of job strain erode job satisfaction,
diminishing the motivation among dissatisfied
employees to provide exemplary customer service,
establish effective lines of communication, meet
customer needs, and ensure customer satisfaction.
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