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Abstract:

This study aims to diagnose the relationship and effect between service
encounters and citizenship customer behavior. Mean whith by analysis the
opinions of two samples in the hotel sector of the province of Najaf. The first
sample of service providers was amounted (184) and the second sample to
customers was amounted (212). After statistical analysis of data by using
(SPSS, Var. 21) program, which used to find appropriate solutions of the study
problem identification. Likewise, diagnosis of the impact of service encounters,
while providing the service to the customer and the extent of its reflection on
the behavior of citizenship customer. Moreover, analysis its volunteerism role
towards the study sample, in order to improve hotel service provided to the
customer then to improve the performance of the service provider and hotel
sector at the province of Najaf in the Iraq. The results found a set of
conclusions the most important, as it turns out that the service providers have a
major role in strengthening the relationship, including customer and between
through adapt to the needs and requests, and the elimination of confusion or
reduced and that you get as a result of the emergency services or attitudinal
relying on his experience and abilities which stimulates citizenship behavior of
the customer to make recommendations and suggestions and assistance to
customers and information and assessment of the service provided According

to, the specific service times without this delay its demonstrates the ability and
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expertise possessed by his work in making the customer rushes to help the
organization to achieve a good reputation from side to side, the information
derived from it to improve and develop the service provided potential
customers a voluntary role in the hotels of the study sample the most important
recommendations that came out the study in order to promote the success of the
service encounters between the service and the customer provider requirements
through mechanisms including the selection of service providers have the
qualification, skill and admitted training programs. In order to, reduce the
incidence of failure that accompanies the service, and rehabilitation and adapt
to customer needs, as well as identifying standards of service. Outstanding the
spontaneous acts of limited service provider, which will contribute to the
adoption of the behavior of the customer toward citizenship research sample
hotels.
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AP s b -\ i A 9 el b by i ) 8l
S\ 2y I &\ o

sl Ailalga gbus il clalll alad oy Ll Y) e (4 )Jsaal

EC BC R A S
Pearson Correlation 1 648" 905" 886 8737
EC Sig. (2-tailed) .000 .000 .000 .000
N 212 212 212 212 P12
Pearson Correlation | .648" 1 5927 5717 | 5637
BC Sig. (2-tailed) .000 .000 .000 .000
N 212 212 212 212 212
Pearson Correlation | .905 5927 1 7127 | .679°
R Sig. (2-tailed) .000 .000 .000 .000
N 212 212 212 212 212
Pearson Correlation | .886 571 7127 1 658
A Sig. (2-tailed) .000 .000 .000 .000
N 212 212 212 212 212
Pearson Correlation | .873 563 679 658" 1
S Sig. (2-tailed) .000 .000 .000 .000
N 212 212 212 212 212

**_Correlation is significant at the 0.01 level (2-tailed).
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Coefficients® 3

Unstandardized Coefficients SCtandar@zed Sig. 3

. i jdl) e Sl ) oefﬁglents T 5 s =3
Modelz2 sl A bl @bl sl o yd 3
B Std. Error Beta i “i

Uy dalae | g5 budll pladl) G =

(Constant) 1.839 150 12.279 .000 3

EC 1.545 .067 258 3.672 .000 3

1 R 198 .058 .380 3.424 .001 ::‘w’
A .145 .052 222 2.776 .006 %

S .148 .050 227 2.975 .003 =
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N 2
Regression | 55015 3 18.338 50.326 | .000"

D sy
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b. Dependent Variable: BC
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