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Abstract

This research presents theoretical and empirical framework about topic of
Customer Citizenship Behavior (CCB) by showing and discussion of its
intellectual opinions. The current research attempts to measure practice level of
customer citizenship by using scale of (Groth, 2005) which includes three
dimensions are (Recommendations, Helping other customers and Providing
feedback). With data collected from sample of (97) customers in one of branch
Islamic bank of (CIMB) in Malaysia. This research used set from appropriate
statistic tools such as mean, standard deviation, Cronback Alfa and confirmatory
factor analysis (CFA). According to findings OF research, the author formulated
number from recommendations. These recommendations included set from
practices which helps research's organization in enhancing customer citizenship
behavior.
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(Nunnaly & (0.75) oS! Wgiad oY 4sgladly 40 Eigaal) B Lilaa) Adgida a5 (0.88-0.91) ¢
- AN LY dhaly (ullal) o) e Ju Allg «(Bernstein,1994)

| il (guilioad| Gl : Ll

e aSsil) alad) Jolailly e 3y La g9 (SEM) dodSagdl Aalaall dniad cupbad) duad) aaic
Al Al AGliSal Guliall AU Gaall o 38l (CFA) (Confirmatory Factor Analysis)
sl 138 (gdai & adic)y .(MacCallum & Austin, 2000) . Al dbas jhf g gua B Lgiliy
b AR el L) Adghias G @) (a8 pgua B . (LISREL) ASlasyl malil o
o A el (e yaad) @G (isalll JB (e ASlgiuall) zisall) B (e duasibal) dghaally Julail)
Baga ey cipad llg Wgdsua B A of cilibll Gagibal) ¢ 3gad¥) Jod oy Allg AGylaall 038 B352
dalal pladinly (CCB) (su Adkiga dlglu) dubal) piia JLEAYy  :(4) Jgaall A LS Lgiag A8 laal
0gY) clilbal) QWA g - (LISREL) galiy addiad s88 o0l alal) Juladill 339 o ASigd) Adalaal)
. Jalatl) £l

el Bl (12) A of Gl daca (2) JSa) Jiud B 5 alal) Ailaal) Saga Ciydipe cipglal aBb

Lual) 550 apaly ((HEL) 0 ¢l 5asluag «(REC) clagill) slay) A5G (a0 9835 Ay
oyt ) agea) Ao SAUAY A el A laaiy) oY) seuda g . Lgdn Lasd Aday)ia ((FEE) Aalaial
iyl il ¢ ADDEN ala) iy (e 88 IS e (ubll GG 1 (9% 1N itall) Gall) tial)
(Costello& (0.40) cse S) Lgiad (N il Gana o asal) orSay addll of (Gasall cdlalasy
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5 o B8 df g adl clajag X ad Gu A -

0.90 (3 ) Goodness of Fit Index (GFI) da\aal) (pus -

0.90 ¢ s Normed Fit Index (NFI) s taall A8Uaal) yiisa -y

0.95 (0 s Comparative Fit Index (CFI) ¢4l dilaal) ji5a -t

0.08-0.05 (s tem AT Uadl) mije agia Jda jdse -0
Root Mean Square Error of Approximation (RMSEA)

(Chan et al.,2007) _Ale eyl olialdl slae) cpa Jgandl

0.327™ REC 1

0.147™ REC 2

0.4 57 REC 3

0.4 47 REC 4

0.217™ HEL 1

0.297™ HEL 2

0.317™ HEL 3

0.327™ HEL 4

0.347™ FEE 1

0.327™ FEE 2

0.297™ FEE 3

0.337™ FEE 4

Chi-Square=61.36, df=51, P-value=0.15176, RMSEA= 0.Q06FI=0.90,CFI=0.99, NFI=0.93

(2) Jsa

Qo) Abal ga gl patial ull) 73 gal

( Descriptive Statistics) dsiuasl) cilulaay) < Uil
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- (1.01) & (plme iy
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. Sluagil sy sladl dal) die
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Gl A | e giall 5kl &
Gl (bl
0.83 3.7 i yaal) 138 g Jalailly e sl 1
0.79 3.6 i paal) 138 g Jalailly Alile 31 3) aagl 2
1.01 3.2 i paall 138 I8 Cpa dadball claddd) e dulag) sludil J g8 3
0.94 3.6 i paal) 138 g Jalailly iBra) a) 4
0.89 3.53 Judl)

i | il (ool o ot i b | 0 gl
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Al L sy ¥ ) oy AV LN &5 a0) o Aaldll (3) sydall cilias (s b

- (1.02) & gilme Cihailis (3.5) (b Jawssia ) e ((pmaaa IS0 Cipadll cilena

(3.5)(3.9) o Anboal) cllasisiall Lol Gaadl due sl il (e Loay) Jaadly

glbail e Jay aas ((alas ) ) (G3alse) oo (Likert) Guliial g mibiall oda jumat 3 ¢
AV LN s lue ey ol Gl Aie (5 s il

(6) Jo>

GHOAY) il Baslusa sitia olad) duanl) dle cillaly Laldld) 4y jlmal) cild) a5 dubual) cilla giall

Gl ady) | B gid) 3_jlad) o
gl | (bl
1.5 3.9 Oe Al cleadl) e J sl 8 0 A Gl e 1
o padl 128 U8
0.98 3.8 e J0 Aeadl) Jlenind 488 e Baia ailad 2
1.02 3.5 Gladd i 4S5 6 yaa ¥ Gl AN LU - 53) 3
s Sy iyl
0.86 3.7 o paaall laddd agh g & AV 50 sac Ll a38) 4
1.09 3.73 Jaaall
alad)

(Providing Feedback) 4xuSall 453230 43385 2y -Y

(3.27) &l (FEE) Cliasil) any suviay alall illaY) Jase of (7) Jsandl 8 Laady

. (0.94) &b ale il
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