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Abstract 
On one hand, considering the leadership styles of the managers and on the other hand, correct 
understanding of the effective variables on employees’ commitment to service quality are 
valuable factors to achieve the organizational goals and achieving satisfaction and loyalty of the 
customers. The present study evaluated the effect of leadership styles of management on 
employees’ commitment to service quality in Bank Melli branches of Isfahan province. The 
directive, participative and delegative leadership styles were selected and its effect on various 
variables of employees (job motivation, shared customer-oriented values and employees’ 
commitment to service quality) was assessed. The present study was descriptive-survey in terms 
of nature and method. The study population was all the managers and employees of Bank Melli 
branches in Isfahan and 137 branches were selected as sample. The results showed that although 
there is a direct and significant relation between participative and delegative styles with 
employees’ commitment, only participative leadership directly and indirectly affected the 
employees’ commitment to service quality. Among the variables of the employees, job 
motivation and shared customer-oriented values both had direct and significant relation with 
employees’ commitment to service quality. 
Keywords: Employees commitment to service quality, Job motivation, Leadership styles. 
 
Introduction  
In service organizations namely the banks, in which the goods are services given to the customer, 
the quality of the services is of great importance in satisfaction and customer loyalty and 
commitment. Indeed, the quality of service is the key factor for the service organizations and it 
can be considered as a factor to achieve the competitive advantage. Achieving good level of 
employees’ commitment to service quality is of great importance for each service organization. 
The previous studies showed the effect of leadership styles on behavior of the employees and 
accepting the organization strategy and innovation in presenting the services (Parasuraman, 
1994:74). The managers committed to the service quality of the organization and employees 
transfer commitment to the employees by selecting good leadership style and creating change 
climate and this leads to the better performance of the employees at work and customer 
satisfaction (Wooldring&Jones, 2003). The present study evaluated the effect of three leadership 
styles (directive, participative and delegative) on employees’ reactions (motivation, shared 
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customer-oriented values and employees commitment to service quality). The effect of 
management commitment on service quality on using each of leadership styles was evaluated. 
By selecting good leadership style, the managers can transfer their commitment to service quality 
to the employees by some measurements (Clark et al., 2009). The present study,  at first  
evaluated the effect of management commitment to service quality as an exogenous variable on 
using three leadership styles including directive, participative and delegative and then the effect 
of leadership styles on variables of the employees (motivation of the employees, shared 
customer-oriented values, employees’ commitment to service quality) was evaluated. Finally, the 
effect of shared customer-oriented values on motivation and employees commitment to service 
quality and the effect of motivation on commitment of the employees to the service quality were 
evaluated. 
Research variables and review of literature  
This section defines the study variables and then the review of literature is evaluated. 
Management commitment to service quality: It refers to the managers’ commitment to the 
activities presented to improve the services from the organization and it is related to the 
significance of the service quality recovery from the organization (Clark et al., 2009). 
Directive leadership: it involves letting subordinates know what is expected of them, giving clear 
guidelines, and making sure they know the rules and procedures to get the work done and 
regulate the schedule and keep the definite performance standards and clarify the role of 
leadership in the group (Iranejad, 2008:244). 
Participative leadership: It involves consulting with subordinates and taking account of their 
opinions and suggestions when making decisions (Iranejad, 2008:244). 
Delegative or Empowermentive Leadership: It lets the group to delegate decision making 
(Iranejad, 2008:242). In other words, in empowerment, the power and responsibilities are divided 
with the employees and the manager trusts the followers and the barriers to performance are 
eliminated and the managers act as an instructor (Robins, 2010:692). 
 
Shared customer-oriented values: Customer-oriented values are the culture principles, in which 
the affiliated organization takes the policies and procedures directing the behavior of the 
employees to present the best services to the customers and support the behavior of the 
employees in this direction. An organizational culture with strong customer-oriented values helps 
the employees to perceive the priorities of their organization and get along with the priorities 
(Clark et al., 2009). 
 
Employees’ commitment to service quality: It is the relative sacrifice and employees’ 
commitment to giving good and the best services to the customers of the organization leading to 
their satisfaction (Clark et al., 2009). 
Motivation: It is one of the psychological features of a person related to the degree of 
commitment of a person. Motivation is including the factors defining a person behavior, 
behavior direction and the type of behavior in committed specific path (Pourmiri, 2010:14). 
 

Cheung (2010) in a study “Management commitment to service quality and organizational 
outcomes “explored the mediating role of effective employee involvement in the links between 
management commitment to service quality, employees' job satisfaction, and customer 
perceptions of service performance. The results of the study showed that management 
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commitment to service quality had positively significant relation with effective employee 
involvement in the organization and also the effective employee involvement in the organization 
as a dependent variable fully mediates the positive effects of on employees' job satisfaction and 
customer perceptions of service performance. 
Halldorsson (2008) in a study evaluated the relation between transformational and transactional 
leadership styles with three job performance dimensions (duties, organizational citizenship 
behavior, non-producing behavior) and organizational outcomes (financial performance of the 
organization, service quality, leaving the service of employees). As a general result, it can be 
said that two leadership styles influenced the organizational outcomes and although duties 
performance and non-producing behavior in the present study didn’t have any significant relation 
with the organizational outcomes (financial performance of the organization, service quality, 
leave intention of the employees) but organizational citizenship behavior had significant relation 
with the organizational outcomes. 
Wu (2006) in a study “The effect of leadership styles of managers on organizational commitment 
of the employees” evaluated four situational leadership styles (Leadership styles, directive, 
participative, selling (persuasion) and delegative) of Hersey & Blanchar. The results showed that 
the managers using democratic leadership style, the degree of the employee’s commitment is 
significantly higher than those led by authoritative and noninterference leadership styles. 
 
The employees led by a democratic leadership style have a higher degree of value, retention 
commitments and overall effort to improve their performance than those led by an authoritative 
leadership style 
 
 
In addition, the results of the study showed that the when the managers are led by participative, 
telling and delegative leadership styles, there is a significant relation between leadership style of 
the managers and organizational commitment of the employees. The managers led by 
authoritative leadership style have lower degree of organizational commitment and democratic 
leadership style had the highest degree of commitment and authoritative leadership style had the 
lowest degree of commitment among the employees. 
Clark et al. (2009) in a study “The effects of leadership style on employees' commitment to 
service quality” evaluated the effect of directive, participative and empowerment styles on 
employees’ commitment to service quality in chain hotels. A model was designed and the 
present study is based on Clark model. Clark et al. evaluated whether there is any influence on 
using leadership styles on employees commitment, then it was evaluated about the effect of 
leadership styles on job satisfaction, role clarity, shared customer-oriented values, and employee 
commitment to service quality. Then the effect of these parameters on each other was considered 
and some parts of the results of this study are mentioned in the next chapters. 
Rod & Ashill (2010) in a study “Management commitment to service quality and service 
recovery performance evaluated frontline employees in public and private hospitals in New 
Zealand. The results of the present study supported their model regarding the mediatory role of 
organizational commitment and job satisfaction between management commitment to service 
quality and service recovery performance in public and private hospitals. Also, the results of the 
study showed that management commitment to service quality affected job satisfaction and 
organizational commitment. In addition, the results showed that management commitment to 
service quality items (employees’ rewards, customer services training, empowerment and 



Kuwait Chapter of Arabian Journal of Business and Management Review    Vol. 3, No.12; August. 2014 

 

116 
 

customer-oriented services) via mediatory role of organizational commitment had more influence 
on service performance recovery than via job satisfaction. The management commitment relation 
via dependent role of organizational commitment and job satisfaction had no influence on 
performance results of the employees in public and private hospitals. It means that this relation in 
both kinds of hospitals was true but the severity of the relations was different in two types of 
hospitals as the relation of management commitment to service quality and organizational 
commitment in private hospitals was stronger but the result showed that there was a strong 
relation between organizational commitment and service performance recovery in public and 
private hospitals and it showed that the employees more committed to their organizations gave 
importance to the values and had more efforts to improve the organization results. 
Conceptual model of the study 
Figure 1 shows the conceptual model of current research. 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

Figure 1- Research model 
 
Study hypotheses 
The main hypothesis of the study was determining the effect of using each of leadership styles on 
employees’ commitment to service quality in Bank Melli branches of Isfahan province. To study 
the main hypothesis, the following sub-hypotheses were applied: 

1- Management commitment to service quality had influence on using delegative leadership 
style. 

2- Management commitment to service quality had influence on using participative 
leadership style. 
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3- Management commitment to service quality had influence on using directive leadership 
style. 

4- Using directive leadership style had influence on shared customer-oriented values among 
the employees and bank.  

5- Using delegative leadership style had influence on motivation of the employees. 
6- Using participative leadership style had influence on motivation of the employees. 
7- Using directive leadership style had influence on motivation of the employees. 
8- Using delegative leadership style had influence on employees’ commitment to service 

quality. 
9- Using participative leadership style had influence on employees’ commitment to service 

quality. 
10- Using directive leadership style had influence on employees’ commitment to service 

quality. 
11- Shared customer-oriented values between the banks and employees had influence on job 

motivation of the employees. 
12- Shared customer-oriented values between the banks and employees had influence on 

employees’ commitment to service quality. 
13- Employees’ job motivation had influence on employees’ commitment to service quality. 
14- Using delegative leadership style had influence on Shared customer-oriented values 

between the employees and bank. 
15- Using participative leadership style had influence on Shared customer-oriented values 

between the employees and bank. 
 

5-3 The study population  
 
In the present study, study population was including all the employees of Bank Melli  branches 
of Isfahan as 2514 people working in 228 branches. In this study, the study population was 
divided into managers and deputies of the branches as 457 people and employees as 2057 people. 
By random sampling method, at least 70 branches of 228 branches in Isfahan province were 
selected and then the questionnaires of managers were distributed among the managers and 
deputies of the branches and the employees’ questionnaire was distributed among the employees. 
In this study, the questionnaires were distributed among 147 branches of 12 distribution 
management fields and 137 branches completed and sent the questionnaires and they were used 
in data entry and the results. 
 
Study instrument  
For data collection, a questionnaire was used. Two kinds of questionnaires were provided for the 
nature of the study, one for managers and deputies as the main decision makers of the branches 
and another questionnaire was provided for the employees in direct contact with the customers. 
In the questionnaire of managers, it was asked about their commitment to service quality and 
their leadership styles including directive, participative and delegative. In employees’ 
questionnaire, some questions were asked about the shared customer-oriented values, employees’ 
motivation and their commitment to service quality. The scoring of questionnaires items was 
based on five-item Likert scale. The reliability of the study instruments was computed by 
Cronbach’s alpha and the total Cronbach’s alpha was 0.833. The values of Cronbach’s alpha for 
each scale of the questionnaire are shown in Table 1. 
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Table 1- The values of Cronbach’s alpha coefficient 
Variable   Cronbach’s 

alpha  
    

Management commitment 
to service quality   

0.85  shared customer-oriented 
values  

0.76  

Directive leadership style 0.77  Employees’ commitment to 
service quality  

0.90  

Participative leadership 
style  

0.82  Job motivation  0.86  

Delegative leadership style  0.81  Total alpha  0.833  
 

Based on the above table, it can be said that alpha value for all the constructs is above 0.7 and it 
showed the reliability of the questionnaire. In other words, based on Cronbach’s alpha for each 
variable and total alpha, the reliability of the scales was good. To determine the validity of the 
study instruments, first-order exploratory factor analysis tests and confirmative factor analysis were 
applied. The results of confirmative factor analysis showed that study constructs had good validity. 
 
Research Findings  
In the present study, the highest percent of age was given to male (93.49%) and the lowest percent 
was given to female (6.51%). In the study sample, the highest percent in terms of age was given to 31 
to 35 years old (26.36%) and the lowest percent was given to above 50 years old (1.41%). In the 
study sample, the highest percent for education was given to Diploma (51.08%) and the lowest 
percent was given to below Diploma (0.87%). In the study sample, the highest percent for work 
experience was given to 11 to 15 years old (24.51%) and the lowest percent was given to 26 to 30 
years old (8.68%).  
 
The results of study hypotheses 
The first hypothesis of the study as the management commitment to quality had direct and 
significant effect on using delegative leadership style. 
Table 2- The relation between management commitment to quality and using delegative 
leadership style 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 
Management commitment 
to quality on using 
delegative leadership 

0.05<  4.71  0.67  Supported   

 
Based on the table 2, value 4.71 (bigger than 1.96) as t-value showed the significant relation 
between management commitment to quality and using delegative leadership style at confidence 
interval 95% it means that H0 hypothesis is rejected at confidence interval 95%. Thus, there is a 
direct and significant relation between management commitment to quality and using delegative 
leadership style. 
The second hypothesis of the study as the management commitment to quality had direct and 
significant effect on using participative leadership style. 
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Table 3- The relation between management commitment to quality and using participative 
leadership style 

No.  Causal path  p-value value T  Standard path 
coefficient  Result  

1 

Management 
commitment to quality 
on using participative 
leadership  

0.05<  4.26  0.55  Supported   

 
Based on the Table 3, value 4.26 (bigger than 1.96) as t-value showed the significant relation 
between management commitment to quality and using participative leadership style at 
confidence interval 95% it means that H0 hypothesis is rejected at confidence interval 95%. 
Thus, there is a direct and significant relation between management commitment to quality and 
using participative leadership style. 
The third hypothesis of the study as the management commitment to quality had direct and 
significant effect on using directive leadership style. 
Table 4- The relation between management commitment to quality and using directive leadership 
style. 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 

Management 
commitment to quality 
on using directive 

leadership  

0.05<  3.91  0.45  Supported   

 
Based on the Table 4, value 3.91 (bigger than 1.96) as t-value showed the significant relation 
between management commitment to quality and using directive leadership style at confidence 
interval 95% it means that H0 hypothesis is rejected at confidence interval 95%. Thus, there is a 
direct and significant relation between management commitment to quality and using directive 
leadership style. 
Fourth hypothesis of the study as using delegative leadership style had direct and significant 
relationship on shared customer-oriented values between the employees and the bank. 
Table 5- The relation between using delegative leadership style and shared customer-oriented 
values 

No.  Causal path  p-value value T  Standard path 
coefficient  Result  

1 

Using delegative 
leadership style on 
shared customer-
oriented values 

  

0.05>  0.69  0.16  Rejected  

 
Based on the Table 5, value 0.69 (smaller than 1.96) as t-value showed the lack of significant 
relation between using delegative leadership style and shared customer-oriented values at 
confidence interval 95% it means that H0 hypothesis is supported at confidence interval 95%. 
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Thus, there is no direct and significant relation between using delegative leadership style and 
shared customer-oriented values 
Fifth hypothesis of the study as using participative leadership style had direct and significant 
relationship on shared customer-oriented values between the employees and the bank. 
Table 6- The relation between using participative leadership style and shared customer-oriented 
values 

No.  Causal path  p-value value 
T  

Standard path 
coefficient  Result  

1  

Using participative leadership 
style on shared customer-

oriented values 
  

0.05<  4.03  0.13  Supported   

 
Based on the Table 6, value 4.03 (bigger than 1.96) as t-value showed the significant relation 
between using participative leadership style and shared customer-oriented values at confidence 
interval 95% it means that H0 hypothesis is rejected at confidence interval 95%. Thus, there a 
direct and significant relation between using participative leadership style and shared customer-
oriented values 

Sixth hypothesis of the study as using directive leadership style had direct and significant 
relationship on shared customer-oriented values between the employees and the bank. 
 
 

Table 7- The relation between using directive leadership style and shared customer-oriented 
values 

No.  Causal path  p-value value T  
Standard 
path 
coefficient  

Result  

1 

Using directive 
leadership style on 

shared customer-oriented 
values 

  

0.05>  -0.053  -0.9  Rejected   

 
Based on the Table 7, value -0.53 (smaller than 1.96) as t-value showed the lack of significant 
relation between using directive leadership style and shared customer-oriented values at 
confidence interval 95% it means that H0 hypothesis is supported at confidence interval 95%. 
Thus, there no direct and significant relation between using directive leadership style and shared 
customer-oriented values 

Seventh hypothesis of the study as using delegative leadership style had direct and significant 
relationship on employees’ motivation. 

Table 8- The relation between using delegative leadership style and employees’ motivation 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 Using delegative 
leadership style on 0.05<  3.32  0.04  Supported   
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employees motivation  
 
Based on the Table 8, value 3.32 (bigger than 1.96) as t-value showed the significant relation 
between delegative leadership style and employees motivation at confidence interval 95% it 
means that H0 hypothesis is rejected at confidence interval 95%. Thus, there is a direct and 
significant relation between delegative leadership style and employees motivation. 
Eighth hypothesis of the study as using participative leadership style had direct and significant 
relationship on employees’ motivation. 
 
 
Table 9- The relation between using participative leadership style and employees’ motivation 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 
Using participative 
leadership style on 

employees motivation  
0.05<  3.19  0.11  Supported   

 
Based on the above Table, value 3.19 (bigger than 1.96) as t-value showed the significant 
relation between participative leadership style and employees motivation at confidence interval 
95% it means that H0 hypothesis is rejected at confidence interval 95%. Thus, there is a direct 
and significant relation between participative leadership style and employees motivation. 

Ninth hypothesis of the study as using directive leadership style had direct and significant 
relationship on employees’ motivation. 

Table 10- The relation between using directive leadership style and employees’ motivation 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 
Using directive 
leadership style on 

employees motivation  
0.05>  1.15  0.13  Rejected   

 
Based on the Table 10, value 1.15 (smaller than 1.96) as t-value showed the lack of significant 
relation between directive leadership style and employees motivation at confidence interval 95% 
it means that H0 hypothesis is supported  at confidence interval 95%. Thus, there is no direct and 
significant relation between directive leadership style and employees motivation. 
Tenth hypothesis of the study as using delegative leadership style had direct and significant 
relationship on employees’ commitment to service quality. 
 
 
 
Table 11- The relation between using delegative leadership style and employees’ commitment to 
service quality 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  
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1 

Using delegative 
leadership style on 
employees’ commitment 
to service quality 

  

0.05<  5.23  0.42  Supported   

 
Based on the Table 11, value 5.23 (smaller than 1.96) as t-value showed the significant relation 
between delegative leadership style and employees’ commitment to service quality at confidence 
interval 95% it means that H0 hypothesis is rejected  at confidence interval 95%. Thus, there is a 
direct and significant relation between delegative leadership style and employees’ commitment 
to service quality. 
Eleventh hypothesis of the study as using participative leadership style had direct and significant 
relationship on employees’ commitment to service quality. 
Table 12- The relation between using participative leadership style and employees’ commitment 
to service quality 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 

Using participative 
leadership style on 
employees’ commitment 
to service quality 

  

0.05<  4  0.19  Supported  

 
Based on the Table 12, value 4.00 (bigger than 1.96) as t-value showed the significant relation 
between participative leadership style and employees’ commitment to service quality at 
confidence interval 95% it means that H0 hypothesis is rejected  at confidence interval 95%. 
Thus, there is a direct and significant relation between participative leadership style and 
employees’ commitment to service quality. 

Twelfth hypothesis of the study as using directive leadership style had direct and significant 
relationship on employees’ commitment to service quality. 

Table 13- The relation between using directive leadership style and employees’ commitment to 
service quality 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 

Using directive 
leadership style on 
employees’ commitment 
to service quality 

  

0.05>  1.25  0.13  Rejected   

 
Based on above table, value 1.25 (smaller than 1.96) as t-value showed the lack of significant 
relation between directive leadership style and employees’ commitment to service quality at 
confidence interval 95% it means that H0 hypothesis is supported  at confidence interval 95%. 
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Thus, there is no direct and significant relation between directive leadership style and 
employees’ commitment to service quality. 

Thirteenth hypothesis of the study as shared customer oriented values between the employees 
and bank had direct and significant effect on employees’ job motivation. 

Table 14- The relation between shared customer oriented values between the employees and 
bank and employees’ job motivation 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 

shared customer oriented 
values between the 
employees and bank and 
employees’ job 

motivation  

0.05>  0.88  0.49  Rejected   

 
Based on table 14, value 0.88 (smaller than 1.96) as t-value showed the lack of significant 
relation between shared customer oriented values between the employees and bank and 
employees’ job motivation at confidence interval 95% it means that H0 hypothesis is supported  
at confidence interval 95%. Thus, there is no direct and significant relation between shared 
customer oriented values between the employees and bank and employees’ job motivation. 

Fourteenth hypothesis of the study as shared customer oriented values between the 
employees and bank had direct and significant effect on employees’ commitment to service 
quality. 

Table 15- The relation between shared customer oriented values between the employees and 
bank and employees’ commitment to service quality 

No.  Causal path  p-value value T  
Standard 

path 
coefficient  

Result  

1 

shared customer oriented 
values between the 
employees and bank and 
employees’ commitment 

to service quality  

0.05<  4.52  0.78  Supported   

 
Based on table 15, value 4.52 (smaller than 1.96) as t-value showed the significant relation 
between shared customer oriented values between the employees and bank and employees’ 
commitment to service quality at confidence interval 95% it means that H0 hypothesis is rejected  
at confidence interval 95%. Thus, there is a direct and significant relation between shared 
customer oriented values between the employees and bank and employees’ commitment to 
service quality. 
Fifteenth hypothesis of the study as job motivation of the employees had direct and significant 
effect on employees’ commitment to service quality. 
Table 16- The relation between job motivation of the employees and employees’ commitment to 
service quality 

No.  Causal path  p-value value T  Standard 
path Result  
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coefficient  

1 

job motivation of the 
employees on 
employees’ commitment 
to service quality 

  

0.05<  4.41  0.06  Supported   

 
Based on table 16, value 4.41 (bigger than 1.96) as t-value showed the significant relation 
between job motivation of the employees and employees’ commitment to service quality at 
confidence interval 95% it means that H0 hypothesis is rejected  at confidence interval 95%. 
Thus, there is a direct and significant relation between job motivation of the employees and 
employees’ commitment to service quality. 
To examine the Global Goodness of Fit (GOF), the followings were applied: Chi-square index 
(X2) , Chi-square index to degree of freedom ratio (X2/df), Goodness of Fit Index (GFI), 
Adjusted Goodness of Fit Index (AGFI), Comparative Fit Index (CFI)( Bentler, 1999), Normed 
Fit Index (NFI), Non-Normed Fit Index (NNFI), Incremental Fit Index (IFI), Relative Fit Index 
(RFI), Standardized Root Mean Residual (SRMR), Root Mean Square Error Of Approximation 
(RMSEA) (Brown and Kadek, 1993).  
Final goodness of fit indices are presented in table 17. The model goodness of fit including 
GFI=0.92, AGFI=0.93, RMSEA=0.052, df /χ2=1.608 showed the goodness of fit and supported 
it. RMSEA=0.052 is a good index and showed the good model of the study in Bank Melli  of 
Iran and showed the goodness of fit of the theoretical model with the real data. Path diagram of 
conceptual model is shown on figures 2 , 3. 
Table 17. The goodness of fit indices of the final model of the study  

No.  Goodness of fit 
indices  Study model  Acceptable value for 

each index  Result  

1 GFI1  0.92 Higher than 0.9     
2 AGFI2  0.93 Higher than 0.9     
3 df/χ2  1.74 Smaller than 5     
4 RMSEA3  0.046 Smaller than 0.08     
5 NFI4 0.94 Higher than 0.9     
6 NNFI5  0.96 Higher than 0.9    
7 CFI6 0.96 Higher than 0.9     
8 IFI7  0.96 Higher than 0.9    
9 RFI8 0.93 Higher than 0.9    
10 SRMR9 0.044 Smaller than 0.08     

 
 
                                                             
1- Goodness of Fit Index 
2- Adjusted Goodness of Fit Index 
3-Root Mean Square Error of Approximation 
4-Normed Fit Index 
5-Non-Normed Fit Index 
6-Comparative Fit Index 
7-Incremental Fit Index 
8- Relative Fit Index 
9 - Standardized Root Mean Residual 
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Figure 2 Path diagram of the study model based on standard path coefficients 
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Figure 3 The path diagram of the study model based on significance coefficients  
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Discussion and conclusion 
The results of data analysis of the hypothesis showed the significant relation between 
management commitment and the quality of using participative leadership style and the result of 
this hypothesis was consistent with the study of Clark and Safa. The results of data analysis of 
the third hypothesis showed the significant relation between management commitment to quality 
and using directive leadership style. The results of the present study with the study of Safa were 
not consistent and it was consistent with Clark study. The results of data analysis of the fourth 
hypothesis showed that there is no direct and significant relation between delegative leadership 
style and shared customer-oriented values. In the study of Clark (2009) and Bown and Lavler 
(1992) raising empowerment style, this relationship is supported and the result is in line with the 
study of Safa. 
The results of the data analysis of the hypothesis, there is a significant relation between 
participative leadership style and shared customer-oriented values. It can be said that using 
participative leadership style increased the shared customer-oriented values between the 
employees and the bank. The result of this hypothesis is consistent with the results of the study 
of Clark (2009), Safa (2010) and Masi and Cooke (2000). 
  The results of sixth hypothesis data analysis showed the lack of significant relation between 
using directive leadership style and shared customer-oriented values. There is no significant 
relation between using directive leadership style and shared customer oriented values. The 
results of the study were similar with the results of the study of Clark et al. (2009) and Hartline et 
al., (2000) and Safa (2010). The results of data analysis of seventh hypothesis showed the 
significant relationship between delegative leadership style and motivation of the employees. 
There is a significant and direct relation between delegative leadership style and motivation of 
the employees. The results of the eighth hypothesis data analysis showed the significant relation 
between participative leadership style and motivation of the employees. It means that there is a 
direct and significant relation between participative leadership style and motivation of the 
employees and by participative leadership style, the motivation of the employees is increased. 
The results of data analysis of ninth hypothesis showed the lack of significant relation between 
directive leadership style and motivation of the employees and it means that there is no direct 
and significant relation between using directive leadership style and motivation of the 
employees. The results of tenth hypothesis data showed the significant relation between 
delegative leadership style and employees commitment to service quality, it means that there is a 
direct and significant relation between delegative leadership style and employees commitment to 
service quality. The results of the study were not consistent with the results of the study of Safa 
(2010) investigating the empowerment leadership. 
The results of analysis of eleventh hypothesis showed the significant relation between 
participative leadership style and employees commitment to service quality. Thus, there is a 
direct and significant relation between participative leadership style and employees commitment 
to service quality. The results of data analysis of the hypothesis showed the lack of significant 
relation between using directive leadership style and the employees commitment to service 
quality. It means that there is no direct and significant relation between directive leadership style 
and employees commitment to service quality. The result of this hypothesis was consistent with 
the result of the study of Clark et al., (2009) and Safa (2010). 
The results of data analysis showed the lack of significant relation between shared customer -
oriented values between the employees, bank and job motivation. It means that there is no direct 
and significant relation between customer-oriented values of bank and employees and job 
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motivation. The results of data analysis showed the significant relation between shared customer 
oriented values between the employees, bank and employees commitment to service quality. 
There is a direct and significant relation between shared customer-oriented values between the 
employees and bank and employees commitment to service quality. It means that when the 
organization values and employees are consistent with the aims, it causes that the employees 
respect the organizational values and observing these values is one of their priorities. The 
attempt to keep these values cause that the employees get along with the organization goals and 
are more committed to the values and goals (Deshpande and Webster, 2000). It can be said that 
the increase of shared customer-oriented values between the employees and the bank increased 
the employees’ commitment to service quality presented to the customers. It can be said that the 
result of this hypothesis is consistent with the results of Clark et al. (2009), Safa (2010), Hartline 
et al., (2000). 
The results of fifteenth hypothesis analysis showed the significant relation between job 
motivation of the employees and employees’ commitment to service quality. Thus, there is a 
direct and significant relation between job motivation of the employees and employees’ 
commitment to service quality. In other words, with the increase of employees’ motivation, the 
employees’ commitment to service quality presented to the customers is increased. 
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