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ABSTRACT 
 
This research is an attempt to investigate the reasons for low satisfaction of customers in Urmia Melli bank 
branch, and to explore the possible problems in organizational structure of this bank. Due to the rising 
expectations of the bank customers we aim to find out effective ways to solve these problems and offer 
better services. To investigate the questions in mind and provide possible answers to the research questions, 
we proposed one major hypothesis and three minor hypotheses. We adopted “Descriptive” method and 
having operationally defined our variables, we gathered data required through questionnaires. To analyze 
data gathered we applied t-student and two-sentence test. The result showed that this given bank had a 
mechanical structure and customer’s satisfaction was very low. Analyzing data through t-test, it was shown 
that customer’s satisfaction was very low in banks with mechanical structures in comparison with that in 
banks with organic structures. Having got the results, we can say that banks need to adopt more organic 
structures to get better customer satisfaction. 
KEYWORDS: Organizational Structure, Customer Oriented, Customer Satisfaction, Mechanical Structure, 

Organic Structure. 
 

1. INTRODUCTION 
 
The role of the organization in achieving economic, political, social and cultural goals is so prominent 

that different organizations in any society are considered the engines for accomplishment for the goals. It is 
axiomatic that an organizational structure that is incompatible with the society’s goal is a preventive 
bureaucracy that will mislead all the society. Therefore, in order to create the necessary strategies with 
regard to providing desirable and effective services for people and in order to institutionalize customer 
satisfaction in the organizations, the “Enhancement and Maintenance of People’s Dignity” program has 
become one of the programs for administrative reform while people’s dignity and customer satisfaction 
have always been emphasized by those working the country’s banking system. Proper organizational 
structure for each industry, as a guide for this industry, could contribute to increasing its speed towards pre-
determined goals and mission. Considering the rapid and unexpected changes in the present era, it is 
necessary to study and investigate the organization and its structure at all times so that we achieve the goals 
that the management follows. On the other hand, without considering customers’ needs and desires, 
organizations would not be able to continue their life.  Most companies have realized the fact that providing 
quality products and services that are in consistency with the needs and desires of the customers will bring 
them important competitive advantage, which will in turn leads to higher sales and profits for the 
companies. As a result, taking customer satisfaction into consideration is of great significance. Nowadays, 
one of the main reasons behind customer dissatisfaction with organizations is their bureaucratic and 
hierarchical structure that has great complexity, formalization, and centralization. In such structures, 
customers are at the base of the pyramid and in order to inform senior managers of their needs, they have to 
go through different official levels and need to pass a variety of different rules and regulations, bylaws, and 
instructions. Therefore, careful understanding and investigation of organizational structure and its effect on 
customer satisfaction as well as adopting proper strategies and plans for satisfying the customers are among 
the most important activities that companies need to perform in order to succeed in today’s competitive 
market. Organizational structure dictates how the duties need to be assigned, who is reporting to whom, and 
what are the official coordinating strategies as well as the organizational interaction patterns that need to be 
observed (Robbins and Timothy, 2012). 
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Organizational structure has three main roles. The most important role of structure is to accomplish 

the goals of the organization. Second, the structure is designed so to identify the authority of different 
people and to set the approaches. Third, it identifies the structure of the scope or the boundaries of authority 
so that the decisions will be made within such boundaries (Hall, 2001).  

Nowadays, the progresses made in the realm of information technology have made the necessity of 
restructuring the organizational structure unavoidable. Application of information technology such as internet 
and the comprehensive use of computers and computer networks have led to the fact that new organizational 
forms, which have a totally different nature in comparison to traditional, large and administrative 
organizations of the past, come into existence (Drucker and Stewart, 2008). Electronic revolution has changed 
commerce in many different ways. Traditional organizational structures can no longer be compatible with 
such reforms and they decrease creativity and innovation and will weaken the performance of the organization 
with creating fear and stress (Stanny and Johnson, 2000). The ever-increasing speed of globalization and the 
rapid changes, make the requirement for a commercial structure that can make use of this condition to its best, 
vital. The new market requires constant consistency and immediate reactions. The competitive advantages of 
the past are no longer valid and the organizations and corporations that used to perform a vast range of 
activities in a particular place have been replaced by small corporations that have focused on specific activities 
in order to guarantee customer satisfaction (Galbraith et al., 2010). 
 
2. Different Types of Organizational Structures 

2.1. Mechanistic or Bureaucratic Structures 
Bureaucracy has been defined as an ideal organizational form based on clear and exact task division, 

clearly-defined hierarchy, official regulations and bylaws, and promotion based on merits. Bureaucratic 
organizations could be very official and based on tough regulations. Relying on regulations and bylaws, 
they could be slow in responding to the environmental changes. Structure of these organizations includes 
the following features:  

1. Completely professional jobs  
2. Similar units and departments  
3. Limited control area  
4. Central authority.  
This type of organization provides proper solutions for more and less fixed and passive activities 

(Klüber et al., 1999). 
2.2. Organic Structures 
One form of organizational bureaucracy is accomplished when the environment is stable, however, 

when the environment undergoes rapid changes and is unstable, it will encounter problems. In active 
situations, a less bureaucratic form, which is called organic, will act best. The structure of such 
organizations has the following features.  

1. Simple and non-specialized jobs  
2. Different units and departments  
3. Vast control scope  
4. decentralized authority.  
This type of structure not only will result in a high level of production and efficiency, but will also 

lead to customer satisfaction, flexibility and development (Klüber et al., 1999). 
2.3. Different Dimensions of Organizational Structure from the Perspective of Stephan Robbins  
1. Complexity: complexity points out the amount of separation in an organization: 
1.1 horizontal Differentiation: refers to the amount of separation between organizational units and 

based on the position of members of the organization, the nature of their duties, level of education and the 
training they have had. 

1.2. Vertical Differentiation: refers to the depth or the height of the structure of the organization 
1.3. Spatial Differentiation: separation of offices, factories, and members of the organization based on 

the geographical location 
2. Formality: refers to the amount or degree to which organizational careers are standardized.  
3. Centralization: refers to the degree to which decision-making is centralized in a particular spot of 

the organization (Robbins and Timothy, 2012). 
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2.4. Customer Satisfaction 
In the modern world economy, those rivals have been successful who have realized that customer 

satisfaction is a vital factor and strategic weapon that will lead to an increase in market share and increase 
in the share of profit. They believe that creating customer satisfaction will not only help to keep the old 
customers, but also contributes to attracting new ones (Robbins and Timothy, 2012). In recent years, the 
possibility of mass production has paved the grounds for increasing the supply in comparison to demand, 
and thus producers has no choice but to gain customer satisfaction. Therefore, maintaining and attracting 
beneficial customers is in fact a knowledge asset and is competitive advantage (Johnson et al., 2001) (See 
Figure 1).  
2.5. Definition of Customer 

Customer (also known as a client, buyer, or purchaser) is the recipient of a good, service, product, or 
idea, obtained from a seller, vendor, or supplier for a monetary or other valuable consideration 
(Reizenstein, 2004; Kendall, 2007).  Customers are generally categorized into two types: 

 An intermediate customer or trade customer (more informally: "the trade") who is a 
dealer that purchases goods for re-sale (Reizenstein, 2004).  

  An ultimate customer who does not in turn re-sell the things bought but either passes 
them to the consumer or actually is the consumer (Reizenstein, 2004)..  

 

 
Figure 1. Advantages of Customer Satisfaction 

 
Customers compare the performance of a product/service with some performance standards. When 

this performance is better and higher than the standard, customers will be satisfied; when this performance 
is lower than the standard, customers will be dissatisfied (Karna, 2004). Customer satisfaction is the sense 
of pleasure that customer feels because of the different features of a product or service. Customer 
satisfaction is considered a person’s positive mental assessment of a product (or service). 
 
4. Theoretical Framework of the Study 

This study uses two theoretical frameworks to investigate the relationship between organizational 
structure and customer satisfaction. In order to study the independent variable of organizational structure 
and determining its different dimensions, the theory presented by Stephen Robbins, in which the 
dimensions of organizational structure are complexity, formality, and centralization, was used (Robbins and 
Judge, 2007). For the dependent variable of customer satisfaction, Parasuraman theory was selected as the 
theoretical framework. In this theory dimensions of customer satisfaction include: tangibles, reliability, 
responsiveness, assurance and empathy. 

Customer 
Satisfaction 

Gaining public 
confidence

Keeping 
customers away 

from the 
competitors

Creating 
competitive 
advantage

Decreasing the 
costs of winning 

over new 
customers

Stable growth 
and 

development

Decreasing the 
costs imposed 

by mistakes

Improving and 
increasing 

reputation and 
positive 

statements

Encouraging 
repeating 

transactions and 
loyalty

28 



 
 Nejadirani and Heidari, 2013 

 
5. Research Hypotheses: 

5.1. Main hypothesis: 
Mechanic nature of organizational structure will decrease customer satisfaction in branches of Melli 

bank in Urmia city.  
5.2. Alternative Hypothesis: 
A. too much organizational complexity decreases customer satisfaction in branches of Melli bank in 

Urmia city.  
A1. Too much horizontal differentiation in the organization decreases customer satisfaction in 

branches of Melli bank in Urmia city.  
A2. Too much vertical differentiation in the organization decreases customer satisfaction in branches 

of Melli bank in Urmia city. 
A3. Too much spatial differentiation in the organization decreases customer satisfaction in branches 

of Melli bank in Urmia city. 
B. Too much organizational formality decreases customer satisfaction in branches of Melli bank in 

Urmia city.  
C. Too much centralization in organizational authorities decreases customer satisfaction in branches 

of Melli bank in Urmia city. 
6. METHODOLOGY 

 
As far as methodology is concerned, the present study is considered descriptive-survey and with 

regard to objectives it is an applied-practical.  
6.1. Tools for Collecting Data 
Tools for collecting the data of this study is a questionnaire including two separate standard 

questionnaires. In order to assess organizational structure Robbins’ World Standard Questionnaire that has 
24 questions was used. In order to assess customer satisfaction, Parasuraman theory including 21 questions 
was used.  

 
6.2. Geographical location and the statistical population of the study 
The geographical location of the present study includes all branches of Melli bank, including 42 

branches, in Urmia City. Statistical population includes: 
-Staff of branches of Melli bank in Urmia City, including 407 people.  
-Clients with term deposits, including 9000 people 
6.3. Sample size and Sampling Method 
In order to distribute the staff and clients’ questionnaires, all 42 branches of Melli bank in the city 

were selected. In order to determine the statistical population, simple random sampling method was used 
and in order to determine the sample size, Cochran formula was used.  

A. Staff Sample: the total number of staff of different branches of Melli bank in Urmia City is 407.  
Since it was costly and time-consuming to access all the staff, the following formula was used to obtain the 
sample size: 
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The number of samples obtained from the above formula is 197. Predicting that a certain number of the 
questionnaires would be not is usable, 210 questionnaires were distributed among the staff and eventually 
198 questionnaires were recognized valid. Since due to security reasons, the exact number of the staff in 
each branch and their characteristics were not declared by the branch’s supervisor, for each branch an equal 
number of staff (5) were questioned. 
B. Clients Sample: Since it was costly and time-consuming to access all the 9000 clients, Cochran formula 
was used to obtain the sample size of clients.  
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The sample size obtained from the above formula was 368 and predicting that a certain number of 

the questionnaires would be not usable, 378 questionnaires were distributed evenly among the clients of 
each branch in 14 days (3 branches in each day).  Among the completed questionnaires, 370 questionnaires 
were recognized valid and were analyzed. 

 
7. RESULTS 

 
Investigating Customer Satisfaction: 

In order to investigate customer satisfaction with the service provided in different branches of Melli 
bank in Urmia city, the binominal test was used.  
 
 
Table 1. Result of binominal test related to customer Satisfaction 

Mean of 
Responses 

Significance 
Level 

Confidence 
Level 

Observed Relation 
(Responds above average) 

Expected 
Percentage 

Result of 
Binominal Test 

2.49 0.000 95% 0.14 50% Rejection of Null 
Hypothesis 

 
According to Table 1, it can be seen that mean of responses is 2.49 and the meaningful level p=0.000 is 
lower than Ŭ = 0.05, thus H0 is rejected and H1 is confirmed with 95% certainty.  
Therefore, it can be concluded that customer satisfaction in different branches of Melli bank in Urmia city 
is lower than average.  
 
Investigating and determining the type of organizational structure in branches of Melli bank in 
Urmia city 
A. Investigation of Complexity of the organization 
A1. Investigating horizontal differentiation of organization and testing A1 hypothesis 
In order to investigate the feedback of the staff about this aspect of complexity, the mean of answers to 
questions 1 and 2 in the Assessment of Organizational Structure Questionnaire was obtained and then the 
binominal test was done.  
 
Table 2. Result of binominal test for horizontal complexity 

Mean of 
Responses 

Significance Level Confidence Level Observed 
Relation 

(Responds above 
average) 

Expected 
Percentage 

Result of 
Binominal Test 

3.77 0.000 95% 0.0.77 50% Rejection of null 
Hypothesis 

 
Based on Table 2, it could be said that on the whole the organization has high horizontal 

differentiation. Based on Table 3, which is used to compare customer satisfaction in two groups of branches 
with low and high horizontal differentiation, significance level is p=0.019 and is lower than Ŭ=-.05. Since 
statistics t=2.367, t is outside the borders of the critical area, H0 is rejected and H1 is confirmed with 95% 
certainty. (it should be mentioned that the border of the critical area is 1.96. it could be concluded that 
customer satisfaction is low in branches with high horizontal differentiation and thus A1 Hypothesis is 
confirmed.  
 
Table 3. Result of t-test related to A1 hypothesis 

T Statistics  Significance Level Confidence Level Outcome of Test  
2.49 0.000 95% Unequal satisfaction in the two groups and lower customer 

satisfaction in the branches with high horizontal differentiation 
 
A2. Investigating vertical differentiation of organization and testing A2 hypothesis 
In order to investigate the feedback of the staff about this aspect of complexity, the mean of answers to 
questions 3 and 4 in the Assessment of Organizational Structure Questionnaire was obtained and then the 
binominal test was done.  
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Table 4. Result of binominal test on vertical differentiation  

Mean of 
Responses 

Significance Level Confidence Level Observed 
Relation 

(Responds above 
average) 

Expected 
Percentage 

Result of 
Binominal Test 

1.88 0.000 95% 0.04 50% Rejection of null 
Hypothesis 

 
Table 2 indicates that on the whole the organization has low vertical differentiation. Based on the table 
below, which compares customer satisfaction in two groups of branches with low and high vertical 
differentiation, significance level is p=0.858 and is lower than Ŭ=-.05. Since statistics t=0.18, t is inside the 
borders of the critical area, H0 is confirmed and H1 is rejected. H2 is not confirmed.  
 
Table 5. Result of t-test on A2 Hypothesis 

T Statistics  Significance Level Confidence Level Outcome of Test  
0.18 0.858 95% Equal satisfaction in the two groups and not lower customer 

satisfaction in the branches with high vertical differentiation 
 
A3. Investigating spatial differentiation of organization and testing A3 hypothesis 

In order to investigate the feedback of the staff about this aspect of complexity, the mean of answers 
to questions 5, 6, and 7 in the Assessment of Organizational Structure Questionnaire was obtained and then 
the binominal test was done.  
 
Table 6. Result of binominal test on spatial differentiation  

Mean of 
Responses 

Significance Level Confidence Level Observed 
Relation 

(Responds above 
average) 

Expected 
Percentage 

Result of 
Binominal Test 

1.31 0.000 95% 0.00 50% Rejection of null 
Hypothesis 

 
Table 6 indicates that on the whole the organization has low spatial differentiation. Since spatial 

differential has been assessed low by all the staff, it is not possible to divide the branches in two and to 
conduct the t-test. As the result of low customer satisfaction, this hypothesis is not confirmed. It could be 
concluded that customer dissatisfaction in this bank is not the result of spatial differentiation.  
 
A4. Investigating total complexity of organization and testing A1 hypothesis 

In order to investigate the feedback of the staff about this dimension, the mean of answers to the first 
seven questions in the Assessment of Organizational Structure Questionnaire was obtained and then the 
binominal test was done.  
 
Table 7. Result of binominal test on total complexity of the organization 

Mean of 
Responses 

Significance Level Confidence Level Observed 
Relation 

(Responds above 
average) 

Expected 
Percentage 

Result of 
Binominal Test 

2.17 0.000 95% 0.00 50% Rejection of null 
Hypothesis 

 
Table 7 indicates that on the whole the organization has low complexity. Since complexity has been 
assessed low by all the staff, it is not possible to divide the branches in two and to conduct the t-test. As the 
result of low customer satisfaction, this hypothesis is not confirmed and it could be concluded that 
customer dissatisfaction in this bank is not the result of complexity.  
 
B. Investigating formality of organization and testing A2 hypothesis 
In order to investigate the feedback of the staff about this dimension, the mean of answers to the questions 
8 to 14 in the Assessment of Organizational Structure Questionnaire was obtained and then the binominal 
test was done.  
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Table 8. Result of binominal test on formality of the organization 

Mean of 
Responses 

Significance Level Confidence Level Observed 
Relation 

(Responds above 
average) 

Expected 
Percentage 

Result of 
Binominal Test 

4.08 0.000 95% 1.00 50% Rejection of null 
Hypothesis 

 
Table 8 indicates that on the whole the organization has low formality. Since formality has been assessed 
high by all the staff, it is not possible to divide the branches in two and to conduct the t-test. As the result of 
low customer satisfaction, this hypothesis is confirmed and it could be concluded that high formality has 
resulted in low customer dissatisfaction in this bank. 
 
C. Investigating centralization of authorities in the organization and testing A3 hypothesis 
In order to investigate the feedback of the staff about this dimension, the mean of answers to the questions 
15 to 24 in the Assessment of Organizational Structure Questionnaire was obtained and then the binominal 
test was done.  
 
Table 9. Result of binominal test on centralization of authorities of the organization 

Mean of 
Responses 

Significance Level Confidence Level Observed 
Relation 

(Responds above 
average) 

Expected 
Percentage 

Result of 
Binominal Test 

3.63 0.000 95% 0.01 50% Rejection of null 
Hypothesis 

 
Table 9 indicates that on the whole the organization has high centralization of authorities. Based on Table 
10, which is used to compare customer satisfaction in two groups of branches with low and high 
centralization of authorities, significance level is p=0.026 and is lower than Ŭ=-.05. Since statistics t=2.242, 
t is outside the borders of the critical area, H0 is rejected and H1 is confirmed with 95% certainty. (it should 
be mentioned that the border of the critical area is 1.96. Therefore, it could be concluded that customer 
satisfaction is low in branches with high centralization of authorities and thus this Hypothesis is confirmed.  
 
Table 10. Result of t-test on C Hypothesis 

T Statistics  Significance Level Confidence Level Outcome of Test  
2.242 0.026 95% Unequal satisfaction in the two groups and lower customer 

satisfaction in the branches with high centralization of 
authorities 

 
D. Investigating total situation of organizational structure and testing the study’s main hypothesis 
In order to investigate the feedback of the staff, the mean of all answers to the 24 questions in the 
Assessment of Organizational Structure Questionnaire was obtained and then the binominal test was done.  
 
Table 11. Result of binominal test on centralization of authorities of the organization 

Mean of 
Responses 

Significance Level Confidence Level Observed 
Relation 

(Responds above 
average) 

Expected 
Percentage 

Result of 
Binominal Test 

3.33 0.000 95% 0. 87 50% Rejection of null 
Hypothesis 

 
Table 11 indicates that the mean of responses was 3.33 and the significance level was p=0.000 which is 
lower than Ŭ=-.05. Thus, H0 is rejected and H1 is confirmed with 95% certainty. On the whole, the 
organization has a mechanic structure. On the other hand, based on Table 12, which is used to compare 
customer satisfaction in two groups of branches with low and high mechanics, significance level is p=0.003 
and is lower than Ŭ=-.05. Since statistics t=-2.985, t is outside the borders of the critical area, H0 is rejected 
and H1 is confirmed with 95% certainty. It should be mentioned that the border of the critical area is 1.96. 
Therefore, it could be concluded that Mechanic organizational structure has decreased customer satisfaction 
in these banks.  

32 



 
 Nejadirani and Heidari, 2013 

 
Table 12. Result of t-test on the main hypothesis of the study 

T Statistics  Significance Level Confidence Level Outcome of Test  
-2.985 0.003 95% Unequal satisfaction in the two groups and lower customer 

satisfaction in the branches with high mechanic structure 
 

8. CONCLUSION 
 
In this section, given the data analysis, the results will be presented thus: 
Given the results of the tables presented in part 7, it can be concluded: 

 Customer satisfaction in branches with high horizontal complexity is very low. This proves 
hypothesis A1. 

 Customer dissatisfaction in Bank Melli branches of Urmia is not due to the horizontal complexity 
of the organization. This helps reject hypothesis A2. 

 Customer dissatisfaction in Bank Melli branches of Urmia is not due to spatial complexity of the 
organization. 

 Customer dissatisfaction in Bank Melli branches of Urmia is not due to the complexity of the 
organization. 

 Higher formality has caused a decrease in the customer satisfaction in Bank Melli branches of 
Urmia. 

 Customer satisfaction in branches with higher concentration of power and discretion is very low, 
which leads to the proving of this hypothesis. 

 The organizational structure being too much mechanical has led in the banks under study to a 
decrease in customer satisfaction. As a result, the more effort on the part of the bank to be more 
organic, there more customer satisfaction. 
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