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Abstract
This study aimed to determine effective organizational communication with Organizational Silence and Organizational Citizenship 
Behavior is done. This research is a quantitative and descriptive survey method. The study population consisted of all employees in 
the country’s Export Development Bank whose number is 1,200, a sample according to the sample of 291 was achieved using two-
stage cluster online questionnaire was distributed among the population under study and the sample was calculated according to 
the formula Cochran 291, the cluster using two-step online questionnaire was distributed among the population under study. The 
tool data is measured using standard questionnaires and effective organizational communications questionnaire (25 questions), 
organizational silence (25 questions) and organizational citizenship behavior (25 questions) which is then distributed between 
the staff number of 284 questionnaire were collected. Data analysis was performed using structural equation and software 
Lisrel. Analysis shows the overall indices measure the overall model is perfectly acceptable situation. The results show an inverse 
relationship between effective organizational communication and organizational silence (0.86-) there is a significant and also 
an inverse relationship between organizational silence and organizational citizenship behavior (0.19-) there is a significant, and 
finally a positive relationship between organizational communication effectiveness and organizational citizenship behavior (0.16) 
significantly there.

1.  Introduction

Despite the increasing use of information technology, there 
is still a gap in the organization’s performance and perfor-
mance. It is now strongly believed that the performance of the 
organization depends to a large extent on efforts beyond the 
requirements of the staff (Ibrahimpour et al., 2012). The very 
changing and changing conditions governing organizations 
and their entry into the knowledge-based economy, increasing 
competition and the need for the effectiveness of organizations 

today reveal the need for a valuable generation of employees 
as organizational troops17. Today, actions and behaviors are 
more than expected to be outlined in the job description and 
a new wave of existing knowledge has created organizational 
performance benefits14. Over the past 25 years, researchers 
have attempted to identify, through multiple researches, those 
employee behaviors that make their mental and social status 
more effective and effective13. These behaviors include helping 
others, tolerance of incompatibility, participation in corporate 
affairs, supporting the organization or becoming volunteers 
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for responsibilities beyond the duty and can be responded 
promptly (in response to a request for help) or actively (offer 
assistance to a partner)4. Such behaviors are conceptualized in 
a variety of ways and with different titles, but are often dis-
cussed as organizational citizenship behaviors; behaviors that 
emphasize the interests of the group and organization on indi-
vidual interests15. Organizational citizenship behavior includes 
behaviors for the formation of a job and requires that these 
behaviors contribute to the overall success of the organization. 
Since the 1970s, organizational citizenship behavior has been 
studied and there are many theoretical foundations about it20. 
Based on organizational theories, organizational citizenship 
behavior is clearly contributing to the organization’s com-
petitiveness and performance, as well as the willingness and 
willingness to behave as a result of the growing global compe-
tition is of particular importance. Today, these behaviors are 
considered to be integral to performance management and have 
entered into different aspects of the organization. Considering 
that increasing the effectiveness and consequently, excellence 
among competitors is always one of the issues and concerns of 
managers, recognizing organizational citizenship behavior and 
its areas of deployment can be considered as an effective and 
useful step in this direction11. The key elements of organiza-
tional citizenship behavior are: (1) Behavioral, beyond formal 
formalization by organizations, (2) is completely optional, (3) 
not directly attributed to the official organization structure of 
the organization, and (4) is essential for the success and perfor-
mance of the organization12.

Today, in many organizations, employees are refusing to 
give their opinions and ideas about organizational issues and 
there is a climate in organizations that often make employees 
feel that their opinions are not worthy of and that employees 
are free to express ideas7. One of the hallmarks of organiza-
tional disregard is organizational silence. An unimportant 
person does not care about compliance with the organization’s 
rules and regulations and the proper use of the resources and 
facilities of the organization16. Organizational silence consid-
ers an ineffective organizational process that results in waste 
of costs and efforts and can involve various forms such as col-
lective silence in meetings, low participation rates, and lack of 
talk about the organization (Dan et al., 2009) . Organizational 
silence by limiting employees’ comments reduces the effec-
tiveness of organizational decision making and changing 
processes and this is the subject that many organizations are 
afraid of (Gallavandi and Moradi, 2015). Also, this behav-
ioral phenomenon is effective in preventing negative feedback 
from obstructing organizational transformation. Therefore, 
the organization loses the ability to check and correct errors. 
Therefore, attention to this common problem in organiza-
tions is very important. In general, two categories of beliefs 
are related to silence of individuals. One is that talking about 

the organization’s issues is futile. Moreover, talking about 
organizational issues is detrimental to one’s person3. Indeed, 
hierarchical communications often encourage silence in order 
to justify that the manager has expertise and can understand 
the issues. In addition, some individuals are personally in such 
a way that these types of structures and relationships reinforce 
their silence (Benowitz, 2001).

Communication in organizational studies is an important 
factor in organizational success and is central to organizational 
theories19. Since communication is a process in which plan-
ning, organizing, guiding, managing and controlling tasks 
is done, it can be said that maintaining healthy and effec-
tive communication in organizations and institutions helps 
to reduce or eliminate the tensions in the course of doing 
these. Relationships are the cause of organizational renewal 
and its continuity and dynamism. Effective communication 
is one of the key factors in the success of managers and not 
only provides the basis for the development of the organiza-
tion, but the continuity of life in any organization depends 
on1. Communication focuses on the performance of managers. 
Most managers spend more than 75% of their time on com-
munication5. Communication not only ensures coherence and 
coordination among units, but also extracts valuable informa-
tion from the outside environment and transfers units, groups 
and individuals. Effective communication requires effective 
management and is enhanced by the growth and development 
of the organization. As a result, it is necessary to make adjust-
ments in communication systems in terms of the shape, size, 
function, location and services that the organization offers10.

Organizational communication is a kind of exchange of 
information that provides the basis for perception and feel-
ing between two or more people, with a group in the company 
or organization, and causes organizational networks to form 
part of organizational6. Relationships between individuals and 
groups are essential if organizations are to be of high efficiency 
and to cope with the increasing turbulence of the 21st century 
business market. None of the manager’s duties is as vital as com-
munication. Communication is like a link that relates actions 
and activities of individuals and organizations to desired goals. 
Communication is a way that employees share their emotions, 
thoughts, desires and needs (Benowitz, 2001). Recent research 
has shown the key role of organizational communication in 
the effectiveness of organizations and attainment of their goals. 
Communication is the key to the success of the organization. 
If the employee is silent, he actually suffers from inappropriate 
communication, resulting in gross damage to the organiza-
tion2. Experience has shown that the freedom to communicate 
with supervisors and colleagues leads to sharing informa-
tion, ideas, opinions and suggestions, which ultimately leads 
to increased participation and a sense of unity and belonging 
to the organization. The unwillingness to share information, 
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talk and provide feedback negatively affects employees’ trust, 
morale and motivation18.

As we know, employee behavior at work has important 
implications for overall organizational effectiveness and 
effectiveness. Organizational behavior is related to the orga-
nization’s overall efficiency and organizational citizenship 
behavior positively contributes to the overall organization’s 
efficiency. This way, the path to achieving the objectives of 
the organization is facilitated. In addition to the necessity 
of these behaviors in the current changing world, voluntary 
cooperation is a key factor in the effective implementation of 
strategic decisions. Implementing the goals of a strategic deci-
sion requires the creativity and simultaneous action of the staff 
and both require a spirit of voluntary cooperation, so one of 
the main challenges of management is how to engage in this 
collaboration. In this research, the relationship between effec-
tive organizational communication and organizational silence 
and organizational citizenship behavior has been investigated. 
For this purpose, correlation, standard values, mean, and 
structural equation modeling and path analysis have been cal-
culated to determine the effects of research variables among 
the Export Development Bank staff.

2.  Conceptual Model of Research
Despite its great interest in the study of organizational citi-
zenship behavior, its dimensions have not yet been fully 
understood. A review of the literature of this concept has 
potentially identified about thirty different behaviors15; how-
ever, due to the large overlap between these behaviors, they 
can be categorized in five general categories, altruism, polite-
ness, Chivalry, conscience and civic virtue20. In this research, 

following the study of effective organizational communi-
cation models, the Robins model (2005) was the basis for 
study, because the components of effective communication 
in this model are more consistent with the research commu-
nity, which has six indicators: using multiple communication 
channels, simplifying, listening Active activation, emotional 
control, unofficial communication networks, and use of feed-
back. Dyne et al., (2003) categorized silence into three types 
of submissive silence, defensive silence and altruistic silence, 
which is the basis for studying this research.

3.  Methodology
The purpose of this study is to apply a study because accord-
ing to the conceptual model of the research and according to 
the extracted indicators of literature, the evaluation of effective 
organizational relations on organizational silence and organi-
zational citizenship behavior in the Export Development Bank 
of the country has been studied and the results Research can 
help your bank or other organizations. The purpose of applied 
research is the development of applied knowledge in a partic-
ular context. On the other hand, in terms of the relationship 
between variables, this research is a descriptive-correlational 
study. The statistical population of this study is the total of 
1200 employees of the Export Development Bank in the coun-
try and the sample was 291 according to the Cochran formula. 
Using a two-stage cluster sampling method, the population of 
the study was Intranet questionnaire. The questionnaires were 
distributed and repeatedly followed by deletion of incomplete 
questionnaires. Finally, 284 questionnaires were used as the 
basis for the final analysis. The main tool for collecting data 
in this study was a questionnaire which was prepared using 

Organizational Silence

Organizational Citizenship Behavior

H3

H2

Organizational Communication

H1

Figure 1.  Conceptual model of research.
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an adapted questionnaire from Robbins (2005) for Effective 
Organizational Communication (EOC), Wacola and Borados 
(2005) for Organizational Silence (OS) and Baldrem (2014) for 
Organizational Citizenship Behavior (OCB).

4.  Findings 
After describing the variables and the responses obtained 
from the statistical society in this section, the hypotheses are 
considered, and the statistical test used in the research has 
been studied. In other words, in this section, the analysis of 
the obtained findings is done so that the assumptions can 
be verified statistically. To assess the effective organizational 
communication, organizational silence and organizational cit-
izenship behavior structural equation modeling with LISREL 
software is used. The purpose of the direct and indirect effects 
of the discovery of hidden variables is exogenous to endog-
enous latent variables.

Chart 3 shows the modified models for coefficients sig-
nificance (t-value). This model actually tests all measurement 
equations (loading factor) and structural equations using t sta-
tistic. Based on this model, path coefficient and loading factor is 
significant at 95% level if t statistic value is beyond -1.96 - +1.96. 

All the main research hypotheses are confirmed in this 
study. For all variables path coefficient T is more than 1/96, 
thus confirming the hypothesis is dumped.

5.  Conclusion
Queuing staff in service organizations is an important 

source of differentiation and competitive advantage. The qual-
ity of service, customer satisfaction and brand of organizations 
are affected by the actions and behavior of the first line employ-
ees. As banks under the supervision of the Central Bank, banks 
are required to comply with all the laws and regulations com-
municated by the Central Bank. This indicates that the banks 
are not in a position to determine the interest rates on deposits 
and facilities; in such circumstances, competition in the finan-
cial and monetary spheres. Hard to lose their true meaning 
and banks will have to use other tools to maintain and enhance 
their competitive advantage. Effective communication is one 
of the effective factors in reducing organizational silence. 
Organizational silence has an irrevocable effect on reducing 
employee participation. Effective and correct communication 
in the organization is always one of the important components 
of management success. It has been proven to be that if the 

Figure 2.  Modified model for standard coefficient estimation.
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correct communication does not exist in the organization, the 
circulation of affairs becomes disturbed.

5.1  The First Hypothesis Test 
There is an inverse and significant relationship between the 
effective organizational communications with the organiza-
tional silence of the export development bank staff.

The meaningful number of the path between the variable 
of organizational communication with organizational silence 
according to (2), (3) and table (1) is equal to (-8.06), which 
is greater than (1.96), so the relationship between these two 
variables is confirmed at a 99% confidence level. The coef-
ficient of the path between these two variables is equal to 
the value (-0.85) and this indicates that for a unit of change 
in the effective organizational communication variable, the 

organizational silence variable (0.85) will change. The findings 
of this hypothesis are based on Danaeifard and Panahi (2010) 
that, as little communication opportunities exist in the orga-
nization, employees often silence, Vakola and Borados (2005) 
state that there is a negative relationship between communi-
cation opportunities and employee silence behavior. Zahir 
and Erdogan (2011) suggest that appropriate and open lead-
ership behavior leads to a decrease in silence and Danaeifard 
and Panahi et al., (2012) that there is a negative correlation 
between communication opportunities and organizational 
commitment of employees. Therefore, the main hypothesis of 
the first research is confirmed with 99% confidence and effec-
tive organizational communication with organizational silence 
in the branches of the Export Development Bank of the coun-
try has a significant and significant relationship.

Figure 3.  Modified model for significance (t-value).

Table 1.  The results of the study hypotheses
Direction Path coefficient T Result
H1: Effective Organizational Communication à Organizational Silence -0.85 - 8.06 confirmation
H2: Effective Organizational Communication à Organizational Citizenship Behavior 0.16 2.19 confirmation
H3: Organizational Silence à Organizational Citizenship Behavior -0.19 - 2.59 confirmation
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5.2  The Second Hypothesis
There is a positive and significant relationship between effective 
organizational communication and organizational citizenship 
behavior of Export Development Bank staff.

The significant number of paths between the variable of 
effective organizational communication with organizational 
citizenship behavior according to Figures (2), (3) and Table 
(1) is equal to (2.19) which is greater than (1.96 ± 1), so the 
relationship between These two variables are confirmed at a 
confidence level of 99%. The path coefficient between these 
two variables is estimated to be equal to (0.16) and this figure 
shows that the increment in the effective organizational com-
munication variable increases the organizational citizenship 
behavior variable (0.16). Organizational communication is 
the most important tool that can be used to deal with different 
situations in the organization. Therefore, citizenship behavior 
helps to understand the components of organizational commu-
nication quickly and correctly16. Communication is required 
not only to create appropriate networks between managers and 
employees, but also for implicit assistance to the overall per-
formance and performance of the organization. Based on the 
findings, effective organizational communication should be 
considered as an important issue for enhancing organizational 
citizenship behavior20. Therefore, the third main hypothesis of 
the research is confirmed with 99% confidence and effective 
organizational communication with organizational citizenship 
behavior in the branches of the Export Development Bank of 
Iran has a positive and direct relationship.

5.3 The Third Hypothesis
There is an inverse and significant relationship between orga-
nizational silence and organizational citizenship behavior of 
the Export Development Bank staff.

The significant number of paths between the organiza-
tional silence variable with organizational citizenship behavior 
according to (2), (3) and table (1) is equal to (-2.59), which is 
greater than (1.96 ± 1), so the relationship between these two 
variables are confirmed at a confidence level of 99%. The path 
coefficient between these two variables is estimated to be equal 
to the value (-0.19). This indicates that for a unit of change 
in the organizational silence variable, the organizational citi-
zenship behavior variable (0.19) will change. Studies show that 
there is always a negative relationship between organizational 
silence and organizational citizenship behavior (Sabouri et 
al., 2013). Sinar et al., (2013) proved this in their study. The 
reduction of organizational silence increases organizational 
citizenship behavior. Therefore, it can be said that if employ-
ees have the necessary support in expressing and expressing 
their thoughts and opinions about tasks, organization and 

management, their level of organizational citizenship behav-
ior will increase and they will have the feeling that they will 
help as a member of the organizational family. Have an active 
participation. Considering that one of the indicators of organi-
zational silence reduction is the creation of a communication 
atmosphere between managers and employees, thus, manag-
ers can create organizational environments with a positive 
environment, thereby reducing organizational silence and, 
consequently, increasing organizational noise. Therefore, the 
second main hypothesis of the research is confirmed with 99% 
confidence and organizational silence with organizational citi-
zenship behavior in the branches of the Export Development 
Bank of the country has a significant and significant relation-
ship.

This study, like other studies and studies, has been con-
fronted with limitations. One may mention that some 
employees may have been conservative in answering some of 
the questions due to the fear that the questionnaires may have 
been communicated by the head of the organization, which 
may well be correct. Responses and validity of the results.
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