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ABSTRACT 

The purpose of this study is to collect the related literatures and examine the 

relationships between the front-line employee’s organizational identification and service 

quality by questionnaire survey and statistical analysis results. Service-oriented 

organizational citizenship behavior (loyalty, service delivery, participation) serves as the 

mediator. The conclusions and managerial implications are proposed according to the 

research findings and analysis results. 

This study collects 536 formal questionnaires from 268 insurance salespersons and 

268 customers in Taipei. The data were analyzed mainly by path analysis. The critical 

findings of this thesis are as follows Service delivery serves as the full mediator 

between organizational identification and service quality. 
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