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Examining the Relationship Between Organizational Friction and
Organizational Exclusion with the Mediating Role of
Organizational Citizenship Behavior
(A Case Study of Mahan Air)

Abstract

The aim of the present study is to examine the causal relationship between organizational
friction among employees and organizational exclusion, with the mediating role of
organizational citizenship behavior (OCB) of employees, specifically the employees of
Mahan Air in Mashhad, as valuable assets of the organization. This study is applied in terms
of its purpose, and descriptive-correlational in terms of its method and nature. The statistical
population of the study consisted of all employees of Mahan Air in Mashhad, and due to the
limited size of the population, a census method was used. In this regard, organizational
citizenship behavior questionnaires from Jin and Lyon (2024), an organizational exclusion
questionnaire developed by Ferris, Brown, Berry, and Lian (2008), and an organizational
friction questionnaire from Cooper and Campbell (1988) were used. For validity assessment,
content validity and confirmatory factor analysis were used, and for reliability, Cronbach’s
alpha coefficient was employed, with the following results: organizational friction = 0.941,
organizational exclusion = 0.936, and organizational citizenship behavior = 0.912. These
values indicate high reliability of the measurement instruments. Data analysis was conducted
using structural equation modeling with a partial least squares approach, and the Amos
software was used. The research results indicated a positive and significant impact of
organizational exclusion on organizational friction among employees. Furthermore, the
results showed that there is an inverse relationship between organizational citizenship
behavior and organizational exclusion, as well as organizational friction in the workplace,
meaning that as organizational citizenship behavior increases among employees,
organizational friction and consequently organizational exclusion decrease. Finally, the
results revealed that employees' organizational citizenship behavior mediates the relationship
between organizational friction and organizational exclusion in the workplace.
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