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ABSTRACT 
 

Over the last few decades, organizational citizenship behavior arose as a powerful concept and 

has been found to be closely linked with organization’s competitiveness, growth and 

performance as reported by numerous studies and researchers. The Organizational Citizenship 

Behavior defined as “the voluntary effort and extra role behavior of employees beyond the 

formal job responsibilities for the benefit of the organization, not directly or explicitly acclaimed 

by the formal reward system of organization”, has been found as crucial in the global 

competitive set-up because in today’s era of cut-throat competition, the differentiation among 

organizations/businesses is predominantly related to the human resource. As widely accepted by 

the literature, Organizational Citizenship Behavior, a complex psychological construct, vital to 

the overall organizational performance, is generally linked to high efficiency and profitability, 

increased organizational effectiveness, innovation and process improvement, customer 

satisfaction and above all, the ability of employees to cater to several organizational uncertainties 

in the wake of rapidly changing environmental conditions. In this regard, the current study 

attempts to explore the impact of Organizational Citizenship Behavior dimensions /facets on job 

satisfaction (dependent variable one) as well as organizational commitment (dependent variable 

two) in telecom sector of Pakistan, which might benefit the managers and policymakers of the 

concerned organizations and telecom sector on the whole, as well as discerning academics and 

researches alike. In order to examine the relationship between the chosen variables, descriptive 

research design was utilized. Aligned with this, data set of 160 respondents belonging to telecom 

sector was gathered through structured questionnaires and interpreted/analyzed using SPSS. The 

results of the study clearly reveal that the OCB dimensions/facets are positively related with job 

satisfaction, organizational commitment of employees. Moreover, the study highlights further 

avenues for forthcoming research yet to be carried out in near future and also discusses at length, 

various implications and recommendations on how to encourage the development of OCB 

among employees in order to promote effective functioning of the organization. 
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Chapter 1:  Introduction 
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1.2 Objective Of The Study 

The primary intent of the study is to carry out a thorough analysis on determinants and 

consequences of organizational citizenship behavior and examine the influence and implications 

of organizational citizenship behavior facets/dimensions on job satisfaction, organizational 

commitment in the Telecom sector of Pakistan and discuss the extent to which the exhibition of 

such discretionary or extra role behaviors encourages the job satisfaction or organizational 

commitment of employees, as highlighted in figure below: 

 

Based on the findings and results, the current research also tends to devise pragmatic 

recommendations to maximize organizational performance with special reference to independent 

and dependent variables. Therefore, the key objectives formulated for this research are 

highlighted as follows: 

 To investigate the effect of Organization Citizenship Behavior on job satisfaction 

 To investigate the effect of Organization Citizenship Behavior on Organizational 

Commitment 

 

 



12 

 

1.3 Problem Statement 

The current study focuses on the concept of OCB and presents a detailed analysis of 

determinants/ antecedents and consequences of OCB and attempts to offer insights into the 

impact of OCB i.e. the independent variable on two dependent variables i.e. job satisfaction and 

organizational commitment of employees in the context of telecom sector of Pakistan. 

1.4 Organization Of The Study  

The thesis begins with the introduction followed by chapter two which contains literature review, 

theoretical framework and hypothesis. Chapter three presents the population and sampling. 

Research design is discussed in chapter four while chapter five pertains to the analysis and 

discussion. Last chapter concludes the study with some recommendations and avenues for future 

research. The paper starts off with the conceptual background of the OCB, comprehensive 

literature review of the chosen variables as well as related factors and hypothesis development. 

Then, research design and methodology is illustrated after that. Part four expresses the results 

and findings at length followed by conclusion and recommendations at the end.  
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Chapter 2: Literature Review 

 

2.1 Concept Of OCB 
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2.2 Dimensions of Organizational Citizenship Behavior 

As evident from comprehensive review of literature on Organizational Citizenship Behaviors, 

although a lot of different views exist related to OCB dimensions, but still, the dimensions of 

Organization Citizenship Behavior developed by Organ are most frequently cited in 

management literature. 
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Similarly, Podsakoff et al. highlighted almost 30 different dimensions or types of OCB and the 

same were arranged under different dimensions or facets as highlighted in Table 01. 

 

 

Table 01: Various Dimensions of OCB 
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Hence, in order to fulfill the primary aims of research, this study focuses on five dimensions 

model developed by Organ in 1988, and more specifically among those, only three dimensions 

have been chosen for this research namely altruism, conscientiousness, civic virtue etc. Aligned 

with this, Organ (1988) highlighted overall five major types (dimensions) of Organization 

Citizenship Behavior that are altruism, conscientiousness, sportsmanship, courtesy, civic virtue 

etc., as illustrated in detail in table 02 below: 
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Table 02: The Antecedents Or Dimensions Of OCB 
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2.3 Antecedents/ Determinants of OCB 

 

An array of determinants/ antecedents of OCB has been indicated by both organizational 

psychologists, academics and practitioners, as highlighted in Table below. However, the 

determinants chosen for this study are individual dispositions & motives, organizational culture, 

HR practices, organizational justice groups cohesiveness, employee attitudes, leader member 

exchange LMX and supervisory attitude etc. to name a few among many others. Further to 

above, each of these determinants will be discussed in detail in this section. 
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Table 03: Summary Of Prior Research 

 

 

 

 

 

 

 

 

 

 

 

 



22 

 

2.3.1 individual Dispositions and Motives 

 

Substantial evidence exists in literature according to which individual temperaments, 

personality and outlook like positive and negative emotions/feelings, diligence, integrity, 

thoughtfulness, kindness, sociability etc. have been reported to be inter-related with facets of 

Organization Citizenship behavior (Organ, 1995). Remarkably, Organ (1996) after carrying 

out an exhaustive research indicated that agreeableness (an important personality trait) has 

some sort of subtle relationship predominantly with certain facets of OCB i.e. altruism, 

sportsmanship, and courtesy etc. However, conscientiousness have been reported to be linked 

with generalized obedience. Similarly, as widely accepted by literature, another personality 

trait i.e. extraversion has also been quoted as key dispositional element/factor of group 

behavior. 

Further to above, apart from the individual personalities, what actually motivates the 

employees to enact, display or execute Organization Citizenship behavior, is also linked to the 

individual’s intrinsic or extrinsic motivation (Pennar et al., 1997). In the event, the employees 

are driven by the intrinsic motives, they are likely to be indulged in such voluntary behaviors 

primarily for the greater good of colleagues and in the larger interest of the organization. In 

contrast, the employees driven by the intrinsic motives are likely to be take part in such extra 

role behaviors, with the intention to cast a good impression and reputation, both in front of 

seniors and juniors, mainly for the extrinsic or tangible rewards. 
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2.4  Outcomes or Consequences of Organizational Citizenship Behavior 

 

 

2.4.1 Employee Retention 

The degree to which the employees are committed to the organization in the longer run and 

actively enact citizenship behaviors can be associated with the employees’ sense of 

belonging, and faithfulness towards organization and the same has been found to be closely 

related with decreasing the LTOR (Labor Turnover rate), as supported by extant literature. It 

is because of this reason, the concept of workforce retention with its critical link with 

sustainable competitive advantage, has grabbed the attention of researchers and practitioners 

alike in today’s hyper-competitive world since the costs of turnover, borne by the 

organization, are very high as indicated by numerous HR researches. Certainly, now, this 

brings us to the understanding that the turnover intention of talented workforce poses a major 

threat to the employers since the survival of organization is in jeopardy under these 

circumstances. Employee retention is an HR construct which essentially pertains to the efforts 

made by management in an attempt to gain employees’ loyalty and make them stay longer in 

the organization. Substantial literature (Podsakoff & Mackenzie, 1997) highlights the 

importance of OCB, which has further been vetted by other researches and scholars on the 

subject, who have specified altruism and sportsmanship (dimensions of OCB) to be closely 

associated in particular with increased retention of high performing employees. 

 

Relying on the extensive review of HR literature, employee retention is a psychological 

construct which has a direct relationship with different needs and motivational drive of 

employees. Undoubtedly, this promotes team spirit and paves the way for a healthy work 

climate thereby satisfying the emotional and psychological needs of employees thus 

contributing to smooth functioning of the organization on the whole. As a result, all the 

aforesaid factors make it very difficult for the employees to leave the organization because, as 

evident from extant literature on organizational behavior, effective interpersonal relationships 

and emotional bonding among colleagues at work is the significant factor contributing to high 

retention rate and thus improved quality of product/service and enhanced productivity. 



 

It is worth mentioning that sportsmanship and courtesy dimensions of OCB also create a 

positive working environment where employees seldom complain about the prevailing 

work problems or inconveniencies encountered by them and also actively contribute to 

reduce work related conflicts among different employees and teams/groups, without the 

expectation of any formal reward. All these voluntary or extra-role behaviors of employees 

make the workplace the best place to work for and have been found to promote employee 

retention as well as talent management which has a considerable impact on employer 

branding and hence increased productivity and profitability, as highlighted in preceding 

paragraphs. 
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2.4.2 Low Absenteeism and Turnover 

 

Substantial literature suggests that since absenteeism refers to the individual’s habitual 

non-presence from work hence it is categorized under undesirable behaviors. Whereas, 

various dimensions of OCB particularly conscientiousness and civic virtue i.e. being 

punctual, responsible, dedicated and dutiful, not taking extra breaks, frequently exceeding 

the formal job requirements etc. are viewed as desirable behaviors, hence a negative 

relationship seems to exist between the two. Undoubtedly, the practice, display or 

exhibition of such extra-role behaviors by employees, with/without the expectation of a 

formal reward, guarantees healthy, safe and peaceful work environment. Generally, when 

employees feel sense of belongingness to the organization due to their trust in senior 

leadership, effective interpersonal work relationships, they will obviously put their heart 

and soul in work for the greater good and larger interest of organization. Unquestionably, 

such employees are the most promising asset of any prosperous organization. 

 

On the contrary, the turnover of committed and capable employees, more specifically, the 

loss of intellectual capital can give rise to a major setback to the stability or smooth 

functioning of any organization due to increased costs associated with recruitment and 

training of new hires/ inductees. This can further be supported by Rangarajan and Roberts 

(2007) who have confirmed organizational commitment to be negatively related to 

turnover and various other forms of undesirable behaviors, such as tardiness, absenteeism 

etc. which pose a serious threat to the day-to-day operations as well as long term survival 

of any organization since retention of talented workforce is a major challenge keeping in 

view the global competitive scenario. 

 

In this connection, numerous studies conducted by different researchers also strengthened 

the argument that higher levels of OCB are relevant to organizational needs and have been 

reported to result in reduced absenteeism and other forms of undesirable behaviors like 

tardiness, turnover intention and actual turnover etc. Furthermore, past researches on OCB 
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clearly indicate that the construct of OCB pertains to eagerness or desire of employees to 

surpass their seniors’ expectations by ensuring their consistent involvement in the assigned 

tasks and to cultivate, nurture, develop and strengthen effective relationships with 

coworkers. 

 

Now, this again brings us to realization that those employees who frequently display, 

perform or exhibit different types of OCB like conscientiousness and civic virtue are 

reported to have high commitment/ engagement levels with the organization and take 

personal interest in taking the organization to the next level and avoid habitual absence and 

withdrawal behaviors which might be unfavorable or counter-productive for the 

organization. Foregoing above, even though the particular relationship between these two 

above said variables is under investigation by numerous researches yet to be finalized, 

however, the detailed review of previous literature highlights a negative relationship 

between OCB and absenteeism. 

 

2.4.3 Workplace Effectiveness 

Generally, as indicated by various researches, organizational citizenship behavior is found 

to be related with measures of workplace effectiveness (Podsakoff & MacKenzie, 1994), 

hence the two variables seem to play a vital role towards creating a healthy and stress-free 

work environment. Based on the results of some other similar studies on the subject, it is 

safe to conclude that, eventually, these extra-role behaviors do not only lead to cutbacks in 

overall costs but also an increase in the organizational effectiveness and profitability. 

 

Various aspects and dynamics tend to strengthen the linkage between organizational 

citizenship behavior and workplace effectiveness (Organ, 1988). For instance, when 

/seasoned employees enact any of the dimensions/facets of organizational citizenship 

behavior, they might divulge their skills and expertise to newly inducted employees, which 

can actually result in boosting their productivity to a large extent. Secondly, demonstration 
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of organizational citizenship behavior by employees, particularly civic virtue, might 

facilitate the discovery of intuitive and groundbreaking solutions to cater to the 

organizational challenges. Thirdly, organizational citizenship behaviors might encourage 

and stimulate the positive as well as work-friendly emotions and feelings, including team 

spirit, high morale, sense of belongingness, loyalty, synergy and cohesion etc. to name a 

new few. 

 

2.4.4 Customer Satisfaction 

A comprehensive study was conducted by Yen and Niehoff (2004) in which they reported 

that organizational citizenship behaviors ultimately result in higher customer satisfaction. 

Furthermore, they also outlined a number of means that could reinforce this relationship 

between facets of organizational citizenship behaviors and customer satisfaction. For 

instance, altruism might accelerate the collaboration and teamwork amongst coworkers 

thus ensuring more effective information sharing and harmony which will eventually be 

translated into provision of high quality/ top-notch service to customers. 

 

In a similar manner, conscientiousness and courtesy dimensions of OCB somehow 

emphasize that employees, in general, are well-acquainted with current developments and 

have absolute clarity regarding whatever is happening in organization, which, in turn, can 

also be really effective in cultivating a culture of customer satisfaction, particularly 

relevant in telecom sector of Pakistan. Lastly, yet another dimension of OCB i.e. civic 

virtue, might essentially facilitate revealing thoughts and insights that could further 

enhance the relationship between employees and customers as well as provision of superior 

quality products and services. 
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2.4.5 Job satisfaction 

 

Job satisfaction, one of the most fundamental HR concepts, that sets the base or foundation 

of every HR strategy, essentially tends to measure how happy and contended employees 

are with their job and working environment including but not limited to organizational 

policies, trust in senior leadership, satisfaction with pay, equal and fair rewards, team 

members, career advancement opportunities, autonomy, role clarity, supervisory attitude, 

strategy alignment, learning and development, open communication, health and wellness 

programs, diversity management and inclusion, conducive environment etc. Broadly 

speaking, job satisfaction pertains to overall well-being, comfort, happiness of employees 

at work. In this connection, as supported by a rich body of literature, various facets of 

Organization Citizenship Behavior in general, and altruism and conscientiousness in 

particular, tend to enhance the satisfaction of employees with the work (Chughtai & Zafar, 

2006). 

 

Job Satisfaction, perhaps the most frequently used HR term, has been defined and 

elaborated in many ways, by numerous researchers and scholars, as highlighted in 

preceding paragraphs above. However, the most frequently cited definition of is that of 

Locke. 

 

As explained by Locke (1976),” job satisfaction or dissatisfaction is essentially an 

emotional response to a value judgment” and it is a subjective term, difficult to measure or 

quantify.” 

 

Foregoing above, now this essentially implies that it is a matter of perception and if an 

employee perceives that his/her job allows fulfillment of his/her fundamental values that 

are of extreme importance to him/her and gives him/her the sense of purpose that “I am 

doing something meaningful,” then that employee is more likely to experience and 
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undergo a “pleasurable emotion of satisfaction”. If not, on the other hand, then the 

employee is likely to feel the unwanted emotion of dissatisfaction and vice versa. 

Furthermore, the level or the degree to which the employee goes through such emotional 

reactions or sensations depends on how strongly an employee holds these fundamental 

values or beliefs to his/her mind or heart and sticks to them (Henne and Locke, 1985). 

Put simply, some other researchers or scholars, on HR and organizational development, 

view job satisfaction as an employee’s general attitude towards his or her job as it pertains 

to the degree of comfort or discomfort associated with the internal state of the employee. 

The same has further been elaborated by Robbins (2000) who indicated that, basically, the 

employee who is satisfied with his/ her job has positive attitude towards the job and vice 

versa. According to the studies, employee’s job performance is positively impacted by 

aspects related to work life balance and in this regard, those organizations that implement 

work life balance practices are able to perform better in the long run, which ultimately 

improves the value of relationship between management and employees. 

Moreover, a couple of organizational psychologists have a high level agreement according 

to which job satisfaction is not a unitary concept, rather it is a multi-dimensional or multi-

faceted concept and is usually thought of as a positive emotional reaction to a particular 

job. Substantial evidence exists that “an employee can be relatively satisfied with one 

aspect of his or her job and dissatisfied with one or more other aspects simultaneously”, 

which is quite understood. Some other researchers also referred to the complexity of this 

construct and in the process of creating its linkage with other HR aspects, Chirchill 

clarified the concept of job satisfaction and illustrated that this multi-dimensional concept 

is comprised of different principal components namely, the job itself, supervision, fellow 

workers, organizational policies and support, pay, career advancement/progression 

opportunities etc., as tabulated below: 

 

1. Job itself: By and large, most employees want an interesting, meaningful and 

significant job which does not only fulfill their financial needs but also provides them 

with sufficient opportunities pertaining to learning, career advancement and growth etc. 
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Now, this brings us to the realization that apart from monetary benefits, employees 

want skill variety; job enrichment; task significance; autonomy; role clarity; immediate, 

continuous and timely feedback from seniors and lack of role conflict (Henne and 

Locke, 1985).  

 

2. Supervision: Employees do not only enjoy working with considerate, honest, fair and 

competent supervisors or immediate seniors, but they also want to be involved in 

planning and decision making and thus be recognized and rewarded for superior 

performance (Henne and Locke, 1985). Although some exceptions may be there such 

as personality types or individual differences but substantial evidence suggests that 

collaborative culture, consultative leadership style and participative decision making 

result in increased job satisfaction (Robbins, 2000). 

 

 

3. Coworkers/ Team members: As widely accepted by a rich body of literature and 

various HR theories, employees are usually more inclined towards colleagues who 

have similar values and work ethics and facilitate each other in successful 

accomplishment of assigned tasks (Henne and Locke, 1985). This has further been 

supported by Robbins who illustrated that friendly and supportive team members or 

colleagues also contribute to a considerable increase in job satisfaction (Robbins, 

2000). 

 

4. Organizational Policies: Undoubtedly, people want to serve for an organization where 

they are treated with respect, dignity etc. and their personal values are well-aligned 

with corporate or organizational values. It has been empirically proved that retention 

rate is high in those organizations that do not only have employee-friendly policies, but 

also offer excellent team environment thus ensuring the physical and psychological 

well-being of employees in order to create a perception of equity and fairness across 

the board. (Henne and Locke, 1985). 
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5. Pay: By and large, pay affects the overall level of an employee’s job satisfaction or 

dissatisfaction, to a great extent. Employees want objective assessment of their 

performance at work as well as fair rewards to meet their financial needs. Generally, 

pay 

 

fairness, along with other factors, pertains to comparison between what people believe 

they deserve to be paid and what ‘others’ deserve to be paid (Jackson and Schuler, 

2000). 

6. Career Advancement Opportunities: Another noteworthy factor that primarily 

determines the job satisfaction, as widely accepted by literature, is promotion or career 

progression. Promotion, by definition, essentially means advancement to a position that 

isrecognized as having a higher status, assuming a higher charge or holding a greater 

office, increased responsibility and/or higher pay (Dessler, 2008). Put simply, 

employees want equal career progression opportunities and appreciate a fair and 

unambiguous promotion system. When people perceive that promotion decisions are 

made in fair, unprejudiced manner and in line with their expectations, they are likely to 

be more satisfied with their job, and more likely to put in extra effort to deliver the 

high quality results thus exceeding employers’ expectations (Robbins, 2000).    
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2.4.7   Work-Family Conflict 

Broadly speaking, we can classify the above mentioned term as “a kind of role conflict in 

which the role pressures from the work and family spheres are irreconcilable and unable to get 

along in one way or the other”. According to Greenhaus & Beutell (1985), the term has 

further been elaborated as “a type of role conflict in which the exigencies of both the family 

and work domains are incompatible and are in constant clash.” Both research and 

conventional wisdom largely support that work family conflict, more often than not, causes 

different undesirable consequences pertaining to behavior, attitude, physical and emotional 

health. It is quite apparent that when an individual actively helps or assists coworkers or 

frequently remains at work for long, then obviously he/she generally, is unable to spend more 

time with his family which essentially results in work family conflict. As widely accepted by 

literature, OCB can sometime become the major cause of undesirable consequences like work 

family conflict. Besides this, positive relationship between facets of OCB and work-family 

conflict has also been reported by numerous other researches on the subject, moderated by 

certain other related variables. In view of the position elucidated above, we can safely 

conclude the positive relationship of OCB with work family conflict. 

 

2.4.8   Role Overload 

Extant literature suggests that role overload can be considered as the extent to which role 

expectations go far beyond the level of resources (including but not limited to time, cost, 

effort) offered for their attainment (Bolino & Turnley, 2005). Put simply, it can also be stated 

that the concept pertains to a condition in which employees feel or are made to feel that they 

are overburdened with too many obligations and duties as compared to the skills or time 

available for their accomplishment, vis-à-vis other restraints. It is worth mentioning that when 

an individual is frequently assigned the responsibilities that are not related to his/her current 
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job role, then obviously he has to work extra hours and meanwhile his family and other social 

commitments are neglected. As a result, the employee is bound to encounter and cater to the 

serious consequences of role overload. Undoubtedly, this brings us to the realization that 

when employees frequently and actively exhibit one or more facets of OCB beyond their 

current formal job responsibilities, they are likely to get overburdened and their stress is 

triggered  when they are unable to execute and do justice to the multiple roles concurrently 

(Pezil, 2010). As widely indicated by the prior researches on the subject, frequent execution 

of high levels of Organization citizenship behavior by employees may result in role overload 

(Organ,1995). Foregoing above, keeping in view the position elucidated above, positive 

relationship between OCB and role overload is anticipated.  
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2.5 Theoretical Framework 

 

 

 

 

                                        

 

 

 

 

 

Figure 2: Relationship Between Independent And Dependent Variables 

 

The proposed theoretical framework includes two research variables i.e. independent and 

dependent. OCB is the independent variable while Job satisfaction and Organizational 

Commitment are dependent variables. The Dimensions of OCB chosen for the study are 

Altruism, Conscientiousness, and Civic Virtue. As widely accepted by literature and past 

researches, OCB (Altruism, conscientiousness, civic virtue) directly impacts the dependent 

variables i.e. Job satisfaction and organizational commitment. 

2.6 Hypothesis 

Keeping in view the above mentioned factors and inter-relationship between them, following 

hypotheses are suggested as under: 

H1. OCB has a significant positive effect on Job satisfaction 

H2. OCB has a significant positive effect on Organizational Commitment  

  

OCB 

Altruism 

Conscientiousness 

Civic Virtue 

 

Job Satisfaction 

Independent Variable 

Dependent Variables 

Organizational 

Commitment 
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Chapter 3: The Data 

 

3.1 Population And Sampling 

The data is collected through a structured questionnaire from the employees of telecom 

companies including but not limited to Mobilink, Telenor, Zong, Ufone etc. A sample size of 

around 200 was selected through simple random sampling. Questionnaires were used to 

collect primary data. Despite their busy schedule and other constraints, all the respondents 

responded to the questionnaire with their full attention resulting in 88% response rate. SPSS 

was used to analyze data.  

 

3.2  Primary Data (The Questionnaire) 

Questionnaires were used to collect the primary data while other methods have also been 

used. To carry out this research, the requisite data has been collected through questionnaires 

which were given to a sample of almost 200 employees.  For collection of the required data, 

the respondents were also instructed and informed about the rationale as well as significance 

of this research before providing them with the questionnaires to be filled out. Afterwards, the 

variables were assessed on a five point Likert Scale ranging from strongly disagree to strongly 

agree. Copy of Questionnaire is attached in Appendix A. 

 

3.3  Secondary data 

Secondary data was collected through extant literature review and extensive online search 

regarding various aspects of organization Citizenship Behavior and its impact and 

consequences on different variables. 
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Chapter 4: Research Design 

This part essentially presents the methodology employed to investigate the relationship among 

the variables as well as explaining the chosen methodology in detail followed by the analysis 

of the problem area. As per best practice, Descriptive Statistics has also been used to study 

and analyze the data in detail. For the analysis of data, Cronbach’s Alpha, Regression 

analysis, and Pearson’s Correlation analysis has been used. 

4.1 Type of study:  Hypothesis Testing 

The research type is hypothesis testing with a correlation and regression investigation 

method. 

4.2 Type of Research:   

Cause 

Because the study aims to find out how OCB can affect the job satisfaction, and 

organizational commitment of employees.  

Quantitative 

All variables are quantified and statistical techniques have been used to make analysis more 

accurate. 

 

4.3 Extent of researcher interference with the study: Minimal Interference 

The data has been collected from the individuals through questionnaire with no change in the 

actual organizational settings. 

4.4 Study Setting: Non contrived-Field Study 

Research was done without interfering in the regular work setting.  

4.5 Unit of Analysis:  Individuals 

For the purpose of finding out the cause and effect relationship among the variables, the data, 

under report, was collected from the individuals (employees). 
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4.6 Time Horizon:  Cross sectional studies 

 

Data was collected from individuals few months before to investigate the relationship among 

variables. Data with this particular research had not been collected before, nor will we be 

collected again for research.    

  

4.7 Location of the study 

Questionnaires were filled by the employees of the various telecom companies of Pakistan 

including Islamabad, Rawalpindi etc. 

  

4.8 Variables To Study (List) 

Following is the list of the variables used in the study: 

 OCB 

 Job Satisfaction 

 Organizational Commitment 

The study includes two research variables i.e. independent and dependent. OCB is the 

independent variable while Job satisfaction and Organizational Commitment are dependent 

variables. The Dimensions of OCB chosen for the study are Altruism, Conscientiousness, and 

Civic Virtue. As widely accepted by literature and past researches, OCB (Altruism, 

conscientiousness, civic virtue) directly impacts the dependent variables. 
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Chapter 5: Results And Discussion 

 

5.1 Reliability Analysis (Cronbach’s Alpha) 

 

 

Table 04: Reliability Analysis (Cronbach’s Alpha) 

the alpha values for OCB, job satisfaction and organizational commitment turned out to be 

0.902, 0.838, 0.885 respectively, which undoubtedly elucidates that the values of the 

aforementioned scales are reliable. Foregoing above, the results are tabulated in table 04 

above. 
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5.2 Normal Distribution of Data 

Afterwards, preliminary data analysis was also carried out to analyze the descriptive statistics 

as tabulated below: 

 

                                             Table 05: Normal Distribution of Data 

As illustrated by research, the distribution of the data is believed to be normal if Skewness 

and kurtosis values come out to be zero. Hence, foregoing above, keeping this in view, all the 

variables (Altruism, Conscientiousness, Civic Virtue, Job Satisfaction, Organizational 

Commitment etc.) are normally distributed as already highlighted in table above. 

Moreover, if we look at the values of Mean and Standard Deviation, the overall OCB 

exhibited by employees is 3.95 (SD=0.62) which clearly depicts that OCB is displayed by 

majority of the respondents. More specifically, as evident from the table above, the dimension 

of OCB most commonly exhibited by the employees is Civic Virtue (mean=4.08, SD=0.69) 

followed by another dimension of organization Citizenship Behavior i.e. Conscientiousness as 
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per the mean value of 3.96 (SD=0.68) followed by the third most common dimension of the 

independent variable or OCB i.e. Altruism (Mean=3.83, SD=0.69) according to the results of 

this particular study. Broadly speaking, the results indicate that nearly all the dimensions or 

facets of Organization Citizenship Behavior were found to be exhibited by the respondents 

under study. 

 

 

 

 

 

                        

                     Source: Hair et al (2010) 

Figure 03: Correlation Analysis 
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After discussing the data characteristics in detail in preceding paragraphs, the correlation 

analysis was performed in order to scrutinize the relationship among the variables chosen for 

the study, in which the relationship of Organizational Citizenship Behavior is examined with 

job satisfaction and organization commitment etc. 

 

 

                                                Table 06 - Correlation among Variables 

 

Altruism r = 0.58, 0.74 

Conscientiousness r = 0.84, 0.75 

Civic Virtue r = 0.80, 0.86 

Now, the aforementioned results are in line with the previous researches as already 

highlighted in the literature review, according to which the dimensions of Organization 

Citizenship Behavior i.e. altruism, conscientiousness and civic virtue have a positive effect on 

job satisfaction of employees. A significant body of literature also suggested that the satisfied 

employees do not only exhibit helping behavior i.e. helping coworkers with organizationally 
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relevant task or problem (Altruism) but also they also follow the organizational rules and 

regulations, do not take extra breaks, maintain and conserve organizational resources even 

when nobody is watching (Conscientiousness). Since it has already been established from the 

table results above; thus, Hypothesis 1 is accepted and based on the results, we can safely 

conclude that OCB is positively related with job satisfaction. Hence, it can be said that as 

Organizational Citizenship Behavior rises, job satisfaction will tend to increase too. 

Further, the correlation analysis also illustrates that the facets of Organizational Citizenship 

Behavior have a positive and significant correlation with the variable of Organizational 

Commitment of employees, as highlighted in table 4 above. More specifically, the findings of 

the research repeatedly indicate that the independent variable i.e. OCB dimensions/facets tend 

to have a strong as well as positive relationship with the Organizational Commitment of 

workforce i.e. dependent variable in this particular study. As already highlighted in the 

literature review, past researches also indicated that various facets/ types of Organizational 

Citizenship Behavior have a positive effect on Organizational Commitment of workforce. 

Since it has already been established from the table results above; thus, Hypothesis 2 is also 

accepted and based on the results, we can safely conclude that OCB is positively related with 

organizational commitment. Hence, it can be interpreted that as Organizational Citizenship 

Behavior rises, organizational commitment of employees will tend to increase too. 

 

5.4 Regression Analysis 

Aligned with this, the regression analysis was also conducted to examine the influence of 

facets of OCB on Job Satisfaction, Organizational Commitment of employees i.e. dependent 

variables, and the same is calculated by R
2
 (R-Square), which essentially illustrates how much 

of dependent variable can be explained by the independent variable. Moreover, as supported 

by numerous findings, it is a useful method that can be incorporated to examine the impact of 

independent variables on chosen dependent variables. 

 

 



49 

 

 

 

 

Table 07: Model Summary 

 

 

 

 

Table 08-Coefficients of Regression Analysis 

 

According to these consequences, as indicated by the results in Table 6 above, the different 

facets of Organizational Citizenship Behavior significantly predict employees’ Job 
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satisfaction as p-value <0.05, which again stresses that OCB dimensions influence job 

satisfaction significantly and positively. The same has been supported by consensus among 

various authors or researchers as already demonstrated in previous studies, highlighted in 

literature review. Specifically, in the context of Conscientiousness dimension of 

Organizational Citizenship Behavior, results of this study demonstrate a positive and 

significant impact of conscientiousness on job satisfaction (p=0.000). Now this has already 

been empirically proved by a rich body of literature which led us to the realization that the 

employees working in an environmentally conscious workplace and conducive climate were 

found to be more conscious and satisfied. 

 

Keeping in view the position explained above and as per results highlighted in the table 6, the 

Beta coefficient of Altruism is negative i.e. -0.14 (even though the relationship was found 

significant), which clearly illustrates that employees who are high on displaying altruistic or 

helping behavior are less concerned about their Job satisfaction, like satisfaction with pay or 

extrinsic rewards etc. This has further been explained by previous researches which reported 

that the people who are actively engaged in displaying altruism dimension of OCB are 

somehow less interested to take into account the individual costs and benefits while 

displaying pro-social behavior with organizationally relevant task or problem. Shortly, as 

argued by other researchers, the dimensions/facets of Organizational Citizenship Behavior 

positively and significantly affect employees’ Job Satisfaction as highlighted in various 

studies carried out on this concept of OCB. Foregoing above, it can be safely concluded that 

the more the employees display, exhibit or perform Organizational Citizenship Behavior, the 

more they are satisfied with the job. Altruism dimension of OCB has an impact on job 

satisfaction of employees (satisfaction with team/coworkers) whereas the Civic Virtue 

dimension of OCB is related to job satisfaction in terms of satisfaction with organizational 

policies, supervisory attitude, coworkers and career advancement opportunities etc. Since it 

has already been established from the table results above; thus, Hypothesis 1 is accepted or 

supported and based on the results, we can safely conclude that OCB is positively related 

with Job Satisfaction of employees. Hence, it can be interpreted that as Organizational 

Citizenship Behavior rises, job satisfaction of employees will tend to increase too. 
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Table 09: Model Summary 

  

 

a. Dependent Variable: OrgCom 

Table 10- Coefficients of Regression Analysis 

 

According to these consequences, as indicated by the results in Table 6 above, the dimensions 

of Organizational Citizenship Behavior namely Civic virtue, Conscientiousness and altruism 

significantly predict employees’ Organizational Commitment as p-value <0.05, which again 
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stresses that OCB dimensions influence Organizational Commitment significantly and 

positively. Foregoing above, it can be concluded that, broadly speaking the more the 

employees exhibit, display or perform any of the dimensions of Organizational Citizenship 

Behavior, the more strongly they are committed to the organization. Since it has already been 

established from the table results above; thus, Hypothesis 2 is also accepted and based on the 

results, we can safely conclude that OCB is positively related with organizational 

commitment of employees. Hence, it can be interpreted that as Organizational Citizenship 

Behavior rises, organizational commitment of employees will tend to increase too. 

 

Further, the findings of this particular study are in line with the results of previous researches, 

demonstrating that the employees who exhibit civic virtue and conscientious behavior are 

generally committed to the organization as particularly indicated by Rajesh and Karthick, 

(2014). In addition, other organizational psychologists are also of the view that the best way 

to encourage employees to exhibit or display Organizational Citizenship Behavior is by 

improving the level of their commitment, engagement or loyalty with the organization. The 

same has already been empirically proved by another famous research carried out on 162 

expatriates working in 37 subsidiaries who also highlighted a positive significant relationship 

between the citizenship behaviors displayed or exhibited by employees at work (more 

specifically, Civic virtue and Altruism) and employees’ affective commitment. Moreover, 

Liang (2011) also stressed upon the positive relationship between Organizational Citizenship 

Behavior and organizational commitment of employees with reference to non-HR/line 

managers. Additionally, this has further been clarified by extant literature that also illustrated 

the similar results i.e. altruism dimension of OCB has a significant positive influence on 

organizational commitment of employees. 
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Chapter 6: Conclusion 

6.1 Conclusion 

This study attempts to examine the effect of OCB on various variables and at the end of the 

research, many interesting insights are revealed. As evident from the results above, both 

organizational citizenship behavior and job satisfaction are multi-faceted or multi-dimensional 

concepts and it is quite probable that an employee tends to be satisfied with one facet of job 

satisfaction and may not be satisfied with another and vice versa. Same holds true for OCB, 

which implies that an individual may exhibit one of the organizational citizenship behaviors 

such as altruism and civic virtue and may/ may not enact or display other OCB types i.e. 

conscientiousness and vice versa. As illustrated by the results explained in preceding 

paragraphs, it can be inferred that the satisfied employees more often display/exhibit or 

perform organizational citizenship behaviors as opposed to their unsatisfied counterparts, 

which brings us to the conclusion that OCB has an important link with Job Satisfaction and 

organizational commitment of workforce. Among the antecedents or determinants of OCB are 

employee-friendly organizational policies, HR practices, strategy alignment, trust in senior 

leadership, fair reward and recognition system, relations with coworkers or team members etc. 

to name a few, which tend to trigger the inner drive of employees and encourage the 

individuals to display or perform extra-role behaviors/activities voluntarily. 
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6.2 Recommendations 

 

The current study, therefore, provides several implications for managers, policymakers and 

top management of the telecom industry. Specifically, the study results reveal that 

organizational citizenship behavior is positively related with job satisfaction and 

organizational commitment of employees. The practitioners or the telecom industry managers 

need to satisfy their employees by providing them with conducive environment, on-time pay, 

flexible working hours, clear communication channels, career path, promotion opportunities 

to foster citizenship behavior in the organization by increasing the retention of talented, loyal 

and committed workforce as well as reducing the employee turnover. In addition, keeping in 

view the significant positive relationship of organizational citizenship behavior with 

organizational commitment, managers need to foster and implement a fair reward system and 

train the workforce to enhance their skills in order to increase their loyalty and commitment 

to organization which, in turn, will increase innovation, productivity and organizational 

performance. This will not only stimulate the development and execution of organizational 

citizenship behavior but it will also reduce the high cost of employees’ turnover borne by the 

organization. Managers, therefore, should focus on retaining the talented & high performing 

individuals as the retention of high quality workforce is the most important & inimitable 

source of sustainable competitive advantage in this hyper competitive scenario. 

Furthermore, in order to increase the job satisfaction and organization commitment of 

employees and to encourage the employees to exhibit or perform extra-role behaviors/ 

voluntary actions, management should focus more on employee engagement initiatives and 

the same should be launched regularly to increase the retention of talented employees and to 

engage them emotionally and psychologically through effective trainings, equitable & fair 

rewards, coaching and mentoring, employee recognition programs, giving them 

organizational identity & sense of belongingness, meaningful & interesting work and career 

development opportunities so that they could see their future in organization.  
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In addition to above, satisfying employees by using motivational techniques, providing 

flexible times, and fostering work-family programs may help employees stay committed to 

the organization. These resources may also positively influence employees to actively engage 

in discretionary/extra-role behaviors that will definitely pave the way for smooth functioning 

of the businesses or organizations. Furthermore, the employees who are satisfied, committed, 

and show extra-role performance (organizational citizenship behavior) are likely to stay in 

their current organizations which will ultimately be translated into enhanced organizational 

performance and productivity. 

Organizations and leaders should emphasize to cultivate a culture of physical and emotional 

well-being of employees to stimulate the exhibition of such voluntary or discretionary 

behaviors due to the reason that OCB has been widely acknowledged as an inescapable and 

inevitable condition for enhanced overall organizational performance, effectiveness and 

growth. Moreover, it is pertinent to mention that the benefits of OCB are two-fold i.e. for both 

the employees and employer like increased job satisfaction of employees, high retention rate 

of talented employees etc. which can ultimately be translated into efficiency and effectiveness 

of the organization. However, aligned with this, simultaneously the darker side of OCB such 

as role overload, work-family conflict should also be taken into account which may somehow 

turn out to be detrimental/ counter-productive for the health of organization. Foregoing above, 

apart from some positive consequences and aspects favorable for the efficient and effective 

functioning of the organization, practitioners and researchers should also put more emphasis 

on the negative aspects of OCB. Moreover, employee-friendly policies and employee 

engagement initiatives should be employed to promote/ encourage the performance or 

exhibition of OCB among employees in organizations. 
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6.3 Limitations 

Limitations may exist in almost every kind of research; the current study may also 

include certain limitations which are as follows: 

 

 Selection of respondents/company representatives serving in certain telecom 

companies might be taken as a limitation as it is restricted to some cities of Pakistan 

and is not able to cover every nook and corner.  

 Furthermore, the responses may be based on the biased opinion of respondents.  

 It is quite possible that some of the employees/ respondents may have responded to the 

questions improperly due to time constraints or maybe they did not understand the 

question properly. 

 Finally, other factors contributing to Organization Citizenship Behavior can also be 

incorporated to better understand the relationship between each dimension of OCB 

and facets of job satisfaction, organizational commitment etc. 

 

6.4 Implications and Future Research 

 

Although highly acceptable as per standards, but it will not be out of place to mention that the 

sample size of this particular study is relatively low, therefore, it is strongly recommended 

that for best results, larger samples should be employed in forthcoming investigations on 

Organization Citizenship Behavior, likely to be conducted in near future. This is due to the 

reason that more insightful or informative patterns/trends, results and inferences can be drawn 

from larger sample size which will definitely bring more power and weightage to the overall 

analysis, in consequence. 

 

Yet, another worth mentioning avenue of future research might also take into consideration 

the very subtle relationship between OCB motives and the level of threat that the team 

members may encounter on observing any fellow employee enacting Organizational 

Citizenship Behavior. Broadly speaking, individuals might feel more threatened when a team 

mate actively exhibits Organizational Citizenship Behavior with the intention to cast a good 



57 

 

 

impression management on senior management. Because a probability might exists that it 

creates a kind of intimidation for the fellow colleagues as they might feel that their jobs, 

career progression or future promotions are in trouble. Now, the aforementioned argument 

necessitates the strong need for further research in order to determine the means of analyzing 

the Organizational Citizenship Behavior motives and then also examining the possible 

reactions of the other team members. In addition, it might be interesting to explore whether 

the coworkers were more or less likely to exhibit Organizational Citizenship Behavior after 

observing the coworker enacting Organizational Citizenship Behavior and also ascertaining 

the very motive behind the actions pertaining to organizational citizenship. 

 

While the past researches on Organizational Citizenship Behavior highlight that there is little 

information available pertaining to Organizational Citizenship Behavior in different 

geographical regions and cultures. Therefore, a future research opportunity might also include 

investigating whether there are differences in reactions to using Organizational Citizenship 

Behavior in Employees’ performance evaluations in individualistic and collectivist cultures. 

Because, by and large, the individualistic cultures place the individuals as most important 

whereas, contrary to that, the collectivist cultures place the organization as critically 

important. Consequently, keeping in view the above mentioned factors, this leads us to the 

idea that the employees who assign more priority to the organization also value and exhibit 

the Organizational Citizenship Behavior more. 

 

Nonetheless, the research on the antecedents/ determinants and consequences of 

Organizational Citizenship Behavior is critically important because those employees who 

frequently & actively display Organizational Citizenship Behavior are viewed as an important 

and a promising asset for the organization both by the managers and senior leaders alike. 

Now, this will further facilitate the understanding of employees’ extra-role behaviors or 

voluntary actions in overall organizational analysis. Hence, as reported by management gurus 

and owing to its growing importance for the maximized growth and performance of 

organizations, the research pertaining to Organizational Citizenship Behavior will continue 

for many years. 
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Appendix A- Questionnaire 

 

Demographics 

 

1. Gender 

•   Male 

 

•   Female 

 

2. Age 

•   22-30 

 

•   31-40 

 

•   41-50 

 

•   above 50 

 

3. Which of the following categories best describe your employment status 

•   Employed, Working full-time 

 

•   Employed, working part-time 

 

4. How long have you been working with your present Organization? 

 

5. What is your current Designation/Grade? 

 

Instructions: Please indicate the extent to which you agree with the under mentioned 

statements. 

 

 

Scale: 5- Strongly Agree, 4-Agree, 3-Neutral, 2-Disagree, 1-Strongly Disagree 
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   Altruism 

 I help others who have heavy workloads. 

 I am always ready to lend a helping hand to those around me. 

 I help orient new people even though it is not required. 

 I willingly help others who have work related problems. 

 

Conscientiousness 

 I rarely take long lunches or breaks. 

 I do not take unnecessary time off work. 

 I do not take extra breaks 

 My attendance at work is above the norm 

 I obey company rules and regulations even no one is watching 

 

Civic Virtue 

 I attend trainings/information sessions that are not required, but help the company 

image. 

 I keep abreast of changes in the organization. 

 I read and keep up with organization announcements, memos, and so on. 

 I take the initiative to recommend how procedures can be improved 

 I encourage peers to follow organizational policies 

 

Job Satisfaction 

 My manager gives us recognition for a job well-done.  

 I am satisfied with the organization policies 

 My organization has a fair promotion policy 

 My organization provides me with sufficient career development opportunities 

 My work gives me sense of accomplishment 

 I feel my pay is fair compared to people in similar roles in other organizations. 

 The people I work with are supportive and treat me with respect. 

 My coworkers and I openly talk about what needs to be done to be more effective. 
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Organizational Commitment 

 

 I feel proud to tell people where I work. 

 I really feel as if this organization's problems are my own 

 This organization motivates me to go above and beyond in my role. 

 I would recommend this organization to others as a great place to work. 

 I feel strong sense of attachment with my organization 

 

Scale: 5- Strongly Agree, 4-Agree, 3-Neutral, 2-Disagree, 1-Strongly Disagree 
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