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PERCEIVED ORGANIZATIONAL SUPPORT AND
ORGANIZATIONAL CITIZENSHIP BEHAVIOR: A STUDY
OF HOTEL EMPLOYEES IN CAPPADOCIA

Emine Ogut
Selcuk University, Turkey

Ibrahim Ilhan and Metin Kaplan
Nevsehir University, Turkey

Melis Attar
Selcuk University, Turkey

ABSTRACT

The aim of this study is to analyse relationship between perceived organizational support and organizational
citizenship behaviour in hotel businesses. According to results of correlation analysis a positive relationship
between perceived organizational support and conscientiousness and civic virtue, subdimensions of
organizational citizenship behavior, was determined while no significant relationships were found between
perceived organizational support and other three variables such as altruism, courtesy, and sportsmanship.

Key words: Perceived Organizational Support, Organizational Citizenship Behavior, Hotel Businesses

INTRODUCTION

Customer satisfaction is based on employees’ performance to a great extent in tourism businesses in which they
work hard and at irregular work hours. Cooperation and mutual assistance is an indispensable prerequisite to
provide an efficient service in hotel businesses, which requires employees’ organizational citizenship behaviour.

Development of organizational citizenship behaviour is based on some antecedents. This study focuses on
perceived organizational support defined as ‘‘global beliefs concerning the extent to which the organization
values their contributions and cares about their well-being” (Panaccio and Vandenberghe, 2009: 224).
Employees who feel that they have been well supported by their organizations tend to reciprocate by performing
better and engaging more readily in citizenship behaviour than those reporting lower levels of perceived
organizational support (Wayne et al., 1997: 90).

In this context, the research objective of this study is to investigate the relationship between perceived
organizational support and organizational citizenship behavior (altruism, courtesy, sportsmanship,
conscientiousness, and civic virtue) in five-star hotel businesses.

Perceived Organizational Support

Perceived Organizational Support (POS) is a unidimensional measure of the general belief held by an employee
that the organization is committed to him or her, values his or her continued membership, and is generally
concerned about the employee’s well-being (Hellman et al., 2006: 631). According to organizational support
theory, POS meets socioemotional needs, provides assurance that aid will be available when needed, and
indicates the organization’s readiness to recompense efforts made on its behalf (Eisenberger et al., 2001: 42).
POS corresponds to the degree to which employees feel that the organization that employs them is willing to
equitably compensate them for their efforts, help them in case of need (e.g. illness, work-related problems),
make their work interesting and stimulating, and provide them with adequate working conditions (Aube et al.,
2007: 480).

1303




Eisenberger and colleagues suggested that an employee’s perception of how an organization values him or her
may be vital for determining if any attitudes or behaviours benefiting the organization emerge from social
exchange relationship (Moorman et al., 1998: 351). Employees having the perception of strong organisational
support are more likely to behave on behalf of the organisation theoretically. In this frame POS is usually
associated with Blau’s (1964) social exchange theory, which argues that employees will trade their efforts for the
promise of material and personal rewards that the organization may offer in the future (Stamper ve Johlke, 2003:
571).

Organizational support theory also addresses the psychological processes underlying consequences of POS.
First, on the basis of the reciprocity norm, POS should produce a felt obligation to care about the organization’s
welfare and to help the organization reach its objectives. Second, the caring, approval, and respect connoted by
POS should fulfil socioemotional needs, leading workers to incorporate organizational membership and role
status into their social identity. Third, POS should strengthen employees’ beliefs that the organization recognizes
and rewards increased performance (i.e., performance-reward expectancies). These processes should have
favourable outcomes both for employees (e.g., increased job satisfaction and heightened positive mood) and for
the organization (e.g., increased affective commitment, performance and organizational citizenship behaviour
reduced turnover) (Rhoades and Eisenberger, 2002: 699).

Organizational Citizenship Behavior

Organizational Citizenship Behaviour (OCB) is one of the positive behavioural consequences of POS, and
defined as extra-role behaviour that is discretionary and not explicitly related to the formal reward system of an
organization but is conducive to its effective functioning (Niehoff and Moorman, 1993: 529; Organ, 1997: 86).
OCB displays the following characteristics: (1) behaviour which is above and beyond that formally prescribed
by a person’s organizational role, (2) discretionary behaviour on the part of the employee, (3) behaviours not
directly or explicitly rewarded in the organization’s formal reward system, and (4) behaviours important for the
effective and successful functioning of the organization (Piercy et al, 2006: 247). Volunteerism is the
prerequisite for OCB. Organ (1988) classifies OCBs into five categories: altruism, courtesy, sportsmanship,
conscientiousness, and civic virtue.

Altruism is described as those behaviours that have to do with helping a specific person, (supervisor, co-worker,
or client) (Barksdale and Wemer, 2001: 146). (e.g., voluntarily helping less skilled or new employees and
assisting coworkers who are overloaded or absent) (Yoon and Suh, 2003: 598).

Courtesy, which describes the gestures that people exhibit at work to help prevent work problems for others
(Konovsky and Organ, 1996: 255).

Sportsmanship consists of actions that employee refrain from complaining, doing petty grievances, railing
against real or imagined slights, and making federal cases out of small potatoes (Yoon and Suh, 2003: 598).

Conscientiousness is discretionary behaviour that goes well beyond the minimum role requirements of the
organization (e.g., working extra-long days, retumning phone calls from the home office promptly, never bending
the rules, entertaining only when it is clearly in the best interest of the company to do so) (MacKenzie et al.,
1993: 71).

Civic virtue, tesponsibly participating in the life of the firm (e.g. attending meetings/functions that are not
required but that help the firm, keeping up with changes in the organization, taking the initiative to recommend
how procedures can be improved) (Dimitriades, 2007: 473).

Previous research has demonstrated that POS relates positively to organizational citizenship behaviour (e.g.,
Shore and Wayne, 1993: 777; Moorman et al., 1998: 354). Shore and Wayne (1993) investigated the relationship
between perceived organizational support and organizational citizenship behaviour on employees and their direct
supervisors working in a large multinational firm headquartered in the southeastern United States. According to
the results, positive relationship between POS and OCB was found out. Results also indicate that POS is a
predictor of OCB. Wayne et al., (1997) found out positive relationship between perceived organizational support
and organizational citizenship behaviour of employees with at least five years of tenure at a large corporation in
the United States. Wayne et al., (2002) found out positive relationship between perceived organizational support
and organizational citizenship behaviour in the research on employees and their direct supervisors from two
metal fabricating plants that are subsidiaries of a Fortune 500 company. Piercy et al., (2006) found out positive
relationship between perceived organizational support and organizational citizenship behaviour in the research
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on sales persons. Liu (2009) examined the relationships between organizational support and organizational
citizenship behaviour in multinational corporations located in Mainland China. Results indicate that perceived
organizational support is significantly related to organizational-directed OCB.

Researches in the related literature support the social exchange view that POS develops feelings of obligation
that contribute to organizational citizenship behaviours. In the light of these findings, the following hypothesis
will be tested:

H,: There is a positive relationship between perceived organizational support and altruism.

H,: There is a positive relationship between perceived organizational support and courtesy.

H3: There is a positive relationship between perceived organizational support and sportsmanship.
H,: There is a positive relationship between perceived organizational support and conscientiousness.
Hs: There is a positive relationship between perceived organizational support and civic virtue.

METHODOLOGY

Sample

The sampling is from employees in five-star hotel businesses licensed by the Tourism Ministry in the
Cappadocia Region. Participants work in front offices, food and beverage, and storey services departments of
these hotels. Interviewers were tecruited to distribute to 150 subjects. In total 135 employees responded to the
survey. Of the employees who responded, 128 provided useable questionnaires on all study variables for a
response rate of 85.3 per cent.

TABLE 1

The demographic profiles of employees are shown in Table 1. 32.8% of participants that responded to the
questionnaire were female and 67.2% were male. 68.8 percent of the respondents were married and 31.3 percent
were single. Almost 75.0 percent of the respondents were younger than 30 years old. In terms of education
levels, 21.1% of participants had graduated from primary school, 55.5% from secondary school, and 17.2% from
high school. 6.3 percent of the participants had a bachelor’s degree. When worked departments are taken into
consideration, it is seen that the participants to the survey are more employed in food and beverage (43.8
percent), front offices (28.9 percent), and storey services departments (27.3 percent) in these hotels. 52.3% of the
participants completed the tourism and hotel management training.

Measures

Organizational citizenship behavior (altruism, courtesy, sportsmanship, conscientiousness, and civic virtue) was
designated as the dependent variable in this study, while perceived organizational support was considered as the
independent variables. To measure perceived organizational support, we used the short version of Perceived
Organizational Support Scale with 10-items developed by Eisenberger et al. (1992) and Lynch et al. (1999).
Participants responded on a 5-point Likert-type scale dictating to the extent which they agreed with each
statement as it reflected their present work environment (1= strongly disagree, 5= strongly agree). The internal
reliability estimated for this sample was 0.80. On the other hand, organizational citizenship behaviour was
measured with 20 items S-point Likert scale (1=strongly disagree, 5=strongly agree) developed by Podsakoff and
MacKenzie (1989). The items were classified in terms of the five dimensions of altruism (helping other members
of organization in their tasks), courtesy (preventing problems deriving from the work relationship),
sportsmanship (accepting less than ideal circumstances), conscientiousness (dedication to'the job and desire to
exceed formal requirements in aspects such as punctuality or conservation of resources), and civic virtue
(responsible and constructive involvement and participation in issues confronting the group and organization)
(Dimitriades, 2007: 473; Konovsky and Organ, 1996: 257). Each subscale contained 4 items and Cronbach’s
alphas were as follows: 0.84 for altruism, 0.86 for courtesy, 0.68 for sportsmanship, 0.78 for conscientiousness
and 0.88 for civic virtue.

RESULTS

Table 2 shows means, standard deviations, correlations among variables, and cronbach’s alpha coefficients.
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TABLE 2

As shown in Table 2, as a result of Pearson correlation analysis perceived organizational support had significant
and positive relationships with conscientiousness (r=,227; p<0.01) and civic virtue (r=,177; p<0.05). According
to these findings Hys and Hs were supported. This finding was similar to the study results of Liu (2009). No
significant relationships were found between POS and other three variables such as altruism, courtesy, and
sportsmanship. In this respect, H;, H, and H; were not supported. Conscientiousness and civic virtue are related
directly to the contributions of individuals to the organization while altruism, courtesy, and sportsmanship are
concerned with the individuals® interaction with others. Hence, it is an expected result that there is positive
relationship between POS and conscientiousness and civic virtue.

The following suggestions can be offered in order to get employees to have the perception of a supportive
organization;

¢ Creative ideas, suggestions, and comments of the employees should be taken into consideration,
* An effective communication system should be provided,
* A participatory management approach should be adapted.

There are potential areas for future research. It is suggested that antecedents and consequences of POS and OCB
should be investigated for different industries or organizations.
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Table 1: Demugraphlc Characteristics of Sample

Characteristics (%) Characteristics f (%)
Gender Education Level of Participants
Male 86 | 67.2 | Primary school 27 21.1
Female 42 | 32.8 | Secondary school 71 55.5
High school 22 17.2
Bachelor’ degree 8 6.3
Status of a person
Married 88 | 68.8 | Worked Department
Single 40 | 31.3 | Front office 37 | 289
Food and beverage, | s6 | 43.8
Age Storey service 35 | 273
Less than 25 29 | 227
26-30 67 | 52.3
31-40 25 | 195
| 41 or more 7 5.5
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Table 2: Descriptive Statistics and Inter-correlations among Study Variables

Mean | Std: 1 2 3 4 5 6
Dev.
1. POS 3,62 0,60 (0.80)
2. Altruism 3,53 0,99 076 (0.84)
3. Courtesy 3,62 1,07 ,055 L631%# (0.86)
4, Sportsmanship 3,56 0,83 114 ,603%* ,600** (0.68)
5. Conscientiousness | 4,03 0,67 227%* 496** ,465%* S567%* (0.78)
6. Civic virtue 3,73 1,00 L177* A27** A14%* 466** A428** | (0.88)

* Correlation is significant at the 0.05 level (2-tailed).
** Correlation is significant at the 0.01 level (2-tailed).
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