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ABSTRACT

Many researchers conducted study in the area of organizational citizenship
behaviour but there is little research and less focus on service organizations,
particularly educational institution. The study is a replication of Veldhoven
and Meijman (1996). Johnson (1996), Lytle, Hom and Mokwa (1998), Weer
(2006), Podsakoff and Mckenzie (1994) which adapting 25 item instruments on
participation in decision making, training and development and career
development that will impact on the exhibition of organizational citizenship
behaviour among administrative staff in the university. The study aims to
understand the relationship of human resource practices on organizational
citizenship behaviour within the context of university as educational institution.
Based on the analysis it was found that career management and training made
significant  contributions to  organizational citizenship  behaviour.
Recommendations and implications for future research and practice were also

discussed.



ACKNOWLEDGEMENT

In the name of ALLAH, the Most Beneficent, the Most Merciful and peace be
upon our Prophet Muhammad SAW. My utmost appreciation for everything
given by ALLAH. I would like to take the opportunity to extent my utmost
gratitude and sincere appreciations to the following people that had made the
day of realization. My deepest appreciation and thankful goes to my
supervisor Dr. Chandrakantan s/o Subramaniam. With his continuous effort,

dedication and advice this thesis would possibly comply with the deadline.

[ also would like to extend my appreciation to my family for their
unconditional support and love. To my superior, Prof. Dr. Abdul Razak Saleh
my colleagues, those who have indirectly involved in this thesis, thanks a lot

for the encouragements and moral support.



TABLE OF CONTENTS

CERTIFICATION OF THESIS WORK

PERMISSION TO USE
DISCLAIMER

ABSTRACT

ACKNOWLEDGEMENT

TABLE OF CONTENT
LIST OF TABLES
LIST OF FIGURES

CHAPTER 1: INTRODUCTION

1.1

1.2

1.3

1.4

1.3

1.6

1.7

Background of The Study
Problem Statement
Research Questions
Research Objectives
Scope of The Study

Significance of The Study

Organization of The Research

CHAPTER 2: LITERATURE REVIEW

2.1
2.2

Introduction

Empirical Studies of Organizational Citizenship
Behaviour

2.2.1 Leadership and Organizational Citizenship
Behaviour

2.2.2 Job Satisfaction and Organizational Citizenship
Behaviour

vi

PAGE

ii
iii

iv

Vi

ix

10

11
11

11



2.3

24

2.2.3 Personality and Organizational Citizenship
Behaviour

2.2.4 Motivation and Organizational Citizenship
Behaviour

Human Resource Practices and Organizational Citizenship
Behaviour

2.3.1 Participation in Decision Making and
Organizational Citizenship Behaviour

2.3.2 Training and Development and Organizational
Citizenship Behaviour

2.3.3 Career Development and Organizational
Citizenship Behaviour

Summary

CHAPTER 3: RESEARCH METHODOLOGY

.
3.2

3.3
3.4
3.5
3.6
3.7

3.8
3.0
3.10
311
3.12
313

Introduction

Research Framework

3.2.1 Hypotheses
Conceptual Definitions
Operational Definitions Summary
Instrument Scales
Population

Sample

3.7.1 Sampling Procedure
Data Collection Process
Questionnaire Design
Translation

Pilot Test

Data Analysis

Summary

vii

15

16

18

19

21

23

29

26
26
27
28
28
30
30
31
32
32
34
35
36
36
38



CHAPTER 4: RESEARCH FINDING

4.1
4.2
4.3
44
4.5
4.6
4.7
4.3

CHAPTER 5: DISCUSSION AND CONCLUSION

Introduction

Response Rate

Profile of Respondents
Reliability Analysis
Descriptive Statistics
Correlation Analysis
Multiple Regression Analysis

Summary

S Introduction

5.2 Recapitulation of Result

5.3 Discussion

5.4  Implication
5.4.1 Managerial Implication
5.4.2 Theoretical Implication

5.5  Conclusion

References

Appendix A — Questionnaire

Appendix B — Pilot Test

Appendix C — Reliability Test

Appendix D — Frequencies

Appendix E — Descriptive Analysis

Appendix F — Correlations

Appendix G — Multiple Regressions

viii

39
39
40
42
43
43
44
46

47
47
48
49
50
54
55
57

64

70

74

78

80

84

85



Table 3.1

Table 3.2
Table 3.3
Table 4.1
Table 4.2

Table 4.3

Table 4.4
Table 4.5

Table 4.6

LIST OF TABLES

Determining Sample Size
from a Given Population

Brief Outline of the Questionnaire

Pilot Study Reliability Test

Response Rate

Frequencies of Demographic Characteristics

Reliability Test for Human Resource Practices
and Organizational Citizenship Behaviour

Descriptive Analysis Results
Correlation Coefficient among Variables

Results of Multiple Regression Analysis

PAGE
31

35

36

39

40

42

43

44

46



LIST OF FIGURES
PAGE

Figure 3.1 Research Framework 27



CHAPTER 1
INTRODUCTION

1.1  Background of the Study

Organizational citizenship behaviour has been a key construct in the
psychology and management area. It has received an enormous deal of interest
in the literature (Swaminathan & Jawahar 2013; Marshall, Moncrief, Lassk &
Shepherd 2012; Farhan & Mehboob 2012; Mohammad, Habib & Alias 2011;
Javadi & Yavarian 2011; Wei, Han, & Hsu 2010; Kim & Gong 2009; Noor
2009; Sun, Aryee & Law 2007). Current research shows that not only in-role
but also extra-role behaviours-organizational citizenship behaviour-are
essential in employee performance. Organizational citizenship behaviour also
important for an organization to survive. Several researchers found that
employee satisfaction, organizational commitment, high performance human
resource practices and motivation all impact and affect organizational
citizenship behaviour (Swaminathan & Jawahar 2013; Marshall et al. 2012;

Farhan & Mehboob 2012; Jahangir, Akbar & Haq 2004).

Organizational citizenship behaviour is important for employees in a university
because they are working in a service organization. Bettencourt, Gwinner and
Meuter (2001) have developed three dimension of service-oriented OCB:
loyalty, participation and service delivery. Employees act as advocates to
outsiders of organization’s product, service and its image through loyalty. In
participation service-oriented OCB, employees take individual initiative to

develop service delivery to enable the organization to meet the rapid change of
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