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Abstract: Organizational citizenship behaviour (OCB) is defined as individual’s behaviour that is discretionary, not directly 
or explicitly recognized by the formal reward system, and it promotes the efficient and effective functioning of the 
organization. Though there are findings on the determinants and consequences of organizational citizenship behaviour, 
criticisms are raised against them. Sometimes they are inadequate to explain the framework of organizational citizenship 
behaviour.  The study examines the relevance of OCB in Mauritius hospitality industry and proposed a new theoretical 
framework for future research with its practical implications.  
Design / Methodology/ Approach:  The paper follows the method of in-depth and extant literature survey to critically 
examine the literature and rationalizes the determinants and consequences of organizational citizenship behaviour in 
Mauritius context.   
Conclusions/Findings:  It provides a comprehensive conceptual model of organizational citizenship behaviour for Mauritius 
organizations. The model includes human resource practices, employee engagement, and job embeddedness as determinants 
of organizational citizenship behaviour. High employee retention, job satisfaction and low absenteeism have been 
conceptualized as positive consequences and work-family conflict and role overload as negative consequences.   
Research and Practical Implications:  The theoretical framework proposed in this paper on OCB would help researchers 
and management expert to understand the role of OCB in producing better results for business organizations. This paper has 
number of implications for HR Practitioners and management experts. They could utilize the model very effectively in 
Mauritian Hospitality Industry context to nurture good OCB for better performance.   
Original Contribution:  The study intended to contribute towards the broader understanding of the new facets of the 
determinants and consequences of organizational citizenship behaviour. It proposes a new theoretical model in the Mauritian 
context.  
 
Keywords: Organizational Citizenship Behaviour, Human Resource Practices, Employee Engagement, Job Embeddedness, 
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INTRODUCTION 
 
The hospitality industry is a broad category of fields 
within the service industry that includes lodging, 
restaurants, event planning, theme parks, 
transportation, cruise line, and additional fields within 
the tourism industry. The hospitality industry is a 
several billion dollar industry that mostly depends on 
the availability of leisure time and disposable income. 
A hospitality unit such as a restaurant, hotel, or even 
an amusement park consists of multiple groups such 
as facility maintenance, direct operations, 
management, marketing, and human resources.  The 
management of such establishments is very 
challenging, as managers need to be flexible enough 
to anticipate and meet a wide variety of needs. They 
must also handle tasks such as training employees, 
handling staff, setting standards, and so forth. 
During the past few decades, OCB in Hospitality 
Industry become a major area of attention to 
practitioners and academic researchers (Gundersen et 
al., 1996, Oliver, 1997). Furthermore, a number of 
empirical studies indicate a positive relationship 
between job satisfaction and OCB (Kandampully and 
Suhartanto, 2000; Dimitriades, 2006; Chi and Qu,  

 
2008; Faullant et al., 2008). Therefore, one of the key 
strategies for understanding determinants and 
consequences of Organizational Citizenship 
Behaviour for Hospitality Industry is very important.  
World-class organizations have people who go 
beyond their formal job responsibilities and are ready 
to devote their extra bit of time and energy to the 
work. This phenomenon is known as ‘Organizational 
Citizenship Behavior’ (OCB) although this 
orientation is uncommon in many service industries 
but can prove to be very helpful in not only 
combating the competition but also developing a 
culture of cooperation and successful performances. 
 
Organizational Citizenship Behavior (OCB) has three 
characteristics;   
First OCB is considered as a thought of as 
discretionary behaviors, which are not part of the job 
description, and are performed by the employee as a 
result of personal choice.  
Second, OCB is an enforceable requirement of the 
job description.  
Finally, OCB contributes positively to overall 
organizational effectiveness.  
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The hotel industry in Mauritius forms part of the 
larger tourism industry.  The tourism industry 
represents one of the main economic pillar of 
Mauritius contributing to nearly MUR 44.6bn (11.3% 
of GDP) in 2014 and was forecasted to increase by 
3.8% in 2015 (WTTC, 2015).  The tourism sector is 
also a main source of employment for Mauritian 
citizens generating about 60,000 jobs. (Africa, D. S., 
2010). Hotel development and tourism impacts in 
Mauritius : Hoteliers perspectives on sustainable 
tourism).  With the increase in arrival of tourists, 
more hotels are being constructed to facilitate 
accommodation.  It is of vital importance for hotels to 
ensure that they maintain and improve the level of 
customer loyalty, especially towards their main 
customers, the tourists. 
 
The hotel industry in Mauritius is a very well 
organized industry.  The industry has constantly 
upgraded the quality of accommodation to cater to the 
demands of the International traveler of all age 
categories from children to adults.  Many resorts and 
hotels have been accommodated with the latest 
technology and services for the indulgence of tourists, 
with their large variety of services like the sauna, 
massages, private Jacuzzi, well-designed gardens, 
providing fairylike atmosphere. 
(mauritius-tourism-i-82@ mauritiusattractions.com. 
(n.d.). Retrieved from 
https://mauritiusattractions.com/mauritius-tourism-i-
82.html) 
 
Organizational citizenship behavior:  
Organizational Citizenship Behavior (OCB) is 
defined some extra job- related behaviors which go 
above and beyond the routine duties prescribed by the 
employee’s job descriptions (Bateman and Organ, 
1983). Initially, Katz (1964) introduced the term of 
OCB on extra role behaviors. Organ and Bateman 
(1983) further developed into the understanding of 
this concept of OCB and they concluded in  it  by  
calling  it  “the  good  soldier  syndrome” (Organ, 
1988). Organizational Citizenship Behavior impacts 
workgroup efficiency during the times of crisis 
(Organ, 1998). By having conscientiousness and 
willingly helping others results in decreased inter-
group conflict, and increase in the motivational level 
of employees which allows managers to focus on 
more pressing and important organizational matters 
(MacKenzie  et al ., 1999).  Organ (1990) suggests 
that OCB not only adds to employee and 
organizational performance, but it also changes the 
way a manager evaluates the employees. In the 
meantime, the studies in OCB have been very broad 
since its evolution (Bateman and Organ, 1983). OCB 
is held to be an important to the survival and well 
being of an organization Organ (1988). OCB defines 
a set of desirable    organizational    behaviors,   
which  illustrate multi-dimensional relationships with 
positive organizational results (Walz and Niehoff, 

1996). In studies,  every  study  supported  a  new  
determinant of OCB.  Any  type  of  behavior  which  
results  in benefiting the organization, is discretionary 
and goes beyond existing role expectations is referred 
to as OCB and   is   very   important  for  
organizational  success (Van Dyne  et al ., 1995). 
Organizational citizenship behavior achieves an 
increased amount of the output in long term 
perspective rather than the shorter ones (Joireman  et 
al ., 2006). OCB has also been viewed as ‘affinitive 
and promotive’ set of behaviors that demonstrate the 
employee’s desire to maintain a relationship with 
coworkers or the organization by contributing       to       
the     organizational     success (Van Dyne  et al ., 
1995).  
 
The determinants of OCB such as Organizational 
Commitment and job satisfaction lead the smooth 
flow of the organizational processes.  Organizations 
could not survive or grow without their members 
behaving as good citizens by engaging in all sorts of 
positive behaviors at work because of the importance 
of good citizenship for organizations. Payne and 
Webber (2006) found that the employee satisfaction 
was positively related to service-oriented 
Organizational Citizenship Behaviors, customer 
satisfaction, and customer loyalty, whereas affective 
commitment was not related to these outcomes. The 
extent to which the predicting variables interacted 
with one another and the role of employment status 
on these relationships was also explored. The OCB 
plays a vital role in the survival of the organization 
and also leads to efficiency and productivity 
maximization.  Organizational  Citizenship Behavior 
is a newer concept considered in Organizational 
Behavior discipline, but it has a major share of 
organizational behavior research.  
 
The determinants of OCB are widespread in 
Hospitality industry.  The current study investigates 
the OCB construct by using a model of the 
determinants   of   OCB   defined  by  Nadim  and 
Muzahid (2004). The factors used  in the study are 
i.e., Job Satisfaction and Organizational 
Commitment, Role Perceptions, Leadership 
Behavior.  Job satisfaction plays an important role in 
contributing towards the OCB and is predominantly 
linked with work motivation. The Job design such as, 
job rotation, job enlargement and job enrichment 
aims to enhance the job satisfaction and employee 
performance.  Other influences on satisfaction are the 
management style and culture, employee involvement 
in work, and empowerment and autonomous work 
position.   
 
Working conditions substantially correlated with 
subjective measures of work motivation,   Moreover 
employees experiencing a high motivating potential 
at work reported more Organizational Citizenship 
Behavior, higher job satisfaction, and less turnover 
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intentions (Wegge et al ,2006).  Work not only 
provides a platform to employees for exhibiting 
Organizational Citizenship Behavior but also reduces 
the turnover intension. More recently, Podsakoff  et 
al, (2010) found that OCBs have a positive 
relationship with performance   ratings   and   reward   
allocation and defined the effects of job candidate’s 
tendency to exhibit OCBs on selection decisions 
made in the context of a job interview.  
Personality variables include the feelings like positive 
affectivity; negative affectivity, conscientiousness, 
and agreeableness have all been found to predispose 
people to orientations which make them more likely 
to engage in OCB related activities. Even so, 
personality may be a vital measure in order to control 
for its influence on behavior or to examine any 
moderating effects it may have in citizenship 
behaviors. Numerous studies on determinants of OCB 
have been conducted around by different researchers. 
On the other hand, very little work is conducted to 
understand the theory and practice of OCB from a 
developing country’s context. This study is an effort 
to fill this gap by providing a framework to 
understand the OCB and its application to Mauritius 
services sector. 
 
II. LITERATURE REVIEW 
 
Organizational Citizenship Behaviour (OCB) Many 
past scholars debated on the terms of OCB. The 
concept of the term could reflect the way how 
employees act towards surrounding at work, which is 
clearly excluded from the job descriptions, and it is 
done voluntarily (Danaeefard, Balutbazeh and Kashi, 
2010). Some employees are willing to do good deeds 
without any request or order; however some 
employees are not willing to take part. OCB happens 
when employee performs some good deeds to the 
organization without expecting any retribution from 
the third party involved. OCB is defined as voluntary 
and discretionary behaviours that go the ‘extra mild’ 
to help colleagues to succeed; these behaviours are 
not the performance of the official role (Saraih, 
2015). OCB affects the organizational image and 
prestige by increasing the work culture of cooperation 
and indirectly establishes an entity in organization 
that is categorized under spontaneous behaviour 
(Aslan, 2008). It could be influenced if there are any 
awards or punishment given by management team in 
the organization. Thus, based on this matter it could 
contain some controversial differences (Guven and 
Gursoy, 2014). 
 
The historical overviews of OCB tend to describe that 
there are no fix objective in lines with such behaviour 
where the manners are shaped by many factors like 
OJ which is generated by employees’ initiative 
(Guven and Gursoy, 2014). In addition, OCB benefits 
the organization when an employee who displays 
OCB may influence other member in the organization 

and may form the OCB culture itself. Several studies 
are conducted to test the relationship between OCB 
and its consequences.  Oren et al. (2011) found a 
negative relationship between both variables. OCB is 
summarized as a display behaviour that will give 
advantage to the organization, it can be said that 
employees with high OCB level are less likely to 
intent from being removed from current workplace 
than those with low OCB level (Sharma, Bajpai and 
Holani, 2011).  
Moreover, Organizational Commitment (OC) 
Commitment of an employee is a bonus for the 
organization. OC is defined as an employee’s 
emotional attachment to the identification and 
participation in a particular organization specifically 
indicating affective commitment that is one of the 
organization commitments (Mschane and Glinow, 
2010). OC is whenever the workers are in the right 
path aligning with the reason for its existence 
(Robbins and Judge, 2007). It is emerged as an 
outcome of psychological bond in between 
employees and organization (Sjahruddin, Armanu, 
Sudiro and Normijati, 2013). They feel that they are 
belongs to their employer and have strong connection 
to serve more to the organization. Furthermore, OC is 
the level of trust and acceptance by employees 
towards organizational objectives and desire to stay 
longer with the organization (Sjahruddin et al., 2013).  
 
III. JOB SATISFACTION AND 
ORGANIZATIONAL COMMITMENT:  
 
Locke (1969) has defined employee satisfaction as 
“the pleasurable emotional state resulting from the 
appraisal of one’s job as achieving or facilitating the 
achievement of one’s job values” (Locke, 1969, p. 
316). Additionally, according to Spector (1997), “job 
satisfaction is simply how people feel about their jobs 
and different aspects of their jobs. It is the extent to 
which people like (satisfaction) or dislike 
(dissatisfaction) their jobs. As it is generally assessed, 
job satisfaction is an attitudinal variable” (p. 2). Some  
researchers connected job satisfaction with attitude. 
Workers with increased levels of job satisfaction 
contribute   more   towards  citizenship  behaviors 
(Brown, 1993). Individuals with increased levels of 
job satisfaction illustrate deceased tendency to search 
for another job (Sager, 1994). Satisfied employees 
would apparently be more likely to have a positive 
word of mouth about the organization, help others, 
and go a step ahead than the average expectations in 
their job. Moreover, satisfied employees might be 
smoother to go away from the call of duty because 
they want to act in response their positive experience.            
Dependable with the thinking, early consideration of 
OCB assumed that it was positively linked with 
satisfaction. Emotional commitment is idealized as a 
strong belief in achieving an organization’s goals and 
a well-built desire to play a part in the organization 
(Van Dyne  et al ., 1995). Emotional commitment 
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maintains behavioral direction when there is little   
expectation  of  formal  rewards  (Allen  and Meyer, 
1996), it would seem logical that emotional 
commitment drives those behaviors which do not 
depend primarily on reinforcement through formal 
rewards.  
According to Simons and Enz (1995), motivation is a 
significant factor that  influences job satisfaction 
among workers. It is of utmost importance for 
corporations to apply employee motivation within 
their organizations in order to improve the  
performance of the employees and reduce turnover 
rates (Carter, 1997; Honore,  2009). Data from 
several sources have identified the motivation 
importance in terms of both the organization and the 
individual (Ganta, 2014; Latham & Pinder, 2005).  
For instance, in terms of  organization, motivation 
leads to  challenging attitude and optimistic at work, 
motivated employees lead to make the team 
empowered and the more is the individual employee 
and team work  contribution, more successful and  
profitable is the organization. On the other hand, in 
terms of individuals, motivation helps to reach 
personal objectives, it leads to job satisfaction and it 
assistances the individuals in self-development. If the 
employer offers job conditions and a work 
environment that fulfills employee  embers’ needs, 
both improving motivation and cultivating employee 
morale can be fulfilled more effectively and easily 
(Siu, Tsang, & Wong, 1997). 
Motivational Factors: Based on Expectancy theory, 
there are two types of motivational factors: Intrinsic 
and Extrinsic rewards.  Intrinsic motivators are 
obtained through task performance, while extrinsic 
motivators are external factors such as a cash bonus 
incentive (Herzberg, Mausner and Snyderman, 1959). 
Some of the motivational or human needs that 
influence people are social, biological, physiological, 
ego, spiritual, cognitive, safety, and self-actualization 
(Honore, 2009; Maslow, 1943). 
Examples of the intrinsic and extrinsic motivational 
factors are listed as below 
(Richard & Deci, 2000): 
Intrinsic factors include: Full appreciation of work 
done; Feeling of being involved; Sympathetic help 
with personal problems; Interesting work; 
Opportunities for advancement and development; 
Loyalty to employees. 
Extrinsic factors include: Good working conditions; 
Tactful disciplining; Job security; Good wages. 
Kovach (1987) studied and analyzed employee needs 
and motives at work. In 1946, the researcher surveyed 
managers and employees in relation to what 
motivated them at work. Later studies were 
developed based on Kovach’s 10 motivational factors 
(Breiter, Tesone, Van Leeuwen, & Rue, 2002; 
Charles & Marshall, 1992; Simons & Enz, 1995; 
Carter, 1997; Dipietro, Kline, & Nierop, 2014; Wiley, 
1997; Kukanja, 2013). 

A study conducted by Wiley (1997) aimed to explore 
employees’ motivational factors in their work. This 
study included 460 employees in different industries 
such as services, health care, insurance, retailing, 
government agencies, utilities, and manufacturing. 
Wiley (1997) used a survey of the 10 motivational 
factors in order to determine what motivates 
employees in their jobs. The study’s findings showed 
that the top-five motivational factors ranked by the 
employees were good wages, full appreciation for 
work well done, job security, promotion and growth 
in the organization, and interesting work. Therefore, 
it is understandable that the most  important factor for 
employees was good wages. However, sympathetic 
help with personal problems was ranked as a less 
important motivational factor (Wiley, 1997). 
Herzberg’s two factor theory:  Frederick Herzberg 
investigated the factors that would satisfy and 
dissatisfy employees. He mentioned that there are two 
kinds of  factors. For instance, hygiene factors and 
motivators’ factors.  

 
Diagram1: Herzberg’s two factor theory 

 
The hygiene factors dissatisfied employee. In other 
words, when they’re passable, employees would not 
be dissatisfied, neither would they be satisfied. On the 
other hand, motivators’ factors satisfied employees. 
In other words, Herzberg recommended highlighting 
factors connected with the work itself or to results 
directly derived from it. Herzberg determined these 
factors, for example, job security, working 
conditions, compensation, fringe benefits and 
company policies are related to the hygiene factors. 
However, recognition, meaningfulness of work, sense 
of achievement and opportunity for growth are 
related to motivators factors (Herzberg et al., 1959). 
 
CONCLUSIONS AND POLICY 
IMPLICATIONS 
 
This study is purely a contribution to the existing 
literature and examined the determinants and 
consequences of OCB with an example of Mauritius 
context. There are several important implications for 
future research and practice in Mauritius.  The 
evidence from this review suggests that in addition to 
extrinsic factors (i.e. good wages, good working 
conditions), intrinsic factors such as job security, 
opportunities for advancement and development, and 
appreciation for accomplishment MAY also 
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important motivational factors. Therefore, it is 
suggested that employers who tend to build a 
motivated team need to address both extrinsic and 
intrinsic factors.  This could be accomplished through 
providing competitive salary, quality working  
environment, promoting from within, and recognizing 
good performance of the employees.  
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