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Abstract 
Organizational citizenship behavior (OCB) is a unique aspect of employees’ 
behaviors in the workplace and is a prerequisite for organizational effective-
ness and efficacy. It is essential in every organization, including in higher 
education settings. Previous studies have shown that organizational support 
is a possible stimulating condition for OCB; however, few studies have been 
carried out in a higher education context, especially in Malaysia. This study 
therefore empirically examines the underlying mechanism of the organiza-
tional support-OCB relationship in Higher Educational Institutions in Ma-
laysia. Data were gathered through questionnaires administered to 487 staff at 
five universities in Malaysia. Structural equation modeling using AMOS was 
employed to analyze the data. The results showed organizational support po-
sitively and significantly contributed to citizenship behavior at both an indi-
vidual level and an organizational level. The implications of the findings are 
discussed and suggestions made for future research on the organizational 
support-OCB relationship in the context of Malaysian Higher Educational 
Institutions. 
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1. Introduction 

In the contemporary world of the twenty-first century, Higher Education Insti-
tutions (HEIs) are continually being challenged by new opportunities, new situ-
ations, new markets, and new technologies (Azman et al., 2010; Beerkens, 2010; 
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Pucciarelli & Kaplan, 2016; Selvaratnam, 2016). One of the most important fac-
tors in ensuring the effectiveness and success of HEIs is a culture of practicing 
positive organizational behavior from top management down to the bottom level 
of the institution. This encourages leaders to focus on peoples’ strengths and 
ameliorate their weaknesses (Seligman & Csikszentmihalyi, 2000).  

The main components in ensuring the elevation of effectiveness of HEIs are 
the staff. The staff exhibit various behaviors in an organization. This ranges from 
minimal behaviors that are performed reluctantly as a means to maintain mem-
bership to behaviors that go beyond expectations to benefit others as well as the 
organization. The commitment and willingness of staff to voluntarily go beyond 
their job descriptions and responsibilities when completing their assigned tasks 
are termed organizational citizenship behavior (OCB). This is rapidly becoming 
a unique aspect of staff behaviors in the workplace. A key aspect of OCB is that 
voluntary behavior which benefits others is not part of the employee’s job de-
scription but will benefit the organization in the long run (Abdulrab et al., 2018; 
Chiaburu et al., 2015; Gupta et al., 2016; Indrawiani et al., 2018, Zhang et al., 
2017).  

Previous studies have shown that organizational support is a possible stimu-
lating condition that serves to cultivate desirable behavior such as OCB (Abdu-
lrab et al., 2018; Chiaburu et al., 2015; Gupta et al., 2016; Indrawiani et al., 2018). 
These researchers have found that staff who perceive high levels of support from 
their organization will feel obligated toward the organization and will respond in 
kind through voluntary behavior that goes beyond their job expectation (Abdu-
lrab et al., 2018; Chiaburu et al., 2015; Gupta et al., 2016; Indrawiani et al., 2018). 
However, less scholarly attention has been paid to the fundamental reasons as to 
why perceptions of organizational support may prompt staff to reciprocate in 
this way. Furthermore, previous studies have examined this relationship by fo-
cusing on only one dimension of OCB and have done so primarily in a western 
context.  

This study therefore addresses these gaps by examining the underlying me-
chanism of organizational support in relation to two dimensions of OCB (citi-
zenship behavior toward individuals and citizenship behavior toward organiza-
tions) among staff in Malaysian HEIs. It first conducts a thorough review of ex-
isting literature in order to understand how this relationship can direct Malay-
sian HEIs to stimulate and sustain the strengths and psychological capacities of 
staff to attain a competitive advantage that will benefit Malaysian Higher Educa-
tional Institutions in the long term. 

2. Literature Review 

1) Organizational support 
Eisenberger et al. (2001) defined perceived organizational support as staff 

members’ awareness of the extent to which the organizations value their contri-
bution and care about their well-being. Eisenberger et al. (2001) further argued 
that the readiness of the organization to reward the efforts of its staff while si-
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multaneously meeting their socio-emotional needs will cultivate their beliefs re-
garding the extent to which the organization values their efforts and prioritizes 
their well-being. The causal effect of staff perceptions of organizational support 
on their attitudes and behaviors at work can be explained through a combina-
tion of social exchange theory and the norm of reciprocity. 

Social exchange theory describes the process of exchanges made between two 
parties in accordance with the principle of mutual benefit. According to Lester et 
al. (2008), this principle posits that an individual who is the recipient of a benefit 
from another party should also offer a benefit. Thus, when employees perceive 
that they are involved in a long-term exchange relationship with an organiza-
tion, they are more willing to engage in OCB to promote its interests (Eisen-
berger et al., 2001; Lester et al., 2008). This focus on the importance of mutual 
benefit in social relationships aligns with the norm of reciprocity. In this respect, 
employees’ positive perceptions that the organization genuinely values their 
contributions and cares about their well-being provides them with reasons to re-
ciprocate by willingly contributing to the organization (Eisenberger et al., 2001). 
Therefore, the present study assumes that organizational support is a variable 
that potentially influences OCB through social exchange theory and the norm of 
reciprocity. 

2) Organizational Citizenship Behavior (OCB) 
The concept of OCB was first introduced by Barnard in 1938 who defined it as 

a cooperative behavior that emphasizes the importance of spontaneous contri-
butions by individuals that go beyond the content of contractual obligations to 
achieve organizational goals. This concept was then extended in 1964 by Katz 
who found that spontaneous behaviors beyond traditional job requirements play 
an important role in organizational effectiveness. Katz identified two basic types 
of behaviors in an organization: in-role behavior and extra-role behavior. He ex-
plained that in-role behaviors were expected for the accomplishment of job du-
ties while extra-role behaviors refer to a series of actions that are not included in 
the assigned job description of an employee (Katz, 1964). These extra-role beha-
viors go beyond prescribed job requirements to increase production and contri-
bute to organizational effectiveness (Katz & Kahn, 1966). They would later be 
conceptualized and validated in empirical studies as OCB. 

An extensive study of OCB has been ongoing for the past two decades in be-
havioral science, which has focused its research on positive oriented human re-
sources. OCB is also known as “the good soldier syndrome”, Contextual Per-
formance, Organizational Spontaneity, Civic Organizational Behavior, and 
Prosocial Organizational Behavior (Borman & Motowidlo, 1997; Brief & Moto-
widlo, 1986; George & Brief, 1992; George & Jones, 1997; Kabasakal et al., 2011; 
Organ et al., 2006; Podsakoff et al., 2000). All these terms are used synonymously 
with OCB as they all emphasize facets of behavior that encompass cooperation 
with and facilitating other employees in the workplace. Sometimes they refer to 
the mere display of behavior by an employee who goes an extra mile to volunta-
rily undertake tasks that go beyond formal job descriptions and role expectations 
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(Kabasakal et al., 2011; Podsakoff et al., 2000). 
Indeed, most researchers refer to OCB as organizationally beneficial behaviors 

and gestures voluntarily conducted by the employee that are not required in the 
job description and contribute to organizational effectiveness in numerous ways. 
For instance, OCB: 1) improves employee and managerial output (Awang & 
Ahmad, 2015; Organ, 1997, Podsakoff et al., 2000); 2) assists in coordinating ac-
tivities within and across work groups (Gupta et al. 2017; Deng & Guan 2017; 
Mahembe & Engelbrecht, 2014); 3) maximizes the organization’s ability to at-
tract and retain talent (Kabasakal et al., 2011; Podsakoff et al., 2000; Vivek, 
2016); 4) enhances the stability of organizational performance (Gupta et al., 
2017); and 5) enables organizations to cope and compete in an aggressive envi-
ronment (Podsakoff et al., 2000). The countless benefits of OCB to organization-
al productivity, performance, effectiveness, and efficiency render it a potentially 
vital behavior in the context of Malaysian HEIs. 

3) Organizational support-OCB relationship in Malaysian higher education 
Higher educational institutions (HEIs) are defined as organizations that pro-

vide education beyond secondary level to increase the value of individuals for 
the betterment of society (Sunder, 2016). Tertiary education institutions play an 
extremely important role in ensuring strong social mobility and economic 
growth for Malaysia while HEIs serve as an important platform upon which to 
connect the knowledge, skills, and expertise required for the new global econo-
my (Azman et al., 2010; Selvaratnam, 2016). In the globalized world of the 
twenty-first century, HEIs are being tested by new opportunities, new situations, 
new markets, and new technologies (Azman et al., 2010; Beerkens, 2010; Puccia-
relli& Kaplan, 2016; Selvaratnam, 2016). Thus, the role of the higher education 
system is transforming into that of a provider of high-level knowledge and skills. 
This will ensure an educated workforce is available that can meet the needs of a 
competitive global market (Selvaratnam, 2016). 

Indrawiani et al. (2018) conducted research on the contributions of organiza-
tional support and OCB among 136 employees in Indonesia. They found that 
high levels of organizational support created a feeling of obligation among em-
ployees to reciprocate their employers’ commitment by engaging in behaviors 
that support organizational goals. Furthermore, when employees perceived high 
levels of support from their organization, they felt obligated to respond in kind 
towards the organization by making a voluntary effort to go beyond the stipu-
lated requirements of their jobs (Indrawiani et al., 2018).  

Similarly, Chiaburu et al. (2015), Gupta et al. (2016), Nisar et al. (2014), and 
Paramaartha et al. (2019) studied the role of organizational support in nurturing 
citizenship behavior. They found that high levels of perceived organizational 
support whereby employees believe that the organization cares and values their 
service leads to positive attitudes and behavioral outcomes such as higher en-
gagement, commitment, increased work satisfaction, and OCB. Moreover, they 
found that employees with high levels of perceived organizational support exhi-
bited more trust, commitment, and job involvement as a result of incorporating 
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organizational membership into their identities 

3. Purpose of Research 

Empirical research has therefore shown that organizational support and OCB 
influence the behaviors exhibited by staff. However, not enough attention has 
been paid thus far to this relationship in the field of higher education in Malay-
sia. Moreover, previous researchers have focused only on one-dimensional OCB 
studies. It is therefore important to explore a two-factor model in terms of the 
intended target or beneficiary of the citizenship behavior, whether this is more 
toward the individual (OCBI) or the organization (OCBO). Given the issues 
discussed, it was therefore hypothesized that: 

H1-There is a positive and significant relationship between organizational 
support and OCBI in Malaysia HEIs. 

H2-There is a positive and significant relationship between organizational 
support and OCBO in Malaysia HEIs. 

4. Methodology 

Research Design 
This correlational study aimed to determine the importance of organizational 

support in cultivating positive behavior through OCB. A quantitative technique 
was employed to analyze the relationship among variables. Data were collected 
from a cross sectional self-administered survey. The sample comprised 487 
members of staff from five universities in Malaysia by using the formula for the 
minimum sample size based on Cochran (1977) sampling formula. This research 
used multistage sampling techniques to divide large populations of RUs support 
staff into stages to make the sampling process more practical. A combination of 
proportionate stratified sampling and simple random sampling techniques was 
used whereby the staff were stratified into three groups based on their grade that 
consist of Group 1: Grade 1 to 16; Group 2: Grade 17 to 26 and Group 3: Grade 
27 to 40. These subsets of the strata were then pooled to form a simple random 
sample using a random number generator to create a list of random numbers 
which will appear in Random Number Table so that each person remaining in 
the population has the same probability of being selected for the sample. Struc-
tural Equation Modeling (SEM) with Analysis of Moment Structures (AMOS) 
was utilized to analyze the data using the IBM SPSS version 25 statistical pack-
age. 

Measures 
Organizational support was measured by a short version of the Survey of Per-

ceived Organizational Support Survey (SPOS) developed by Eisenberger et al. 
(1997) which consists of 8 items. All items were measured on a 7-point scale 
ranging from 1 = strongly disagree to 7 = strongly agree. The reliability alpha has 
been reported to range from .81 to .92 (Chiaburu et al., 2015; Eisenberger et al., 
2002; Zhang et al., 2017) which suggests excellent internal consistency. In this 
study, it was found to be .95. OCB was measured using 20 items based on Fox et 
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al. (2012), where the first ten items were employed to measure OCBI and the 
next ten items were utilized to measure OCBO. This scale was reported as having 
high reliability ranging from .79 to .91 for OCBI and .87 to .94 for OCBO. The 
reliability coefficient of the scale for the present study was found to be .92 for 
both OCBI and OCBO. 

5. Data Analysis 

Demographic Profile 
Of the 487 respondents who participated in the study, 314 (64.5%) were fe-

male and 173 (35.5%) were male. Their ages ranged from 19 to 60 years old, with 
23.8%, aged 30 years and below, 45.6% aged 31 to 40 years old, 16.4% aged 41 - 
46 years old, and 14.2% aged 50 years and above. Respondents working expe-
rience varied from 2 to more than 30 years. In terms of academic qualifications, 
2.1% (10 respondents) had at least a primary school degree (SRP/PMR/LCE), 
45% (219 respondents) had an upper school degree (SPM/SPMV/GCE), 42.9% 
(209 respondents) had a Diploma/STPM/HSC, and 10.1% (49 respondents) had 
a Bachelor’s degree. 

Assumption Test 
The skewness of the variables ranged between −.077 to −.911 while kurtosis 

ranged between −.828 to .783. All these values were within the acceptable thre-
shold of ±2 for skewness and ±7 for kurtosis, as suggested by Bryne (2010). This 
indicates that all the variables were normally distributed. The variables were also 
linearly related as the dots in the scatterplot were oval-shaped rather than 
square. The Normal P-P plot of Regression Standardized Residual showed that 
the relationship between the dependent variable and independent variable was 
linear and positive. The straight line on the scatter plot thus suggested there was 
no violation of the linearity assumption. The scatterplot of residuals versus pre-
dicted values exhibited the same scatter and showed the points were approx-
imately the same distance from the line; the assumption of homoscedasticity was 
therefore met as the residuals were equal across the regression line. Moreover, 
the results also showed that the VIF values for all variables were 1.00, which was 
less than 10 and therefore there were no multicollinearity issues. 

Tests for Validity and Reliability 
Convergent validity refers to a set of variables or items that are assumed to 

measure a construct and share a high proportion of common variance (Hair et 
al., 2013). This was tested using factor loading in which the loading of constructs 
was as follows: OCBI (.604 to .768), OCBO (.614 to .887), and organizational 
support (.710 to .920). The Average Variance Extracted (AVE) for the three con-
structs was as follows: OCBI (.529), OCBO (.537) and organizational support 
(.723). Finally, the reliability coefficients for the three constructs were as follows: 
OCBI (.918), OCBO (.920), and organizational support (.954). This indicates 
that the measures had good internal consistency and represent the same con-
struct. Thus, the measurement instrument was valid and enabled the results to 
be accurately interpreted (Table 1). 
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Table 1. Construct reliability, average variance extracted, and squared correlation coeffi-
cient. 

Variable CR 
AVE and r2 

OCBI OCBO Organizational Support 

OCBI .918 .529   

OCBO .920 .272 .537  

Organizational Support .954 .415 .141 .723 

Note: CR = Construct Reliability, AVE = Average Variance Extracted (on the diagonal), r2 = coefficient de-
termination (on the off-diagonal). 

 
Measurement Model 
The plausibility of the proposed model was also tested through model fit sta-

tistics using AMOS. The measurement model consisted of three latent con-
structs: organizational support, OCBI, and OCBO. The assessment of standar-
dized factor loading, which consisted of 28 items obtained from the individual 
CFAs, indicated that all items had positive values that ranged between .604 
to .920. Thus, all were greater than .50. The values for fit indices were as follows: 
Relative Chi-Square = 2.95, RMSEA = .06, CFI = .93, IFI = .93, NFI = .90 and 
TLI = .93. These all met the requirement recommended by Hair et al. (2013), 
who suggested that if three to four of the Goodness-of-Fit indices met the re-
quirement, then the model was an acceptable fit. Therefore, the measurement 
model was a good fit based on the factor loading of the revised individual CFAs 
and fit indices. A summary of the model fit for the measurement model is pre-
sented in Table 2.  

Discriminant validity was tested by comparing the AVE for two constructs 
against the square of the correction estimation (r2). The AVEs of variables 
ranged from .50 to .55, which exceeded the 0.5 cut-off point. Furthermore, 
comparing the squared-correlation (r2) values with the AVE showed that the r2 
values were less than the AVEs. This indicated that each construct was distinct. 
In addition, the correlation between variables ranged from .37 to .74 which was 
less than .90, indicating there were no multicollinearity issues and the constructs 
could be discriminated. In short, the constructs met the standards for discrimi-
nant validity. Table 3 presents the detailed results of the inter-correlation of the 
measurement model. 

Structural Model 
The focus of the structural model was to examine and test the hypothesized 

relationships between exogenous and endogenous variables. Testing of the 
structural model showed that the values for fit indices met the recommended 
acceptable values. These values were as follows: Relative Chi-Square = 3.12, 
RMSEA = .07, CFI = .93, IFI = .93, and TLI = .92. Therefore, the structural mod-
el was a good fit. A summary of the model fit for the structural model is pre-
sented in Table 4. This model was then used to analyze the 4 hypothesized rela-
tionships among the latent variables. 
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Table 2. Model fit for the measurement model. 

Fit Indices 
Relative Chi 

Square (>5.0) 
RMSEA 
(≤.08) 

CFI 
(≥.90) 

IFI 
(≥.90) 

NFI 
(≥.90) 

TLI 
(≥.90) 

Measurement Model 2.949 .063 .931 .931 .900 .925 

 
Table 3. Inter-correlation of the measurement model. 

Construct 
Factor 

Correlation 
Correlation 

Squared 

AVE1 AVE2 Discriminant 
Validity (AVEs should be > r2) 

OCBI↔OCBO .522 .272 .529 .537 Valid 

OCBI↔OS .644 .415 .529 .723 Valid 

OCBO↔OS .375 .141 .537 .723 Valid 

 
Table 4. Summary of model fit for the structural model. 

Fit Indices 
Relative Chi 

Square (>5.0) 
RMSEA 
(≤.08) 

CFI 
(≥.90) 

IFI 
(≥.90) 

NFI 
(≥.90) 

TLI 
(≥.90) 

Structural Model 3.123 .066 .925 .925 .893 .918 

 
Hypothesized Relationships 
The objective in this study was to examine the influence of organizational 

support on OCBI and OCBO. Two hypotheses were tested. The result showed 
that organizational support was positively and significantly related to OCBI (β 
=.648, p < .05). Organizational support explained 42% of the variance, signifying 
a moderate relationship with OCBI. The results also revealed that organizational 
support was positively and significantly related to OCBO (β = .385, p < .05). Or-
ganizational support explained 14.8% of the variance, signifying a low relation-
ship with OCBO (Table 5). 

6. Discussion 

This study aimed to predict the relationship between organizational support and 
two dimensions of OCB (i.e., OCBI and OCBO). The results showed that orga-
nizational support positively and significantly contributed to both OCBI and 
OCBO. This finding was consistent with Gupta et al.’s (2016) research on the re-
lationship between psychological contract breaches, organizational support, 
work engagement, and OCB among 750 nurses in India. They found that orga-
nizational support exerts its influences on work-related outcomes such as OCB. 
They also established that high levels of perceived organizational support, whe-
reby employees’ believe that the organization cares and values their service, leads 
to employees engaging in positive voluntary work that benefits the organization 
in the long term. 

The present results revealed that high levels of perceived organizational sup-
port were closely identified with the HEIs. This was consistent with Kurtessis et 
al.’s (2017) meta-analytic evaluation of perceived organizational support based  
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Table 5. Results of Hypotheses Testing (H1 to H2). 

Hypotheses  Causal Path b SE Beta C.R p 

H1 OS → OCBI .448 .041 .648 11.063 .000 

H2 OS → OCBO .299 .037 .385 8.049 .000 

 
on results from 558 studies. Kurtessis et al. found that employees with a high 
level of perceived organizational support exhibited greater levels of trust, com-
mitment, and job involvement. Other researchers have also studied the relation-
ship between organizational support and OCB and have found that organiza-
tional support has a positive and strong influence on OCB (Chiaburu et al., 2015; 
Gupta et al., 2016; Indrawiani et al., 2018; Nisar et al. 2014; Paramaartha et al., 
2019). All concluded that organizational support was the basis for OCB in that 
employees were likely to act as good citizens by reciprocating the support pro-
vided by their organization.  

In the context of Malaysian HEIs, favorable treatment between HEI manage-
ment and staff was reciprocated when mutual benefits were received by staff as 
this impelled them to willingly engage in an exchange by voluntarily going 
beyond the call of duty. This reciprocity can be seen as an application of social 
exchange theory, where staff feel obligated to behave in ways that maintain the 
balance of the exchange relationship. This norm of reciprocity suggested that, 
when staff perceived their HEIs as supportive and caring about their well-being, 
they felt obligated to respond with favorable behavior such as OCB and were 
more inclined to commit to their university.  

Based on the above discussion, it can therefore be concluded that organiza-
tional support is an important construct that contributes to OCB. This present 
study provided empirical evidence to show that organizational support positively 
and significantly contributes to citizenship behavior at both an individual level 
and an organizational level. The role of organizational support is important in 
nurturing citizenship behavior as it made the staff feel secure and safe and led 
them to voluntarily to carry out their tasks beyond their official job descriptions, 
which will benefit Malaysian HEIs in the long term. 

7. Implication and Suggestion 

This study verified previous findings which showed that organizational support 
is beneficial in cultivating positive voluntary behavior in Malaysian HEIs. It 
added to the OCB literature by examining the significant contribution of orga-
nizational support-OCB relationship in the context of Malaysian HEIs. It con-
tributes to the overall body of knowledge by examining the relationship between 
organizational support and different types of citizenship-like behaviors (i.e., 
OCBI and OCBO) at an individual-level or organizational-level in a developing 
country (i.e., Malaysia). 

Social exchange theory was employed as the underlying theory to understand 
the norm of reciprocity whereby mutual benefits received by staff impelled them 
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to voluntarily go beyond the call of duty. Future research could therefore utilize 
social cognitive theory to explore how staff’s cognitions may influence their vo-
luntary behaviors. This theory implies that behavior is influenced by a combina-
tion of personal and environmental factors that interact and affect each other 
bi-directionally. Future research could therefore explore the relationship be-
tween both personal factors (resilience and self-efficacy) and work-related fac-
tors (organizational support) in cultivating employees’ strengths through OCB 
(behavior). This will elucidate the fundamental association between behaviors, 
cognitions, personal factors, and the environment. It will show the bi-directional 
effects between these variables and how individuals acquire and maintain certain 
behavior patterns through these interactions. This will further add to the body of 
knowledge on OCB and social cognitive theory. 

8. Conclusion 

This current study has confirmed the importance of having a high level of orga-
nizational support, OCBI, and OCBO among staff in Malaysian HEI in the glo-
balized world of the twenty-first century. This citizenship behavior impels staff 
to make an extra effort by undertaking tasks beyond their job description that 
will benefit the HEI in the long term. Establishing the importance of the organi-
zational-OCB relationship in Malaysia HEIs will impel top management in HEIs 
to design suitable interventions that foster OCB by combining specific measures 
at both an organizational and an individual level. This study also confirmed the 
important role of HEIs in intensifying human resource strengths through OCB, 
which will contribute to their efficient and effective functioning in the globalized 
world of the twenty-first century. 
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