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ABSTRACT 

The main purpose of this study is to identify the detenninants factors of the 
organizational citizenship behavior in the service seetor among Telekom Malaysia 
Kedah and Perl is employees. This study will detennine the factors that affect attitudes 
of workers in the organization in providing services beyond their core responsibilities. 
Organizational citizenship behavior is a very important topic to be discussed as most 
of the employees whether in the government or private sector have been widely used 
it for task that beyond their responsibilities. The behavior of organizational citizenship 
in the services sector is a very important issues due to high demand in fulfill customer 
satisfaction. Every employees that are involved in the service sector needs to perfonn 
additional tasks beyond what is specified in the contract. Expected factors such as job 
satisfaction, motivation, job-related knowledge, organizational support, and 
organizational justice are essential to understand as all of these factors will affect the 
behavior of employees when perfonning services to the organization. In this study, 
data was collected through a quesionnaire survey from 254 respondents using simple 
random sampling method. The results suggested that job satisfaction, motivation, job
related knowledge, organization support, and organization justice had a significant 
relationship with service-oriented OCB. In addition, it was found that job-related 
knowledge is the most influential factor that contribute to service-oriented 
organizational citizenship behavior. In conclusion, organization should detennine 
ways to increase employees' service-oriented OCB so that they deliver excellent 
services. 

Keywords: Service-orien/ed Organizational Citizenship Behavior, Job Sa//s.faclion, 
Motiva//on, Job-related Knowledge, Organizational Support, and Organizalional 
Justice 

viii 



I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 

ABSTRAK 

Tujuan utama kajian ini adalah untuk mengenalpasti faktor penentu kepada 
tingkahlaku kewarganegaraan organisasi dalam sektor perkhidmatan dikalangan 
pekerja Telekom Malaysia Kedah dan Perlis. Kajian ini akan menentukan faktor yang 
mempengaruhi sikap pekerja di organisasi ini dalam memberikan perkhimatan diluar 
tanggungjawab utama mereka. Tingkahlaku kewarganegaraan organisasi adalah topik 
yang amat penting untuk dibincangkan kerana kebanyakan pekerja samada di dalam 
sektor kerajaan atau swasta telah banyak digunakan untuk melaksanakan tugas diluar 
tanggungjawab mereka. Tingkahlaku kewarganegaraan organisasi dalam sektor 
perkhidmatan merupakan isu yang sangat penting disebabkan oleh permintaan yang 
tinggi dalam kepuasan pelanggan. Setiap pekerja yang terlibat dalam sektor 
perkhidmatan perlu melakukan tugasan tambahan melebihi dari apa yang telah 
ditetapkan dalam kontrak. Faklor-faktor jangkaan seperti kepuasan bekerja, motivasi, 
pengetahuan berkaitan kerja, sokongan organisasi, dan keadilan organisasi adalah 
sangat perlu difahami kerana kesemua faktor ini akan memberi kesan kepada 
tingkahlaku pekerja apabila melaksanakan perkhidmatan kepada organisasi. Dalam 
kajian ini, data telah dikumpul melalui cara pengedaran borang kaji selidik dan 
sebanyak 254 responden dipilih menggunakan kaedah persampelan secara rawak. 
Hasil analisis korelasi dan analisis regresi menunjukkan bahawa kesemua lima 
pembolehubah mempunyai hubungan yang positif dengan tingkahlaku 
kewarganegaraan organisasi dalam sektor perkhidmatan. Selain daripada itu. 
pengetahuan berkaitan kerja merupakan faktor penentu yang paling kuat dalam 
mempengaruhi tingkahlaku kewarganegraan organisasi dalam sektor perkhidmatan. 
Dengan hal ini, organisasi perlu menitik beratkan faktor-faktor yang berkaitan dengan 
tingkahlaku kewarganegaraan organisasi berasaskan perkhidmatan supaya pekerja 
menjalankan tugas dengan lebih efektif. 

Kata Kunci: Tingkahlaku Kewarganegaraan Organisasi dalam Sektor-perkhidmatan, 
Kepuasan Bekerja, Motivasi, Pengetahuan Berkaitan Kerja. Sokongan Organisasi, 
Keadilan Organisasi 
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CHAPTER ONE 

INTRODUCTION 

1.0 CHAPTER INTRODUCTION 

This chapter will introduce and briefly explain on several parts of this topic. It includes 

the background of the study, problem statement, research question, research objective, 

variable of the study, theoretical frameworks, hypotheses development, significant of 

the study, scope of the study, and definitions of key terms and lastly the organization 

of the study. There are five factors will be study in this topic which is Job Satisfaction, 

Motivation, Job-Related Knowledge, Organizational Support, and Organizational 

Justice. 

l.l BACKGROUD OF THE STUDY 

[n recent year, service-oriented industries have undergone drastic development. In the 

communication industry throughout the world, organizations need to pay attention to 

human resources since they are asset to the company. All company in this industry not 

only faced the problem of developing new product and using environmental resources 

but also problem related to employees. [n service industries, customer contact 

employee is the front-line staff that involves in communication with the customer. 

Service industries that want to offer customer excellent services, their employees need 

to practice their in-role duties in their company and must be willing to give extra efforts 

and beneficiary behaviors in promoting operational performance and maintaining 

organizational image (Podsakoff & MacKenzie, 1997). 
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