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Abstract

This empirical study aims to investigate the effect of management commitment to service
quality (MCSQ), intrinsic motivation, polychronicity, nepotism, and job satisfaction on hotel
frontline employees’(FLEs) organizational citizenship behaviors (OCBs) in hotel setting in
North Cyprus. PLS method was used to analyze the hypothesized relationships. This paper
presented an integrative model to test the aforementioned effects and relationships. With the
exception of the relationship between polychronicity and job satisfaction, all hypothesized
relationships were supported. Significantly, while education was found to be negatively
related to FLEs’ job satisfaction, on the other hand it was found to be positively related to
their OCBs. Also, tenure was found to be positively related with job satisfaction. As a first in
the service management literature, this paper provides implications for managers in terms of
minimizing the negative effects of nepotism on FLEs’ citizenship behaviors. The current
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study by adding untried dispositional antecedents such as polychronicity and intrinsic
motivation in its conceptual model of OCB in a hotel setting lends further contributions to
OCB literature and provides useful guidelines to practitioners as well. This study by being
conducted in North Cyprus, sought to expand this line of research by including different
sociocultural context that added uniqueness to our model.
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1. Introduction

In the competitive business environment, service companies enhance their competitive
advantage by offering better service experiences to their customers (Chacko, 1998; Francis et
al., 2006; Kotler & Keller, 2007). One strategy related to sustaining such competitive
advantages is to develop the human capital (Frei, 2008). Because the success of the service
firms depends on frontline employees (FLEs; foodservice providers, front desk agents, bell
staff, and floor attendants) who make face-to-face interactions with customers, prosocial
behaviors (expected and extra-role customer service behaviors) by FLEs has become a
critical issue for the service industry (Chebat et al., 2002; Karatepe & Ehsani, 2012; Ma &
Qu, 2011). Nevertheless, few studies explored service-oriented citizenship behaviors (Mei,
2009). Specifically, Morrison (1996) and Bienstock et al. (2003) indicate that FLE’s
discretionary behaviors not formally prescribed by the organization — organizational
citizenship behaviors (OCBs) — influence the quality of service delivered to the consumers.
Thus, OCBs are of particular interest to service managers in order to stimulate this type of
behaviors and so are extremely important for promoting organizational performance
(Podsakoft et al., 2009).

This is more important for new developing tourism destinations like North Cyprus where the
tourism and hospitality industry constitutes an essential part of the economy and a significant
portion of the overall gross national product (Alipour & Kilic, 2005; Altinay et al., 2002).
Though North Cyprus has comparative advantages of beautiful attractions and full potential
of various types of tourism alternatives to its destination, it fails to attract the significant
number of tourists. Because the recent studies have revealed that North Cyprus tourism has
been facing serious managerial problems such as companies face human resource challenges,
scarcity of organizational resources, and poor service quality (Alipour & Kilic, 2005; Arasli
et al., 2006; Arasli & Karadal, 2009; Daskin, 2012; Daskin & Tezer, 2012; Kilic & Okumus,
2005).

In this regard, competitive organizations need to focus on hiring and retaining employees
who are helpful, engaged, and cooperative, often beyond the call of duty. Initially, the
importance of these behaviors for organizational effectiveness has been emphasized by Katz
and Kahn (1966), and Bateman and Organ (1983). In fact, Katz and Kahn suggested that
spontaneous or extra-role behaviors are necessary for effective organizations. OCBs have
received a considerable amount of scholarly attention since then (e.g., Hoffman et al., 2007;
Organ, 1997; Podsakoff et al., 2000). Much of the scholarly interest in OCBs stems from the
widespread belief that OCBs improve the efficiency and effectiveness of organizations
(Organ et al., 2006). OCBs include both behaviors that are directed toward specific persons
(e.g. interpersonal helping), as well as more impersonal forms of conscientiousness and
workplace involvement that contribute to organizational effectiveness (e.g. sportsmanship,
organizational loyalty, organizational compliance, individual initiative, civic virtue, and
self-development; Organ et al., 2006). These extra-role behaviors are likely to facilitate social
and psychological contexts that support task performance in the organization (Organ, 1997).

Against this backdrop, the expectation that OCBs have a positive impact on organizational
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performance and then the service quality has prompted researchers to search for antecedents
to the phenomena (Konovsky & Organ, 1996; Organ et al., 2006; Organ and Ryan, 1995;
Podsakoff et al., 2000). For example, based on a review of the OCBs literature, Podsakoff et
al. (2000) have identified various antecedents including individual, task and organizational
characteristics. Podsakoff et al. (2000) also identified two main categories of individual
characteristics including employees’ attitudes and dispositional variables. Organ and Ryan's
(1995) meta-analysis of 55 studies showed those employees’ job attitudes; especially job
satisfaction can predict OCBs better than dispositional variables.

1.1 Purpose and Rationale

Since the success of the service firms depends on frontline employees who make face-to-face
interactions with customers, OCBs (expected and extra-role customer service behaviors) by
the employees have become a critical issue for the service industry (Bienstock et al., 2003;
Ma & Qu, 2011). With this realization, this study develops and tests a model, by using a
sample of hotel FLEs in North Cyprus as its setting to investigate the impact of contextual
factors (management commitment to service quality and nepotism), attitudinal factor (job
satisfaction), and dispositional factors (intrinsic motivation and polychronicity) on OCBs.

The rationale for adding these antecedents is that the past research indicates that managerial
initiatives are a critical determinant of service worker behavior in the workplace (Alexandrov
et al., 2007; Babakus et al., 2003; Hartline & Ferrell, 1996; Rod & Ashill, 2010). Fuller et al.
(2003) suggested that employees are more likely to commit themselves to a company when
they feel that the company is committed to them. For intrinsic motivation and polychronicity,
According to Amabile et al. (1994), intrinsically motivated behavior is self-initiated: someone
undertakes an activity for its own sake. The activity-itself is interesting and results in feelings
of accomplishment and self-fulfillment. Consistent with the Conservation of Resources
theory, intrinsic motivation is one of the personal characteristics that may aid stress resistance
(Hobfoll, 1989). The nature of the hospitality industry requires employees in frontline service
jobs to engage in a number of tasks in challenging service encounters. This is not surprising,
because FLEs are the face of a hospitality firm and are expected to deliver quality services to
customers and deal with customer requests and problems successfully (Karatepe & Kilic,
2007). Under these circumstances, it seems that hospitality managers need to acquire and
retain a pool of frontline employees who can display meticulous efforts for accomplishing
various tasks (Cetinel et al., 2009).

FLEs remain underpaid, undertrained, and overworked (Arasli et al., 2006; Daskin, 2011;
Daskin & Tezer, 2012; Karatepe & Sokmen, 2006). Specifically, this is the reality of hotel
sector in developing countries like North Cyprus, employment of intrinsically-motivated and
polychronic individuals may play a significant role in this process. Also, there is a paucity of
empirical research on these employee characteristics in the hotel industry. With this
realization, the need for this research is accentuated by prominent characteristics (intrinsic
motivation and polychronicity) of FLEs due to their boundary-spanning roles in hotel
organizations.

On other hand, nepotism has been criticized mostly as being unprofessional (Arasli & Tumer,
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2008; Bute, 2011). Bellow (2003) defines it as “favoritism based on kinship” (p.11).
Nepotism is generally seen as using family influence in order to employ relatives (Abdalla et
al., 1998). The structure of socio-cultural, economic, educational and political circumstances
all push people to be more cohesive and tolerant toward nepotism in small countries (Arasli
et al., 2006). This study firstly investigates the possible impact of nepotism on OCBs, which
is a relatively virgin area. The effects of nepotism have mostly so far been examined at the
macro level (Abdalla et al., 1998; Boadi, 2000; Mutlu, 2000). The result is a paucity of
empirical research, especially at the organizational level. This study aims to search how much
FLE jobs are attractive to trigger pressure for nepotism.

\ M acrot h i n k Journal of Management Research

Also, while researchers have identified a wide range of predictors of OCB, attitudinal
predictors have been found to have the most consistent effects (Organ & Ryan, 1995). There
is considerable support for the relationship between job satisfaction and OCBs (e.g., Lapierre
& Hackett, 2007; Ngunia et al., 2006; Schappe, 1998). It is reasonable to suggest that job
satisfaction would be positively related to OCBs. Employees who are satisfied from his/her
job generally reciprocate with positive behavior, including OCBs.

Significance of the present study is to enrich the related literature in several ways. First,
numerous studies investigated the OCBs in manufacturing context (Bitner, 1990; Morrison,
1994); however, a few studies explored service-oriented OCBs (Mei, 2009). Even though
service-oriented employees’ behaviors have become more important with the growing of the
service industry, OCBs in the service industry are somewhat ignored (Yoon & Suh, 2003).
Compared with OCBs in manufacturing context, OCBs in the service industries are more
important than in the manufacturing industries since service-oriented employees have
face-to-face contact with customers (Bartel, 2004), and their behaviors can ultimately
enhance or diminish organizational image (Schneider & Bowen, 1993). In order to meet or
exceed customers’ expectations, service workers have to adapt their work behavior to deal
with the highly individualized nature of customer needs, revealing a crucial role of OCBs in
service industries (Stamper & Van Dyne, 2003). Service firms should develop a proper
climate that guides employees’ actions to exhibit OCBs (Filipem et al., 2010). Therefore, this
study further explored OCBs in a hotel setting.

Second, OCBs are influenced by the culture (i.e., norms, thoughts, values) of the society. For
instance, the degree of power distance in a society influences the discretion level attributed to
an employee (Clugston et al., 2000). As Farh et al. (1997) indicated “we know little about
citizenship behaviors in a global context” (p. 421). The fact that the theories regarding OCBs
were developed based on one culture constrains both the theories and solutions to the
organizational problems (Aycan et al., 2000). Although OCBs has been studied in depth, its
applicability in other cultures than the United States has not been studied extensively (Cohen,
2007). The cultural context might encourage or discourage OCB-like behaviors or influence
the conditions (i.e., empowerment) that stimulate OCBs (Paine & Organ, 2000).

Last, despite the expectation that individual differences in traits or values would determine
employee engagement in OCBs, research has shown them to be weak predictors (Konovsky
& Organ, 1996; Organ et al., 2006; Podsakoff et al., 2000). In meta-analyses and literature
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reviews, both work attitudes (e.g., job satisfaction) and contextual factors (e.g., organizational
culture) have more strongly predicted OCBs than have individual differences (Lepine et al.,
2002; Organ et al., 2006; Organ & Ryan, 1995; Podsakoff et al., 2000). Expectedly, the
current study by being conducted in North Cyprus hotel industry, seeks to hypothesize the
effect of individual differences on OCBs in a different cultural context.

In conclusion, the reason for choosing OCBs as a research ground is its positive relationship
with unit performance, which means by measuring OCBs we can get one step closer in
increasing the unit performance and then service quality. The present thesis aims to
investigate the effect of MCSQ, intrinsic motivation, polychronicity, nepotism, and job
satisfaction on FLEs’ OCBs. The current study by adding untried antecedents (polychronicity
and nepotism) in its model in a hotel setting provides further contributions to OCB literature
and provides useful guidelines to practitioners as well. The main focus of this study is to
answer the research questions as follows:

1) Are contextual antecedents of MCSQ and nepotism significantly associated with OCBs?
2) Do personality factors such as intrinsic motivation and polychronicity predict OCBs?
3) Does job satisfaction as an attitudinal antecedent predict OCBs?

The scope, significance, and purpose of the current study were discussed in the previous
paragraphs. The remainder of this paper is structured as follows: First, we review literature on
management commitment to service quality (empowerment and rewards), intrinsic
motivation, polychronicity, nepotism, job satisfaction and present the hypotheses. Next, we
describe the methodology and data collection procedures of our study. We then report our
findings and discuss the implications and limitations of this study.

2. Conceptual Model and Research Hypotheses
2.1 Model

Figure 1 presents the conceptual model and hypothetical relationships between the selected
antecedents and OCBs. It is proposed that MCSQ variables (empowerment and rewards)
are positive significant predictors of both job satisfaction and OCBs. Intrinsic motivation and
polychronicity are also positive drivers of job satisfaction and OCBs. The need for this
empirical research in North Cyprus hotel context is accentuated by prominent characteristics
(intrinsic motivation and polychronicity) of FLEs due to their boundary-spanning roles in
hotel organizations. Specifically, aforementioned characteristics of the hotel industry in small
states or in developing countries like North Cyprus, make selection and employment of
intrinsically-motivated and polychronic FLEs more reasonable human resource strategy
indeed. They are expected to be more satisfied with the organization where resources are
limited, multi-tasking, demanding situations and nepotistic behaviors are common.

On the other hand, nepotism as a common behaviour exerted by many owner or managers in
the organizations and is suggested as the most important obstacle in front of the
organizational success and survival. Thus it has been added as a dysfunctional variable in the
model of the current study. Nepotism is negative significant predictor of job satisfaction and
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OCBs. Job satisfaction was deliberately included in the model as an affective outcome and
attitudinal antecedent of OCBs as well.

Control variable

Gender

Education

Age

Tenure
MCS v
Empowerment Y
Rewards

Intrinsic Motivation Job satisfaction

Y
h 4

Organizational Citizenship

Behaviors
Polychronicity
F 3
Nepotism
Affective outcome Performance outcome
Appraisal » (Emotional response) ——— » (Behavior)

Figure 1. Conceptual model of organizational citizenship behaviors
2.1.1 The effect of MCSQ on job satisfaction and OCBs

Babakus et al. (2003, p. 3) defined MCSQ as “employees’ appraisal of an organization’s
commitment to nurture, develop, support and reward its employees to achieve service
excellence”. Further, Gronross (1988) found that, when managers treat their employees well,
employees treat their customers well. As such, employees are more likely to commit
themselves to a company when they feel that the company is committed to them (Fuller et al.,
2003). Forrester (2000) suggested that employee evaluations of these management initiatives
are an appropriate tool to objectively assess initiatives that relate to MCSQ.

A synthesis of the relevant literature supports that availability of management commitment in
the forms of empowerment and external rewards increase employees’ job satisfaction. For
instance, Hinkin and Schriesheim (2004) proposed the existence of a positive relationship
between rewards that are provided by management and employee job satisfaction and
effectiveness of work produced. Cheung and To (2010) found a significant relationship
between MCSQ and job satisfaction. Rod and Ashill (2010) also reported a significant
positive relationship between MCSQ and job satisfaction for a sample of FLEs. Kim et al.
(2009a) and Lam et al. (2002) argue that empowerment and rewards lead to increases in hotel
employees’ job satisfaction. Arasli and Daskin (2012) reported a positive relationship
between MCSQ and job satisfaction for a sample of hotel frontline employees.
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Furthermore, Bowen and Lawler (1995) argued that empowered employees feel better about
themselves and their jobs; these feelings may enhance service performance and customer
satisfaction. Conger and Kanungo (1988) pointed out that psychological empowerment is a
type of internal motivation conducive to promoting OCB. Morrison (1996) proposed that
empowerment incentivizes employees, increasing their motivation, aspirations, and
demonstration of organizational citizenship; moreover, for good organizational citizenship,
employees must have influence in the fulfilling of their job responsibilities. Wat and Shaffer
(2005) also indicated that employees’ empowerment significantly influences OCBs. Haworth
and Levy (2001) using empirical data, submits that instrumentality of rewards impact OCBs.
Jo et al. (2009) reported a positive relationship between rewards and OCBs for a sample of
frontline employees. In the light of preceding discussion, the following hypotheses were
proposed:

Hypothesis 1la: MCSQ (as manifested by employee empowerment and rewards) is
positively related to FLEs’ job satisfaction.

Hypothesis 1b: MCSQ (as manifested by employee empowerment and rewards) is
positively related to FLEs” OCBs.

2.1.2 The effect of intrinsic motivation on job satisfaction and OCBs

Intrinsic motivation refers to an individual’s ‘feeling of challenge or competence derived
from performing a job’ (Keaveney, 1992: 151). Among various types of motivation, intrinsic
motivation has been noted as having a large effect on employee attitudes and performance
(Deci & Ryan, 2004). Specifically, Lu (1999) reported that intrinsic motivation (feelings of
accomplishment and self-fulfillment) exerted a significant positive effect on the job
satisfaction of working adults. Low et al. (2001) also found that intrinsic motivation was
positively associated with the job satisfaction of salespeople. Empirical evidence from the
hospitality management literatures reveals that intrinsically motivated employees demonstrate
desirable outcomes such as heightened job satisfaction (Karatepe & Uludag, 2007).

Further, conceptual evidence indicates that intrinsically-motivated employees are innovative
and high performers in the workplace (Miller, 2002). Tang and Ibrahim (1998) suggested that
intrinsic motivation refers to the time spent by the employee to carry out the task in the
free-choice period, how well the task is liked, willingness to participate in the future
experiments, and voluntary behaviors (extra-role behaviors) in an organization. Cardona et al.
(2004) also suggested that when employees perceive their work as helping their learning
process and intrinsically motivating, they develop positive perceptions towards their works
which increase feelings of responsibility and involvement as a result of which engagement in
OCBs increases. Gagne and Deci (2005) suggested that employees with high intrinsic
motivation were more involved in their jobs and demonstrated greater goal attainment than
those who were less intrinsically motivated. A research conducted in service industry also
reveals that intrinsic motivation has a significant positive effect on perceptions of
performance (Babakus et al., 1996). So, this study posits that employees with higher intrinsic
motivation are likely to display high job satisfaction and OCBs to the organization. Also, by
considering the lack of empirical research regarding the relationship between intrinsic
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motivation and OCBs in the management literature, this study proposes the following
hypotheses:

Hypothesis 2a: Intrinsic motivation is positively related to job satisfaction.
Hypothesis 2b: Intrinsic motivation is positively related to OCBs.
2.1.3 The effect of polychronicity on job satisfaction and OCBs

Polychronicity refers to “the extent to which people in a culture: (1) prefer to be engaged in
two or more tasks or events simultaneously; and (2) believe their preference is the best way to
do things” (Bluedorn et al., 1999, p. 207). Polychronic individuals prefer to be involved in
several tasks in a given period of time, while monochronic individuals prefer to complete a
single task at a time before taking on another task (Conte & Gintoft, 2005).

There have been only a few studies attempting to investigate the relationship between
polychronicity and job satisfaction. Arndt et al. (2006) conducted an empirical study using
313 retail employees to examine the relationship between polychronicity and job satisfaction.
They found that front-line employees with a polychromic-orientation had a direct and
positive effect in predicting job satisfaction. In particular, employees in a service organization
such as a hotel are not only constantly faced with uncertain and unpredictable situations such
as irate customers and special requests (Bitner et al., 1990), but are also expected to work
more quickly within a limited time. Similarly, Jang and George (2012) reported a positive
relationship between polychronicity and job satisfaction for a sample of hotel employees.

In addition, there is a little empirical evidence has examined the relationship between
polychronicity and behavioral outcomes such OCBs. For instance, Taylor et al. (1984)
described work situations in which polychronic preferences and behaviors would be
positively associated with performance outcomes (extra-role behaviors). An empirical
research conducted in hotel industry has reported indirect impact of polychronicity on job
performance (.07, t = 2.09) and extra-role customer service behaviors (.08, t = 2.22) through
work engagement (Karatepe et al., 2013). There is a paucity of research evidence on the
relationship between polychronicity and OCBs. Accordingly, it would seem to presume that
strong polychromic individuals may tend to be more satisfied with a job and more engaged in
OCBs. Thus, these arguments can lead to following hypotheses:

Hypothesis 3a: Polychronicity is positively related to job satisfaction.
Hypothesis 3b: Polychronicity is positively related to OCBs.
2.1.4 The effect of nepotism on job satisfaction and OCBs

Abdalla et al. (1998) stated that nepotism is derived from the Latin word Nepot (nephew).
Today, nepotism is defined as the employment of relatives within the same organization. In
addition, the longman dictionary of Contemporary English defines nepotism as ‘“‘the practice
of favoring one’s relatives when one has power or a high office, especially by giving them
good jobs.” Specifically, nepotism is a type of conflict of interest. One negative effect of
nepotism on human resources management recruitment and placement practices is the fact
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that candidates are recruited because of friendships and bold ties. Because these people may
not have sufficient knowledge and qualifications for the job, they may not perform as well as
would other candidates that do have the appropriate qualifications. This causes
unproductiveness on the part of other employees within the enterprise and can negatively
impact organizational justice, motivation, and harmony. These negative factors within an
organization can lead productive employees to leave their jobs over time and make comments
about the institution to customers, colleagues, and other around them, which can harm the
operation and image of the institution (Arasli & Tumer, 2008). Ichniowski (1988) and Toy et
al. (1988) found that nepotism lowers the morale of those employees who supervise the
relatives of high-level executives, those who must work with them, and those who feel that
promotions and rewards are given unjustifiably to the relative.

Furthermore, Bute (2011) proposed that nepotism has negative effect on job satisfaction.
Arasli et al. (2006) found a significant negative relationship between nepotism and job
satisfaction. They suggest that, in the presence of nepotism, the employee may not be
sufficiently motivated. Whether the employee undertakes managerial or non-managerial work,
it is very difficult to promote him or her when forced to compete with an employee that has a
family member, relative, or friend in a high-level position within the organization. Also,
nepotism might cause conflict the loyalties of the organization between the employees who is
unqualified relative in supervisory position and the qualified one who deserve this position
which leads to uncomfortable feeling in the organization (Boadi, 2000).

Nepotism can affect employee productivity through its impact on employees’ perception of
fairness and employee satisfaction. (Arasli et al.,, 2006; Poutziouris et al., 2004) which
could be invisible and dangerous in the family business. In the management literature, there
have been only a few studies attempting to investigate the affect of nepotism on job
satisfaction. However, to our knowledge, there is no empirical evidence upon its relationship
with OCBs. Based on the above discussion, it would seem to presume that nepotism can also
affect the behavioral outcomes of employees such as decreasing OCBs. Thus, the following
hypotheses were formulated:

Hypothesis 4a: Nepotism is negatively related to job satisfaction.
Hypothesis 4b: Nepotism is negatively related to OCBs.
2.1.5 The effect of job satisfaction on OCBs

Job satisfaction is defined as an employee’s overall affective state resulting from an appraisal
of all aspects of his or her job (Babin & Boles, 1998; Hartline & Ferrell, 1996). Satisfaction
judgments capture the extent to which an employee feels pleased, happy, and rewarded, or
displeased, unhappy, and exploited. The management and marketing literatures support the
job attitudes—OCBs relationship (e.g., Ngunia et al., 2006; Schappe, 1998). Bateman and
Organ (1983) reported positive associations between job satisfaction and -citizenship
behaviors in their studies of academics and managers.

Furthermore, Akfeldt and Coote’s (2005) empirical research supports the argument that job
satisfaction is positively related to OCBs (e.g., helping behaviour, sportsmanship, civic
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virtue). Moreover, Gonzalez and Garazo (2006) pointed out that job satisfaction has a
positive impact on OCBs (helping behaviour, organizational loyalty, organizational
compliance, individual initiatives, civic virtue) in the hotel industry. Based on this, job
satisfaction can be seen as a critical element which can encourage the OCBs of frontline
employees in the hospitality and tourism industry. FLEs who are satisfied with their jobs will
reciprocate by showing a willingness to engage in OCBs. Thus, the following hypothesis was
proposed:

Hypothesis 5: Job satisfaction is positively related to OCBs.
3. Methodology
3.1 Sample and data collection

The most recent tourism statistics of North Cyprus reveal that there are fifteen 3-, six 4-, and
fifteen S5-star hotels in North Cyprus. Although these hotels constitute 25% of all the
accommodation establishments in North Cyprus, they have bed capacity of 13,495 beds which
accounts for 69% of total bed capacity nation-wide (North Cyprus Tourism & Planning Office,
2012). The sample in this study consisted of FLEs (e.g., front desk agents, room attendants,
food servers, and concierges) in 3-, 4-, and 5-star hotels in North Cyprus. The logic for
choosing frontline staff is that they have frequent face-to-face or voice-to-voice interactions
with customers and guests, which put them in the critical position to boost customer pleasure,
build loyalty, image, profitability, and market share for the respective organization (Harris &
Ogbonna, 2000; Kusluvan, 2003).

According to the Tourism and Planning Office (2011), the total numbers of employee works
in North Cyprus accommodation sector is 4,525. But, there is no statistical information about
the total number of frontline employees work in 3-, 4-, and 5-star hotels. All these 36 hotels
were contacted to ascertain the population size of frontline employees (including supervisors)
and obtain permission for administering the survey, but only 30 hotel establishments were
included in the survey. This provides an overall 83% sampling ratio among 3-, 4-, and 5-star
hotels. According to the participant hotels, nearly half of the total employees, between 45%
and 55%, work in frontline positions. The survey was carried out between the months of
September and December 2012 in different touristic locations of North Cyprus. Low season
months was selected for data collection period in order to get better response rate. High
season months are between April and September in North Cyprus, so the response rate would
be expected less between these months due to the FLEs’ busy working schedules.

Before making any attempt to collect data from the participant hotels, the research team
contacted an executive manager of a particular hotel that they have personal relations to
pilot-test the questionnaire with 10 FLEs. Following the pilot-study, the researchers decided
not to make any changes on the original questionnaire either in terms of format or the content.
Afterwards, the managers were contacted face to face to ask for their consent to carry out the
research with their staff. Fortunately, most of the managers were happy to inform the research
team that they would be willing to support this research and provide the utmost assistance.
During these visits, the research team explained to the responsible managers how the research
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would be conducted and confidentiality would be assured.

Moreover, the research team distributed the questionnaires personally to 500 FLEs who were
willing to participate in this research. The participants were provided the questionnaires
together with an explanation guarantees that their confidentiality and anonymity would be
assured throughout the whole research process. In order to increase participation rate, the
research team aimed to collect the questionnaires in the same day. In some instances,
respondents have completed the questionnaires immediately. Most commonly, the research
team asked the participant FLEs kindly to fill-up the questionnaires and return to them
personally at the shift ends of the same day.

For the unreturned questionnaires, the research team in the following days again separately
visited each hotel where the participation rate was low and the department managers were
asked to remind their FLEs to complete the questionnaires and return them to the drop-boxes
left by the research team within a week. However this method assured the FLEs that the top
management would not have any kind of access to the information provided. After a while, all
questionnaires from the drop-boxes were collected. When the rest of questionnaires were also
collected from those hotels, it was found out that 319 of them in total were returned, but 2 were
unusable due to substantial amount of missing data. In this research, the total number of usable
questionnaires was 317 and the response rate was calculated to be 63.4%.

3.2 Questionnaire development and measures

Several sources from the literature were used in preparing the questionnaire for the present
research. The questions of the survey were initially prepared in English and then translated to
Turkish using the back-translation method (McGorry, 2000). The survey instrument used in
the current study was composed of two parts. The first part consisted of 31 questions that
related to MCSQ (empowerment and reward), intrinsic motivation, polychronicity, nepotism,
job satisfaction, and OCBs. Based on an extensive literature review, measurements for the
related constructs were adopted from existing measures.

All measures used a 5-point Likert-type scale that ranged from ‘5 = ‘strongly agree’ to ‘1’
‘strongly disagree’. The second part of the survey was composed of four demographic
questions: age, gender, education, and organizational tenure. Age, education, and tenure were
measured using a 5-point scale. Gender was coded as dichotomous variables (0=male and
I=female).

3.2.1 MCSQ

Empowerment was measured using three items developed by Lytle et al. (1998). Three items
from Johnson (1996) and Lytle et al. (1998) were used to measure reward. As an example,
items include “I am encouraged to handle customer problems by myself” and “We have
financial incentives for service excellence”. Previous research studies depicted that these
measurements had adequate internal consistency (Ashill et al., 2008).

3.2.2 Intrinsic motivation

A 4-item scale developed by Low et al. (2001) was used to measure intrinsic motivation
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(INT). Sample item from this scale is “When I perform my job well, it contributes to my
personal growth and development™. Prior research studies demonstrated that this item scale
has satisfactory psychometric properties (Karatepe & Uludag, 2007).

3.2.3 Polychronicity

Polychronicity (POLY) was measured using four items derived from Bluedorn et al. (1999a).
This scale was confirmed as valid and reliable measure of polychronicity called the Inventory
of Polychronic Value (IPV) (Alpha = 0.86), using 2190 samples (Bluedorn et al., 1999a). A
sample item from this scale is ‘I believe people should try to do many things at once’’. Also,
previous research studies depicted that this measurement had adequate internal consistency
(Arndt et al., 2006; Jang & George, 2012).

3.2.4 Nepotism

Nepotism (NEPO) was measured via five items in reference to the study by Arasli et al.
(2006) which reported coefficient alphas of 0.88. One of the item from this scale is “‘In this
hotel, department heads are scared of workers who have kinship in upper administration’’.

3.2.5 Job satisfaction

A five-item scale developed by Babin and Boles (1998) was used to measure job satisfaction
(JSAT). A sample item from this scale is “My job is very worthwhile”. Prior research studies
demonstrated that this item scale has satisfactory psychometric properties (Arasli et al.,
20006).

3.2.6 OCBs

A seven-item scale was adopted from Dimitriades (2007) to measure OCBs. This item scale
was originally derived from Morrison’s study (1996) and developed by Dimitriades (2007)
who found adequate internal consistency for this scale. Sample items from this measure are
“To serve my customers, I volunteer for things that are not required” and “I am assisting
co-workers to deliver high-quality customer oriented services”.

3.3 Procedure

Partial Least Squares (PLS) was used to analyze the data in this study. The PLS method is
used to examine the significance of the relationships of research constructs. PLS can be used
for models with either reflective, formative, or both types of indicators (Fornell & Bookstein,
1982). Further, PLS estimates all path coefficients and structural models simultaneously
(Chin, 1998). Path coefficients indicate the strengths of the relationships between the
independent and dependent variable. According to Ko et al. (2005), PLS is a proper method
for testing a research model because it estimates multiple individual item loadings within the
context of a theoretically specified model. Finally, average variance extracted (AVE) was
utilized to assess convergent validity and reliability was measured in terms of composite
reliability.
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4. Analysis and results
4.1 Descriptive statistics

As shown in Table 1, the majority of respondents, 59.6%, in this study were male and 40.4%
were female. This was to be expected as females tend to be represented in frontline service
positions. Because the research studies in a hotel setting in North Cyprus shows that male
employees account for the majority of frontline positions (e.g., Daskin & Tezer, 2012;
Karatepe & Uludag, 2007). Nearly all the employees indicated that they spent the majority of
their working time in hotel operations. In other words, the respondents can be described as
professional.

Table 1. Demographic profile of respondents

Gender Frequency Percent
Female 128 40.4
Male 189 59.6
Total 317 100.0
Age
18-25 102 322
26-33 125 39.4
34-41 65 20.5
42-49 19 6.0
50+ 6 1.9
Total 317 100.0
Education
Primary school 18 5.7
Secondary school 67 21.1
Vocational school 118 56.5
University degree 110 34.7
Masters degree 4 1.3
Total 317 100.0
Tenure
1-3 years 107 33.9
4-7 years 120 37.8
8-11 years 59 18.6
12-15 years 22 6.9
15+ years 9 2.8
Total 317 100.0

4.2 Measurement model

Due to the self-report nature of the survey, common method variance is identified as a
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potential issue. All of the self-report items were entered into a principal components factor
analysis with varimax rotation. According to this test, if a single factor emerges or one factor
accounts for more than 50% of the variance in the variables, common method variance is
present (Podsakoff, et al., 2003). Our analysis showed that no general factor was present.
Also, any highly correlated variables are evidence of common method bias — usually results
in extremely high correlations (r>.90) (Bagozzi et al., 1991). There was not higly correlated
variables in the current study as well.

The adequacy of the measurement model was also evaluated based on reliability, convergent
validity, and discriminant validity. Using the statistical software, reliabilities of the scales
were assessed after the normality test. As shown in table 2, the composite reliability measures
for the components were above the cutoff point of .70, which indicates that items are free
from random error and internal consistency was adequate (Fornell & Larcker, 1981).

Table 2 also portrayed factor loadings for each variable respectively, which were calculated
using confirmatory factor analysis. As shown in the tables, all items loaded on respective
constructs, except for one polychronicity item, since its loading was not adequate. Factor
loadings were greater than .60, which suggests satisfactory convergent validity. Additionally,
as shown in table 2, average variances extracted (AVE) for all study variables were above the
minimum threshold of .50 (Bagozzi & Yi, 1988; Chin, 1998; Fornell & Larcker, 1981).
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Table 2. PLS confirmatory factor analysis and cross-loadings

Scale Items Factor loadings a AVE
MCSQ

MCSQ!1 We have financial incentives for service excellence. 0.78

MCSQ2 I receive visible recognition when I excel in serving customers.

MCSQ3 My promotion depends on the quality of service I deliver. 8:? 83 0.64
MCSQ4 I often make important customer decisions without seeking management 072

approval. 0.81

MCSQS5 I have the freedom and authority to act independently in order to provide 0.90

service excellence.

MCSQ6 I am encouraged to handle customer problems by myself.

Intrinsic motivation

INT1 When I do work well, it gives me a feeling of accomplishment. 0.85 o1 072
INT2 I feel a great sense of personal satisfaction when I do my job well. 0.84

INT3 When I perform my job well, it contributes to my personal growth and development. 0.80

INT4 My job increases my feeling of self esteem. 0.74

Polychronicity

POLY1 I like to juggle several activities at the same time. 0.67 78 0.57
POLY?2 I believe people should try to do many things at once. 0.73

POLY3 I am comfortable doing several things at the same time. 0.75

Nepotism

NEPOI Nepotistic practices cause internal conflicts in this hotel.

NEPO?2 In this hotel, executives are more interested in keeping friends and acquaintances in good 072

positions than they are in those employees’ performance or the organization’s profitability. 0.68 8 0.59
NEPO3 In this hotel, department heads are scared of workers who have kinship in upper 0.79

administration.

NEPO4 In this hotel, it is very difficult to remove or to demote people who have relatives in gz:

upper administration.

NEPOS5 Employees of this hotel always feel that they need a relative in a high-level position.

Job satisfaction

JSAT1 My job is very worthwhile. 0.73

JSAT2 I am very content with my job. 0.81 .89 0.67
JSAT3 My job is very pleasant. 0.79

JSAT4 I am happy that I took this job. 0.86

JSATS I definitely dislike my work. (R) 0.73

Organizational citizenship behavior

OCBI I am assisting co-workers to deliver high-quality customer oriented services. 0.79

OCB?2 To serve my customers, I volunteer for things that are not required. 0.74

OCB3 I make innovative suggestions to improve customer service. 0.89

OCB4 1 expend considerable energy to come up with creative ways to assist customers facing 0.88 .87 0.70
problems. 0.75

OCBS I attend functions that are not required, but that help customer service. 071

OCB6 I exchange ideas with colleagues on how to improve customer service. 0.69

OCB7 I deal restlessly with customer problems until they are resolved.

*All items are measured on five-point Likert scales ranging from 1 = strongly disagree to 5 = strongly agree.
*All loadings are significant at the 0.01 level or better.

Table 3 details correlations for all study variables as well as the square root of the average
variance extracted on the diagonal. The items corresponding to each construct were summed
and averaged to obtain a composite score that represents that construct. Because no
correlation coefficient was above 0.90, the results indicate that all constructs were distinct
variables that represent different constructs (Tabachnick & Fidell, 2007).
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Additionally, measures are also considered to have adequate discriminant validity when the
square root of the average variance extracted, computed for each construct, is larger than the
correlation between the construct and any other construct in the proposed model (Chin, 1998;
Fornell & Larcker, 1981). As table 3 portrays, all diagonal values were above the
inter-construct correlations, thus yielded adequate discriminant validity.

Table 3. Correlations, means, and standard deviations of composite scores of study variables

Scale 1 2 3 4 5 6
Management commitment to service 72

Intrinsic motivation 0.22%* 83

Polychronicity 0.08 0.32%% 70

Nepotism -0.23*  -0.17*  0.10 72

Job satisfaction 0.66%*  0.49*%*  (0.16* -0.47%* a7
Organizational citizenship behavior 0.58%*  0.55%*  0.38**  -0.20%* 0.60** .79
Mean 3.16 4.01 2.84 3.42 3.32 4.19
Standard deviation 1.25 0.98 1.15 1.31 1.37 1.10

**Correlation is significant at the 0.01 level.

*Correlation is significant at the 0.05 level. Correlation without any asterisk is insignificant.

Finally, the extent to which multicollinearity was present in the study’s independent variables
was examined using the tolerance value and its inverse—the variance inflation factor (VIF)
(Hair, Anderson, Tatham, & Black, 1998, 2005). The tolerance values were all large (i.e.
relatively close to one) suggesting that multicollinearity was not an issue in the regression
equations presented in this research study.

4.3 Structural model results and hypotheses testing

To analyze the hypothesized relationships, a PLS method was used. A bootstrapping
technique (with 500 resamples) was applied to compute the t-statistics and test for path
significance (Chin, 1998). Table 4 portrays the path coefficients, their significance, and the R?
values of endogenous variables. The path coefficients shows the strengths of the relationships
between the independent and dependent variables while the R? value measures the predictive
power of a model for the dependent variables.

Hypothesis la suggested that MCSQ is positively related to FLEs’ job satisfaction. Path
analysis indicated that the path from MCSQ to JSAT was significant and positive. Hypothesis
Hla was therefore supported. Hypothesis 2a stated that intrinsic motivation has a significant
positive relationship with FLEs’ job satisfaction. Path analysis indicated that the path from
INT to JSAT was significant and positive. Hypothesis 2a was therefore supported. Hypothesis
3a suggested that polychronicity is positively related to FLEs’ job satisfaction. Path analysis
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indicated that the path from POLY to JSAT was not significant. In this case, Hypothesis 3a
was rejected. Hypothesis 4a contended that nepotism is negatively associated with FLEs’ job
satisfaction. Path analysis provided empirical support for the significant negative relationship
between NEPO and JSAT. Hypothesis 4a was therefore supported.

\ M acrot h i n k Journal of Management Research

MCSQ, INT, POLY, and NEPO jointly explained 41% of the variance in JSAT. When control
variables were included in the model, the explained variance became 43%. This means that
the control variables improved the explained variance by 2%. However, only education and
job tenure had a statistically significant effect on JSAT. As indicated in table 4, FLEs having
longer tenure reported higher levels of satisfaction and employees having higher level
education reported lower levels of satisfaction.

Furthermore, Hypothesis 1b suggested that MCSQ is positively related to FLEs’
organizational citizenship behaviors. Path analysis indicated that the path from MCSQ to
OCBs was significant and positive. Hypothesis H1b was therefore supported. Hypothesis 2b
stated that intrinsic motivation has a significant positive relationship with FLEs’
organizational citizenship behaviors. Path analysis demonstrated that the path from INT to
OCBs was significant and positive. Hypothesis 2b was therefore supported. Hypothesis 3b
contended that polychronicity is positively associated with FLEs’ organizational citizenship
behaviors. Path analysis provided empirical support for the significant positive relationship
between POLY and OCBs. Hypothesis 3b was therefore supported. Hypothesis 4b suggested
that nepotism is negatively related to FLEs’ organizational citizenship behaviors. Path
analysis indicated that the path from NEPO to OCBs was significant. In this case, Hypothesis
4b was therefore accepted. Finally, Hypothesis 5 suggested that JSAT is positively related to
FLEs’ organizational citizenship behaviors. Path analysis also demonstrated a significant
positive association between the two constructs. Hypothesis 5 was therefore supported.

MCSQ, INT, POLY, NEPO, and JSAT jointly explained 54% of the variance in OCBs. When
control variables were included in the model, the explained variance became 55%. This
means that the control variables improved the explained variance by 1%. With the exception
of education, none of the control variables demonstrated a statistically significant impact on
OCBs. As indicated in table 4, FLEs having higher level education reported higher levels of
OCBs. To evaluate PLS models, R? are utilized because the objective of PLS is to maximize
explained variance rather than fit (Chin, 1998). In that respect, the R? of the endogenous
constructs reveals the explanatory power of the model. The achieved explained variance (R?
of the endogenous constructs determines whether a theoretically sound exogenous construct
is operationalized appropriately (Chin, 1998).
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Table 4. PLS structural model results
Control variables and hypothesized relationships | Path t-values Supported/Not supported

coefficients

(DImpact on job satisfaction
Gender 0.04 1.37 Not applicable
Age 0.07 1.80 Not applicable
Education -0.08 220 Applicable
Job tenure 0.11 257 Applicable
Hla MCSQ — JSAT 0.53 12.55" Supported
H2a INT — JSAT 0.21 479" Supported
H3a POLY — JSAT 0.06 1.88 Not Supported
H4a NEPO — JSAT -0.20 -5.07° Supported
R?before the inclusion of control variables = 41%
R? after the inclusions of control variables = 43%
(1) Impact on organizational citizenship behavior
Gender 0.02 0.55 Not applicable
Age -0.03 -0.87 Not applicable
Education 0.09 235" Applicable
Job tenure 0.06 1.69 Not applicable
Hlb MCSQ — OCB 0.43 8.63° Supported
H2b INT — OCB 0.36 6.74" Supported
H3b POLY — OCB 0.15 3.197 Supported
H4b NEPO — OCB -0.08 244" Supported
H5 JSAT — OCB 0.45 9.87" Supported
R?before the inclusion of control variables = 54%
R after the inclusion of control variables = 55%

*Age, education, and tenure were measured using S5-point scales. Higher scores indicate older age, more
educated, and longer tenure. Gender was coded as a binary variable (0 = male and 1= female).
MCSQ=management commitment to service quality, INT=intrinsic motivation, POLY=polychronicity,
NEPO=nepotism, JSAT= job satisfaction, OCBs=organizational citizenship behavior.

* The t-values demonstrate a statistically significant relationship at the 0.05 level or better. The other t-values

without any asterisks are insignificant.
5. Conclusion
5.1 Discussion

Since the success of the service firms depends on frontline employees who make face-to-face
interactions with customers, prosocial behaviors (expected and extra-role customer service
behaviors) by the employees have become a critical issue for the service industry (Bienstock
et al., 2003; Chebat et al., 2002; Morrison, 1996; Organ et al., 2006). With this realization,
this study developed and tested a model, by using a sample of frontline employees, in North
Cyprus as its setting to investigate the impacts of MCSQ), intrinsic motivation, polychronicity,
nepotism, and job satisfaction on FLEs’ organizational citizenship behaviors. With the
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exception of the relationship between polychronicity and job satisfaction (H3a), all
hypothesized relationships were supported.

In line with extant research (e.g., Arasli & Daskin, 2012; Ashill et al., 2008; Babakus et al.,
2003; Hinkin & Schriesheim, 2004; Jo et al., 2009; Kim et al., 2009a; Morrison, 1996; Rod &
Ashill, 2010), the current findings indicate that MCSQ has a positive significant effect on
both job satisfaction and OCBs.

The findings concerning the effects of intrinsic motivation on job satisfaction and OCBs were
concordant with the study hypotheses and previous research (e.g., Cardona et al., 2004; Cho
& Perry, 2011; Karatepe & Uludag, 2007; Miller, 2002; Tang & Ibrahim, 1998). These
findings depicts that intrinsically motivated FLEs are more satisfied with their jobs and show
better customer service behaviors.

Contrary to expectations, polychronicity was not found to be a predictor of job satisfaction.
This finding is not consistent with previous research by Jang and George (2012) and Arndt et
al. (2006). Although there is sound theoretical reason why polychronicity should predict job
satisfaction, the empirical evidence indicates otherwise. The argument for why these
constructs should relate to one another stems from the idea that individuals who prefer to
multitask and believe multitasking is the best way to complete a task (i.e., polychronic)
should be more comfortable, satisfied, and less stressed when in an environment that requires
them to multitask (Kaufman et al., 1991). For polychronics, the level of satisfaction was
proposed to mitigate (and for monochronics, exacerbate) the anxiety provoked by a
multitasking situation that, by its nature, is stimulating and challenging. The lack of a
significant relationship between these two constructs suggests that this logic may not hold.

On the other hand, examination of polychronicity in frontline service jobs is critical, because
polychronic employees are expected to thrive in jobs that are demanding and stressful (Jang
& George, 2012; Kaufman-Scarborough & Lindquist, 1999). The results from the path
analysis suggest that the conceptual model is supported for the hypothesized relationship
between polychronicity and OCBs. This finding shows that polychronic frontline employees
are more prone to exhibit extra-role customer service behaviors.

The results of the path analysis also show that nepotism had a significant negative impact on
both job satisfaction and OCBs. This relationship is consistent with those of Arasli and Tumer
(2008) and Bute (2011) who claimed that “Working in an unfair competitive environment
makes employees dissatisfied, and demoralizes them in their jobs”. To the same authors,
these unwanted practices would result in low productivity, high absenteeism, and
disappointment, frustration, and stress in a way that at the first possible opportunity, staff
would not hesitate to change their jobs. Also, employees would not be willing to exhibit
extra-role customer service behaviours. This result is a useful addition to the existing relevant
literature. In a competitive work environment, where the critical role of frontline employees
cannot be underestimated, hotel managers should consider nepotism as an important factor
that triggers job dissatisfaction which in turn negatively affect employees’ citizenship
behaviors.
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Expectedly, the relationship between nepotism and OCBs was significant. Typically, because
of a nepotistic climate, staff is expected to become uncommitted to their organizations’
objectives while losing interest in their OCB involvement, cooperation with their coworkers,
and coordination in their organizations. The significant relationship might be the result of a
contextual reality in the industry, such that, the society of North Cyprus as a small island
country is characterized by multiple social connections of each member through political
party membership or association, kinship relations and close friendships. Since the job
opportunities are limited because of scarce resources and current economic stagnations in the
hospitality industry in North Cyprus, employees may be demoralized to exhibit OCBs.

Consistently, the findings of the path analysis revealed that job satisfaction was among the
significant determinants of OCBs. This path-analytic finding is concordant with previous
research (e.g., Akfeldt & Coote, 2005; Podsakoff et al., 2000) and supported by the social
exchange theory. For example, when employees feel that their organization is considerate and
caring with respect to their personal growth, development and advancement in their work,
they feel happy and satisfied with their organization. Moreover, they find themselves
obligated to reciprocate by practicing and demonstrating positive attitudes and behaviours
that will benefit their organization in general rather than any specific individual within the
organization.

5.2 Managerial implications

Creating satisfied customers in the hotel industry requires exceeding customers’ expectations
on a constant basis. This requires employees to perform citizenship behaviors to customers in
order to satisfy customers with high quality service. Therefore, OCB is closely related to the
service challenges of the hotel industry, and understanding OCB and its antecedents is
important for the effective functioning of hotels. The findings from this study have
implications for both managers and researchers. In a study of OCBs, Smith et al. (1983)
depicted that many critical behaviors in business organizations build on acts of cooperation,
altruism, and spontaneous unrewarded help from employees. This claims how citizenship
behaviors play a critical role in the functioning of an organization, which clarifies why
managers must be concerned with ways to understand what maximizes and/or minimizes
OCBs. Practically, this paper provides useful guidelines to implement effective management
practices and improve organizational outcomes.

This study demonstrated that MCSQ in the form of empowerment and rewards enhances job
satisfaction and OCBs. One practice is to take employee perceptions that are relevant to
MCSQ when measuring how they perceive different aspects of their jobs, organizations, and
managerial practices. As this study pointed out, the use of self-evaluations of job satisfaction
and management commitment is highly and closely related to FLEs’ considerations about
OCBs. Managers who consciously measure employees’ perceived MCSQ in service firms are
better able to predict employee OCBs. Consequently, by measuring employees’ perceived
MCSQ, managers have an important tool in OCB management. One implication that can be
derived from these findings is the importance that managers establish empowerment and
reward systems that are important building blocks for generating customer service quality
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(Ashill et al., 2008; Babakus et al., 2003; Bowen & Lawler, 1995; Kim et al., 2009a;
Schneider & Bowen, 1991). Empowering employees, training new skills, and designing
reward systems can also help employees deliver high quality value-added services by
providing them with the tools, resources, and motivation and maneuver ability to meet
customer demands.

As discussed in aforementioned section, North Cyprus is a new developing tourism
destination and the economy is mostly dependent on tourism revenues. Except some of the
five star international hotels (chain hotels), most of the hotel organizations are family-owned
and organizational resources are limited. As a result, job and career advancement
opportunities in the hotel sector for the current and prospective employees are also limited.
Under the circumstances, reward as a managerial initiative seems more applicable strategy.
Constant recognition, reward, and praise should be a common practice in a successful service
organization for FLEs who provide outstanding customer service. This can take many forms,
it does not always need to be expensive to be effective; smile, thank them, recognize and
appreciate them. Regardless of rank, managers can reward employees with a movie pass, car
wash certificate, or restaurant voucher. Moreover, each month employees who went “above
and beyond” should be praised in front of coworkers and managers and given certificates and
gifts from the caring baskets.

The current study shows that today intrinsic motivational factors are as important as the
external motivational factors while in the past mostly external factors dominated. This
depends on the changes occurring in the environment and that a new generation is entering
the workplace, but in the end both are needed to motivate individuals. The present study
revealed that intrinsic motivation enhances FLEs’ job satisfaction and OCBs. Bryan et al.
(2006) and Kiger (2006) explain that managers need to hire the right person that is most
suitable for a certain job, value its employees and support them in making contributions to the
organizations and always try to create a motivated work force. Motivated employees do not
only create a good working environment, they also make noteworthy contributions to the
organization.

We derive several practical implications from our study. First, cultivating intrinsic motivation
is an enduring process that enhances employee satisfaction and OCBs. In apparent
recognition of these findings, managers should establish reasonable standards for quality
service delivery, establish trust among staff, offer career opportunities, and, where necessary,
delegate authority to enhance FLEs’ intrinsic motivation, which will also increase extra-role
customer service behaviors and thus organizational performance. also managers should make
their employees feel like business partners and use empowerment in order to make the
workforce and the surrounding environment into a place where employees feel good as well
as creating a work where from employees feel good inside.

Managers should consider creating a pool of intrinsically motivated candidates by offering
career opportunities to their prospective employees. Because, there are limited resources in
hotel organizations of North Cyprus, this makes intrinsically motivated FLEs more
reasonable human resource. For intrinsic motivation, not the reward but the behavior itself
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is important. According to Amabile et al. (1994), intrinsically motivated behavior is
self-initiated: someone undertakes an activity for its own sake. The activity-itself is
interesting and results in feelings of accomplishment and self-fulfillment. Someone might go
to work because he or she likes to learn new things regarding to the job, for instance. Another
implication of this study is that polychronicity is one of the predictors of OCBs. This study is
the first approach to deal with polychronicity in the hotel environment where multitasking is
extremely important. Hotel employees quite often are faced with uncertain and unpredictable
situations and are expected to work quickly within a limited time. Considering the
multitasking and time constraint characteristics of hotel work, this finding implies that
polychromic-oriented employees may be more suitable for certain jobs within the hotel
industry. Hence, it is important for hotel managers to adequately assess a job applicant’s
ability to successfully fulfill the job requirements.

As the hotel work environment becomes more challenging and complex, it is important to
recognize the impact of polychronicity on OCBs. In particular, hotel companies are
characterized as a work environment where time use is important and where multitasking is
frequently required within a given time period. Consequently, when hiring employees, human
resource managers should consider conducting personality tests in order to accurately match
each employee to a job that will capitalize on his/her abilities. These tests are useful tools for
a company to use to assess personality types. For example, human resource managers should
place polychronic-orientated employees in positions such as the hotel front desk that
frequently requires multitasking abilities. This effective placement is very helpful to increase
employee citizenship behavior and therefore improve hotel company performance.

Human resource managers might use behavioral interviewing technique that asks candidates
to describe what they actually experienced in previous job (Barclay, 2001). For example,
when seeking employees who have high level of polychronicity, human resource mangers ask
applicants to describe a situation where they actually are engaged in more than two activities
at the same time in past jobs. The interviewers can seek whether the candidate has adequate
polychronic personality based on past event, and anticipate that such candidate would be
likely to be successful at doing switching among multiple tasks in the future. In addition,
hotel companies may consider developing and implementing training programs to enhance
employee multi-tasking skills. Furthermore, hotel companies can establish their own “job
success strategies manuals” to enhance OCBs. These department based on manuals would
contain on-going successful and unsuccessful examples of performing the job.

Conversely, nepotism was found to be an unethical behavior that affects employee job
satisfaction and OCBs negatively. The current study demonstrated that nepotism is an
unprofessional phenomenon that provides benefits to family members or close friends, rather
than the organization as a whole. Therefore, nepotism paralyzes human resource practices
and affects the level of perceived justice among employees. Unfair incidents that occur
because of nepotism within an organization, such as selection, promotion, shifting, and
rewarding of a family members, likely reduces the level of employee satisfaction. This may
lead employees to neglect their responsibilities, sense of ownership, and decrease their work
OCB performance and commitment to the organization (Abdalla et al., 1998; Arasli & Tumer,
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2008).

Nepotism may also cause the formation of new groups both vertically and horizontally.
Working in a nepotistic environment may drive employees to have a closer relationship with
family members to strengthen their positions rather than displaying higher performance.
Because job opportunities are limited due to limited resources and current economic
problems (Arasli et al., 2006), in the hotel industry in North Cyprus, employees may not
think of quitting their jobs even if they are not satisfied, which may extend the length of pain
that results from learnt helplessness. It is certain that family members are the most desirable
employees to control monetary issues; however, owners must avoid the general practices of
nepotism among employees unless it requires a great risk; for example, casino management.

Employment conditions relating to selecting and recruiting, pay/benefits, job security and
unusual working hours need to be improved. Where there is no will to improve conditions for
employees on the part of the private sector, the public sector law makers can be called in to
regulate human resource policies and practices through anti-discrimination laws in the
tourism industry, which is a trend in many European countries. For example, tourism firms
may be obliged to make up a certain proportion of their work force from tourism and
hospitality management graduates, not the relatives and acquaintances. Determination of a
minimum wage and maximum weekly or daily working hours are other areas where law
makers can intervene. Therefore, higher levels of perceived justice in a working
environment devoid of nepotism lead employees to be more responsible to exhibit extra-role
behaviors, involved, and devoted to their organizations. Finally, satisfied employees display
higher OCB performance and tend to work beyond their assign job duties and responsibilities.
In this way, employees also become desirable employees, just as family members, which may
add to a competitive advantage within an organization, which is not possible to imitate.

Moreover, job satisfaction was found to be significantly associated with OCB as expected.
The extant literature suggests that satisfaction — OCB link is based on social exchange theory.
The fundamental idea lying behind this view is reciprocation as discussed earlier. The theory
implies that if the person is satisfied with his/her job and does not have the ability or
opportunity to respond with greater work output, s/he responds via OCB. Hotel Managers and
owners should also notice that when employees are satisfied, they tend to show OCBs. Hence,
management may adapt procedures to improve job satisfaction. In order to motivate people
and increase their satisfaction from their jobs, management should encourage employees to
share their ideas, allow them to develop different approaches to everyday tasks, provide self
development opportunities by trainings, offer supervision in terms of career development,
and recognize achievements and praise them.

Lastly, demographic variables (age, gender, education level, and organizational tenure) were
tested in order to find out their relationship with job satisfaction and OCBs. It is seen that
education was negatively related to job satisfaction while tenure was positively related to jab
satisfaction. These relationships indicate that better-educated FLEs reported lower levels of
job satisfaction and more experienced FLEs, on the other hand, reported higher levels of job
satisfaction. Besides, education was found to be positively related to OCBs. This finding
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shows that FLEs with higher education are more prone to show extra-role customer service
behaviors. But they are less satisfied with their organizations. This means that while FLEs’
education level increases, on the other hand their expectations increase. Therefore, managers
should hire and retain FLEs who have higher levels of education and tenure. Working for a
longer time in the same organization might have taught how to cope with the difficulties
associated with demanding situations. However, as mentioned above, effective management
commitment strategies should be improved to motivate employees and increase their job
satisfaction. These findings also add a contribution to the tourism and hospitality literature.

The aforementioned implications are critical for hospitality firms in North Cyprus, because
service employees are unable to deliver value-added service quality to gain a competitive
performance advantage, if this is even more the case when managers do not establish and
maintain a work environment where employees can cope with difficulties that are associated
with stressful and demanding situations.

5.3 Theoretical implications

This research makes useful contributions to the current knowledge base. First, much of the
research on OCBs has been conducted in the cultural setting of the USA, a country that has
been classified to be high on individualism and low on power distance (Hofstede, 1983).
Therefore, this study by being conducted in North Cyprus, sought to expand this line of
research by including different cultural context. Because, OCBs are influenced by the culture
(i.e., norms, thoughts, values) of the society. For instance, the degree of power distance in a
society influences the discretion level attributed to an employee (Clugston et al., 2000).

Second, numerous studies investigated the OCBs in manufacturing context (Bitner, 1990;
Morrison, 1994); however a few studies explored service-oriented OCBs (Mei, 2009). Even
though service-oriented employees’ behaviors have become more important with the growing
of the service industry, OCBs in the service industry are somewhat ignored (Yoon & Suh,
2003). Therefore, this study further explored OCBs in a hotel setting.

Third, despite the expectation that individual differences in traits or values would determine
employee engagement in OCBs, research has shown them to be weak predictors (Konovsky
& Organ, 1996; Organ et al., 2006; Podsakoff et al., 2000). In meta-analyses and literature
reviews, both work attitudes (e.g., job satisfaction) and contextual factors have more strongly
predicted OCBs than have individual differences (Lepine et al., 2002; Organ et al., 2006;
Organ and Ryan, 1995; Podsakoff et al., 2000). Expectedly, the current thesis by being
conducted in North Cyprus hotel industry, seeks to hypothesize the effect of individual
differences on OCBs in a different cultural context. The current study by examining the effect
of intrinsic motivation and polychronicity as individual differences on OCBs extended our
knowledge and understanding of their role in OCB processes.

Last, the current thesis by adding untried antecedents (polychronicity and nepotism) in its
model in a hotel setting provides further contributions to OCB literature and provides useful
guidelines to practitioners as well. In conclusion, the reason for choosing OCBs as a research
ground is its positive relationship with unit performance, which means by measuring OCBs
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we can get one step closer in increasing the unit performance and then service quality.
5.4 Limitations and future research directions

Though this study expands our knowledge base, applicable prospects for further research
remain. As a first limitation, the cross-sectional design of the current study does not permit to
make causal inferences. Future studies that would conduct longitudinal designs would be
helpful in establishing causal relationships. The study lacked an in-depth qualitative
dimension. Future studies could use in-depth interviews as an alternative approach to
provide richer insights into the antecedents and outcomes associated with organizational
citizensip behaviors. To cross-validate our findings and broaden the scope for further
generalizations, replication studies among other samples of frontline employees in North
Cyprus are needed. The current study used only one service setting (hotels) to test the
hypothesized relationships. Future studies could test these relationships in different
service settings such as travel agents, airlines, and restaurants. This study included only two
variables of MCSQ, a future study should include training and service technology as MCSQ
variables to measure their effect on OCBs. In addition, the inclusion of other personality
variables such as self-efficacy and locus of control in the model would enhance the
understanding concerning their moderating or mediating roles on the perceptions.
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