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ABSTRACT 

 

Organizational citizenship behaviour (OCB) is a major factor that can contribute to the 

survival of an organization. Therefore, it is crucial for telecommunication and service 

providers to recognize the factor that significantly and positively which helps to create this 

favourable behaviour within organization. This study is focusing the antecedents that 

contribute to OCB among customer service employees at TM One Call Centre. In addition, 

this study to investigates the relationships between antecedents of perceived organization 

justice (POJ), perceived organization support (POS), task characteristic and affective 

commitment, and OCB among customer service employees. The total population was 150 

customer service employees working at Telekom Malaysia (TM) One Call Centre. This 

study used Convenience technique to select sample of 108 employees. A survey conducted 

among 150 customer service employees. The study used questionnaire to collect the data.  

The data was analyzed by using regression analysis technique and the results obtained show 

that two out of four independent variables, task characteristic and affective commitment 

have a significant relationship with OCB. Meanwhile, two independent variables which is 

POJ and POS had no significant relationship with OCB. This study had been crucial as for 

organization to understand how task characteristic and affective commitment affects the 

OCB and several recommendations were put forth for the practitioners in enhancing the 

level of OCB by acknowledging the importance of all variables.  

 

Keywords: Organizational Citizenship Behavior, Perceived Organizational Justice, 

Perceived Organizational Support, Task Characteristic and Affective 

Commitment 
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CHAPTER 1 

INTRODUCTION 

 

1.0  INTRODUCTION 

This chapter introduces the research topic and gives the background to the 

research, problem statement, research questions, objectives of research, 

significance of the research and basic definitions. 

 

1.1  BACKGROUND OF THE STUDY 

 In an extremely competitive world, the greatest challenge for any organization 

whether it is service in public or private sector, is to manage and motivate 

employee in achieving’s objective and completing mission of organization to 

sustaining its competitive advantages. Organizations will be more pressure to 

be dynamic, efficient, effective, proactive, quick responding, empowering, 

innovative and team-based (Lapierre & Hackett, 2007). Service sector in 

Malaysia is one of the main element of economy growth and development 

(Central Bank of Malaysia, 2007; Department of Statistic Malaysia, 2019; 

Malaysia Industrial Development Authority, 2013; New Straits Times, 2015; 

The Star, 2014).  For ensuring nation’s growth, development and global 

competitiveness, the ability of employee to respond quickly and effectively to 

the changing needs of environment in workplace is a crucial factor (Kandan & 

Ibrahim, 2010). In order to meet these factors, it is significant to employees in 

the service sector to delivery their organization product and service to the 

satisfactions of the specific end-user.  
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