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PREFACE

This research paper is basically part of the study of final year students of Bachelor
of Business Administration (HONS). This research falls under the subject of UBMZ
3016 Research Project. It is part of the compulsory subject for every student before
they are graduating from university. This research project is carried out around nine
months to complete it. Throughout the research, every student will be able to learn

method of writing research paper, conducting survey and presenting their findings.

In this research paper, we had chosen ‘A Study on The Relationship Between
Organizational Commitment and Organizational Citizenship Behaviour in
Malaysian Banking Industry’. Organizational citizenship behaviour serves as an
important factor to increase the organizational commitment as well as improving
the organizational effectiveness. There are three variables which could affect the
organizational citizenship behaviour in this study. Those factors are affective
commitment, normative commitment and continuance commitment. Throughout
this research, we have referred to several journal articles and the guidelines provided

by UTAR in order to complete our research paper.

XV
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ABSTRACT

The main objective of this research is to study the relationship between
organizational commitment (OC) and organizational citizenship behavior (OCB) in
Malaysian banking industry. The commitments that will be discussed in this study
included affective commitment, continuance commitment and normative
commitment. The previous study by other researchers will helps to develop the

hypotheses in this research project.

The sampling location that been selected are Kuala Lumpur, Selangor, and Perak.
A sample size of 169 respondents in the questionnaire had been conducted. The
questionnaire was design and distributed through randomly sample to employees.
The Statistical Analysis System (SAS) software had been used in order to run the
reliability analysis, frequency analysis, explaining the correlation coefficient
analysis and test of hypothesized relationships among the dependent variable and
the independent variables.

As aresult, it had been found that all of the organizational commitment has positive
significant relationship with organizational citizenship behavior. Besides, the
findings and suggested recommendation have been discussed. Lastly, the future
study and conclusion have been done.

XVI
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CHAPTER 1: INTRODUCTION

1.0 Introduction

The importance of organizational behaviour is to recognize and understand
employee’s behaviour in an organization and it directs employee to achieve
organization’s goal. The antecedents of organizational behaviour, employee
dedication drives the improvement of organizational citizenship behaviour (OCB).
The importance of OCB has drawn broad attention from organization in banking
industry across Malaysia. Hence, the aim of this research is to interpret the
association between organizational commitment (OC) and organizational

citizenship behaviour (OCB) in Malaysian banking industry.

Chapter one outlines the research project. This section covers several subtopics like
the foundation of the study, comprehensive description of the study includes
apparent issues in the researched industry related to organizational commitment
(OC) and organizational citizenship behaviour (OCB). Once apparent issue is
recognized, research aim and questions are formulated, importance of the study is
justified, the formulation of chapter arrangement followed by the chapterclosure.

1.1 Research Background

In Malaysia, organizational citizenship behaviour (OCB) is the main focus for many
industries. Poor organizational citizenship behaviour (OCB) is a serious issue
nowadays because it will result in poor capability of employees which will influence
the organization’s effectiveness. When the level of organizational citizenship
behaviour (OCB) among employee in the organization is high, the organization will
have better performance and reputation which are superiority
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compared to the competitors. In order to attain this goal, organization needs to
provide better products or services compared to their competitors.

Prasetio, Yuniarsih and Ahman (2017) stated that organization obtain competitive
advantage by applying human resource to become their new strategy. The
organization require their employee to have better performance at all times and also
perform extra-role behaviour to assist the company to become effective. When the
employee in organization able to perform well in organizational citizenship
behaviour (OCB), it can lead organization towards success. Moreover, lack of
organizational citizenship behaviour (OCB) is very hazardous to organization which

will lead to poor performance and higher cost bear by organization.

As customers nowadays can choose the product freely and opt for the products or
services that are most suitable to them. When customers found out the products or
services are not meet on their expectation, they will switch to other competitors’
product or service. Hence, this phenomenon brings competition in the industry. This
is because the organization knows that the main factor for them to survive is through
the support of customers. The organization in the market that lack in interest can be
perceived as the organization downfall. As a result, organizational citizenship

behaviour (OCB) is vital in an organization (Khoshnammoghadam, 2017).

In an organization, the performance of employee is viewed as one of the major
elements in measuring the organizational commitment (OC) of the employee. In
order to enable organization to become efficient, OC is the core field for the
organization. When the commitment of employee towards organization is high, it
resulted to higher performance. The performance does not only rely on the
capability of the employee but also the manner and action towards the organization,
which is called extra role performance. Moreover, Danish, Humayon, Shahid, and
Nawaz (2015) defined that when employees wish to keep position or relation with
the organization, this appearance is considered as OC. Hence, organizational
commitment (OC) became the dominant factor to influence organizational

citizenship behaviour (OCB).
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From the study of Heater (2017) stated that automation nowadays become the main
drive for work loss. This study recorded that manufacturing job is faced with high
reduction in job loss between year 2000 and 2010. Rotman (2013) mentioned that
poor job growth would lead to economy slowdown and this is a big problem for the
sudden sluggish on job creation. When automation rapidly increases in today’s
world, the organizational commitment (OC) of employee will decrease as they face
job insecurity. This may decrease employee morale and prompt talented employee
to leave the organization. This will result to dampen organization’s performance and

efficiency.

Engagement is the feeling of emotional commitment of an employee towards an
organization. Engaged employees mean they will work hard for organization’s
success and royal to their own organization. Not engaged employees are the one
who do task that instructed by their supervisor and they will easily jump from one
organization to another. Actively disengaged employees are unhappy with their
work and express their dissatisfied through showing negative emotion, non-
cooperation with their team and more (Allen, 2014). From Table 1.1, it illustrates
that the employees are lack of commitment towards the organization nowadays. In
this case, organizational commitment (OC) becomes a serious issue that is faced by
many organizations in the world. Based on Figure 1.1 which shown that there is
high percentage of respondents in different countries agreed that OC is very
important in organization while some countries seen OC is important. From this, it
can be showed that organizational commitment (OC) is very important, but it is still
showing a decreasing trend towards OC.
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Table 1.1

Engagement of employee around the world

Region Engaged  NotEngaged — Actively Disengaged
United States and Canada ag% R4 18%
Australia and New Zealand a4 H0% 16%
Latin America 1% 6o 19%
Conmanyelolludnient gy
Western Europe L4 % B 20%
Southeast Asia 12% 73 14%
Central and Eastern Europe 1% 63% 26%
Middle East and MNorth Africa 0% AR 5%
South Asia 10% 1% 2g%
Sub-Saharan Africa 0% RTH: 29%
East Asia 6% H8% 26%

Note. From Redmond, B. F. (2016). Work and Organizational Commitment.
Retrieved July 13, 2018, fromhttps://wikispaces.psu.edu/display
/PSYCHA484/12.+Work+and+Organizational+Commitment

Figure 1. Engagement: Percentage of respondents rating this trend “important” or “very important”
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Figure 1.1. Percentage of respondents rating the importance of engagement.
Adapted from Global Human Capital Trends. (2016). The new organization:
Different by design.
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Employee engagement can be constituted to three ranges which are feel, act, and
think. Feel is considered to be affective commitment which means that the
employees have intense emotional connection and good relationship with
colleagues and organization. This is common for employee to stay loyal and help in

solving organization’s problem when they have high affective commitment.

Moreover, employees have high affective commitment will feel proud and happy to
work in their organization. For act, it also considers as behavioural commitment.
Employees’ willingness to contribute their effort exceed normal expectation is the
key success factor for organization. Employees will remain loyal to the organization
no matter what opportunities are given by outside companies. At last, cognitive
commitment is known as think which explained as knowledgeableattachment with
organization. Employees will have strong belief and support on the organization’s

vision, mission and objective (Wachira, 2013).

In our research, we will emphasize on the organizational commitment of employee
in Malaysia’s banking industry. Organizational commitment is emotional
attachment of an employee towards the organization. When there is high
commitment of an employee, there is high satisfaction of the employee towards the
organization. Organizational citizenship behaviour can be known as extra role
performance which the employee chooses to do voluntary. This action may exceed
the expectation of the organization towards the employee. Banking industry is one
of the oldest industries which employs a significant amount of workforce in
delivering different degree of services qualitatively and quantitatively to different
types of customers. Employee morale had been affected and the organizational
commitment of employee are reduced due to the introduction of Financial
Technology (Fintech) into the banking industry. This scenario will influence the
employee morale and organizational commitment of the organization. Employees
have low job security when their future to work in banking industry for long term is
jeopardized which resulted in low organizational commitment. In addition, low
employee commitment in organization can lead to high turnover rate in banking

industry.
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1.2 Problem Statement

According to Central Bank of Malaysia’s research report “Financial Sector:
Employment Conditions and Preparing the Workforce for the Future” in March
2018, one of the driving forces that shape the future of workforce needs in
Malaysian Financial industry is the Financial Technology (Fintech) innovation.
This innovation requires the existing employees to enhance their skills on digital
proficiency in order to adapt the digitalization of business processes. Emerging of
technology especially in Fintech had redefined the job and disrupted the way things
have been done traditionally (Chuah, Yong & Begum, 2016). Based on Catching
the Fintech Wave, a survey report done by PricewaterhouseCoopers (PwC)
Malaysia and Asian Institute of Chartered Bankers (AICB), it shown that 82% of
financial institution in Malaysia stated that they were threaten by Fintech in their
businesses (Kana, 2016).

Technological advancement always follows by changes of the organizational
strategies and policies (Imran, Magbool & Shafique, 2014). From the study of
Appelbaum and Honeggar (1998) stated that employees tend to have feelings of
threaten and fearful when experiencing the organizational change. Some employees
might in deeply anxiety and tensed to the changes as they are used to the old
environment in the organization compared to the new environment (Ashford, Lee
& Bobko, 1989). Besides, Isaksen, Lauer, Ekvall and Britz (2000-2001) found out
that when employees believe that the environment fills with uncertainties, and they
are low in tolerance of ambiguity, with the absence of freedom as well as time in
doing work, they tend to hesitate in handling risk. Hence, this will result in
employees are less motivated and commitment to contribute to the organization.
Once the employees experience reduction in organizational commitment to the
company’s vision and eventually become low confidence (Lam, Lau, Ng, Shua &
Teh, 2011).

Regarding the study of Greenhalgh and Rosenblatt (1984), technological changes

in the organization will be seen as subjective threat to employees and perceived as
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reducing the demand for the employee's skills, especially when retraining
opportunities are absent. Such change uncertainty is positively related to turnover
intentions (Greenhalgh & Sutton, 1991). Results from research of Ashford et al.,
(1989), illustrated that changes adversely related to commitment, and trust towards
the organization (Schweiger & Denisi, 1991). The employees who are working
under both old and new systems have shown less desirable attitudes towards the
jobs, and these attitudes well-spread in the organization as organizational
commitment had lessen and more likely to leave the organization (Imran et al.,
2014).

As stated in Labor Market Condition report from Central Bank of Malaysia, 77.8%
of job separations with a total 5,253 persons, are due to quits and resignations in the
third quarter of 2017. The commitment level is low due to the problem arises in
banking sector which raise the issue of absenteeism, under performance and
turnover. Those issues had led to low quality of customer service (Hafiz, 2017). The
employee behaviour and organizational commitment are positively related.
Committed employees reduce the chances of turnover and absenteeism (Igbaria &
Greenhaus, 1992). Previous studies of Williams and Anderson (1991) shown that
employees that possess high commitment to organization will be actively to engage
in OCBs, which are defined as voluntary behaviour that will be beneficial to the
organization. Therefore, it is essential to have highly committed and engaged

employees in order to be competitive in the industry (Payambarpour & Hooi, 2015).

Begum (2005) emphasized that employees are important to act as a key facilitator
in implementing banking strategy. All employees especially customer service
employees play a significant role in providing superior customer service in which
result to retain large number of customers (Sofiah, Padmashantini & Gengeswari,
2014). Abdul Rashid and Jasmin (2015) stated that 66% of customers had switched
among commercial banks within last three years, and the reasons included
inconvenient waiting services, competition from other banks with better offering,
and poor ATM network. Appannan, Doraisamy and Teoh (2013) identified that
commercial bank customers are very concern on the efficiency of staff in handling
their problems, giving attention to enquiries as well as settling problems from the

customer’s phone call. Since customers are expecting efficient services from the
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bank, the banks had initiated organizational change through innovative strategies
and technology in order to enhance their service quality (Wasantha, Ali & Goash,
2015). However, studies from Tsai and Chang (2017) stated that without a
transformational leader, feelings of uncertainty towards organizational change tend

to arise and these uncertainties have a negative relationship with OCB.

Studies from Ghasem Sadeghi, Masoud Ahmadi and Maryam TaghvaeeYazdi
(2016) shown that OCB and organizational effectiveness are positively related.
Hence, understand well about OCB and discover ways to motivate, promote and
recognize the behaviour is critical for an organization (Mohamed & Anisa, 2012).
The main goal of this research is to study the relationship between organizational
commitment and organizational citizenship behaviour in Malaysian banking
industry. In other words, we seek to identify the roles of organizational commitment

and OCB on the bank business processes.
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1.3 Research Objective

1.3.1 General Objective

The overall aim of this study is to study on the relationship between organizational

commitment (OC) and organizational citizenship behaviour (OCB) in Malaysian

Banking Industry.

1.3.2 Specific Objectives

1 To examine whether there is significant relationship between Affective

4,

Commitment and Organizational Citizenship Behaviour in Malaysian
Banking Industry.

To examine whether there is significant relationship between
Continuance Commitment and Organizational Citizenship Behaviour in

Malaysian Banking Industry.

To examine whether there is significant relationship between Normative
Commitment and Organizational Citizenship Behaviour in Malaysian
Banking Industry.

To examine whether there is significant relationship between the three
independent variables (affective commitment, continuance commitment
and normative commitment) and Organizational Citizenship Behaviour

in Malaysian Banking Industry.
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1.4 Research Questions

1. What is the relationship between Affective Commitment and

Organizational Citizenship Behaviour in Malaysian Banking Industry?

2. What is the relationship between Continuance Commitment and
Organizational Citizenship Behaviour in Malaysian Banking Industry?

3. What is the relationship between Normative Commitment and

Organizational Citizenship Behaviour in Malaysian Banking Industry?

4. What is the relationship between the three independent variables
(affective commitment, continuance commitment and normative
commitment) and Organizational Citizenship Behaviour in Malaysian

Banking Industry?
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1.5 Hypothesis of Study

Hi: There is significant relationship between affective commitment and
organizational citizenship behaviour in Malaysian banking industry.

H2: There is significant relationship between continuance commitment and
organizational citizenship behaviour in Malaysian banking industry.

Hz: There is significant relationship between normative commitment and
organizational citizenship behaviour in Malaysian banking industry.

Has: The three independent variables (affective commitment, continuance
commitment and normative commitment) are significant explain the

variance in organizational citizenship behaviour.

1.6 Significance of Study

The purpose of conducting our research is to identify the relationship between the
organizational commitment (OC) and organizational citizenship behaviour (OCB)
in Malaysian banking industry. Consequently, this study focuses on examining the
data from the Malaysian banking field. We believe that OC has significant effect on
the employees’ practices on OCB. Even though, the research on the relationship
between OC and OCB has been studied by many researchers in different countries
such as Vietnam, Indonesia and Pakistan (Saraih, Ain Zuraini, Sakdan, & Razli,
2016), however, the research in Malaysian banking industry to date is limited.
Through our research, our goal is to provide better realization to the members of the
banking industry in Malaysia about the practices of OCB and the impact of OC on
OCB in the organization. Moreover, OC is often studied as dependent variable (DV)
which is affected by other variables. Nonetheless, OC in our research is studied as
the independent variable (1) and determine how three dimensions of the OC which

are: Affective commitment (AC), Continuance Commitment (CC) and
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Normative Commitment (NC) can bring effect towards OCB. Besides, we aim to
identify which dimension of OC are significant to the practice of OCB.

Our research area is emphasized on Malaysia’s financial sector which is the banking
industry. Banking service is one of the businesses that have major market shares
among the other commercial activities in providing different types of services to
customers with diverse background (Agti, 2015). It plays a significant role to
stabilize the financial system and the economy of a country. Thus, OCB affects the
quality of our country banking sector because they are the one who runs the daily
operation of banking service, they need to be well-prepared to contribute to the
economy. When the employees in the banking sector voluntarily practice OCB, it
helps to improve the performance of the financial institution. In order for them to
do so, it mainly depends on the level of dedication they have towards the
organization. The employee is the most powerful asset for every organization. The
employees who believe in their company means that they have faith in the
organization. They trust that the future employer will not disappoint them and will

compensate them in some other way.

At the end of the research, it provides deeper insight to the employer of the banking
sector and new idea to the members of the banking sector on which dimension of
OC is most critical towards the practice on OCB in Malaysian banking industry.
Besides that, our research can use as a source of literature review for the future
research and at the moment provide more understanding on OC and OCB in
Malaysian banking industry to the researcher to study further on it.
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1.7 Chapter Layout

In this study, a total of 5 segments are enveloped which begins from Introduction,
Evaluation of Literature, Research Methodology, Research Outcome and Closure
of the study on the association between organizational commitment and
organizational citizenship behaviour among banking industry in Malaysia. Synopsis

in each chapter is listed as below: -

Chapter 1: Introduction

The first segment covers a general review of the whole study. The research
background is presented with details on the research problems and the objectives
for the particular background. It leads to the development of research questions that
will be resolved during research project and a series of hypothesis to be empirically

tested in this research. The contribution and purpose of this study are underlined.

Chapter 2: Literature Review

Second segment will explain extensively about the dependent and independent
variables related to this research. Journals and other secondary sources done by past
researchers are studied throughout the entire research project. The researchers’
findings results will be adopted and compared in this chapter. Theoretical
framework studied by previous researchers will be analysed to formulate the
proposed theoretical framework with the illustration of this research finding and

postulate the association between the independent variables and dependent variable.

Chapter 3: Research Methodology

Third segment shall exhibit the process of data collection. In research methodology,
it will provide thorough explanation of the design of the study, data gathering
technique, sampling design, research measuring tools, establishment of
measurement, data development and data analysis. Research measuring tools define

and categorize the measurement scale.

Chapter 4: Research Results

Page 13 of 114



Organizational Commitment and Organizational Citizenship Behaviour

The fourth segment delivers and interprets the final result and finding according to
the generated hypotheses and research questions. The discussion covers the
application of inferential analysis descriptive analysis and scale measurement,
followed by interpretation of target respondent qualitative data, reliability analysis

and conclusion are made based on the information retrieved from primary data.

Chapter 5: Discussion and Conclusion

Fifth segment discuss on this study’s major findings which comprises of the
synopsis of statistical analysis, inferences in the study, the limitation found in the
research project and recommendation for subsequent research. This research

closure is drawn before closing this chapter.

1.8 Conclusion

This chapter gives a brief understanding on the way how we conduct the research.
The introduction of the research and research background has been clearly
explained. Problem statement was discussed about how OC can affect the practice
of OCB. Moreover, the general objective and specific objective has been showed as
well as the research question is developed. Hypothesis of the research was also
generated. Lastly, the significant of study indicate the contribution of the research
towards society. In the next chapter, we will discuss the literature review by
identified the secondary data from journals and articles that done by other

researchers.
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CHAPTER 2: LITERATURE REVIEW

2.0 Introduction

We pay more attention to the literature review in this chapter, thus this require us to
read, analyze and summarize the academic material on our chosen topic. The
highlight of this chapter is to investigate the reason of the past researchers on
selecting the main theories and the variables that used by past researchers.
According to Maier (2013), a good literature review is needed to distinguish the
main problem for chosen topic. After that, it requires comparison between these
categories that are chosen after reviewing different papers. Finally, identification of
the research gap which connected to the research objective through reviewing
papers. Our key focus is tomeasure the relationship between organizational
commitment (OC) and organizational citizenship behaviour (OCB) in Malaysian
banking industry. For our study, we work out the theoretical framework by
distinguish the related range. At last, hypothesis formulation is implementedto
successfully identify the relationship between the major variables before advancing
into Chapter 3.

2.1 Review of Literature

2.1.1 Preceding Theory: Social Exchange Theory

In the study of Azim (2016), he had highlighted the application Social Exchange
Theory (SET) (Blau, 1964). SET offered a reciprocal behaviour of individuals when
they support the organization that they work in. The treatment received by
individuals influenced the employee engagement and organizational citizenship

behaviour (OCB). Social exchange theory can be used to explain when the
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employees use social exchange theory approach. If employees perceived themselves
highly in their commitment towards the organization, they probably will stay in
current organization (Cho & Johanson, 2008). This theory has one of the best frames
to explain OCB among employees (Organ, 1990). The basic concept of social
exchange theory is compensation. When employer provides benefit to employees,
employees tend to feel that they should compensate the organization as return.
Thompson (2003) stated that in social exchanges model, the employee performed
their best in relations for the rewards. Perceived organizational support will also
increase the organizational identity by building the feelings of employees towards
the organization. Therefore, the perception of leaving the organization depends on
the employee’s behaviour towards their organizations and their commitment to
organizations (Konovsky & Pugh, 1994). Azim (2016) research outcome found that
organizational commitment (OC) and organizational citizenship behaviour (OCB) is
significant.

2.1.2 Independent Variables: Organizational Commitment

Porter, Steers, Mowday and Boulian (1974) referred organizational commitment
(OC) to the dedication of employees feel towards the organization. It can be related
to the effort they put into their organization. Organizational commitment is also one
of the strengths of an individual on the level of their involvement in, attachment to
and identification with their organization (Aldag & Reschke, 1997). OC had a
linkage with how powerful an individual is going to recognize, engage and commit

towards an organization.

This development of research gave different views to organizational commitment
(OC). Therefore, Allen and Meyer (1990) had constructed organizational
commitment with three dimensions, which included (1) Affective commitment, as
an emotion to organizations, employees may need to identify themselves and enjoy
their membership in organization; (2) Continuance commitment, related to the cost
incurred when quit the organization; and (3) Normative commitment, which is the

sense of responsibility to stay in organization.
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Allen and Meyer (1990) had stated that when the employees are organizationally
committed, they showed higher level of happiness and fit into the place they work.
In addition, the rate of turnover and absenteeism express the low interest towards
the organization of an employee distinctively. Affective, continuance and normative
commitment occurred simultaneously, even though they are being individually
constructed (Allen & Meyer, 1990; Meyer & Allen, 1991). However, effects of each

component on organizational citizenship behaviour (OCB) may differ.

According to Bakan, Blytikbese and Ersahan (2011), the success of organization
not only solely depend on utilization of human competencies, but also way to raise

commitment towards organization.

2.1.2.1 Affective Commitment

The concept of affective commitment had been mentioned in the conceptualizations
of commitment during the earlier stage. As such, Kanter (1968) identified ‘cohesion
commitment’ as emotional attachment to the group and individual's affectivity;
emotional gratification arouses from involvement in and from identification with all
the members of a cohesive group. In studies of Buchanan (1974), commitment is
seen as one-sided, where an individual’s role is having an affective attachment of the
organization’s goals and values. Later, Mowday, Steers and Porter (1979)
introduced commitment as “the relative strength of an individual’s identification

with and involvement in a particular organization”.

As stated in study of Allen and Meyer (1990), affective commitment reflected the
affective or emotionally attach to the organization, in which individual identifies,
involves and enjoys the membership in the organization. Employees who possessed
such characteristic stay in current company solely because they want to do so. They
often link themselves to the vision and mission of the organization and provide
support in attaining these goals (Allen & Meyer, 1990). Employees who expressed
a high level of confidence in their daily tasks often have a higher affective

commitment (Mathieu & Zajac, 1990). A similar result also found in Meyer and
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Allen’s studies (1990), shown that employees tend to express affective commitment
towards the organization when they are comfortable and competent in their job roles.

In addition, studies from Jaros, Jermier, Koehler and Sincich (1993) indicated
affective commitment is often associated with favourable workplace behaviours,
included organizational citizenship behaviour, low absenteeism rate, higher job
satisfaction, enhanced efficiency, and individual stability. Similarly, there are range
of positive results in regard to turnover, organizational behaviour and job
performance that linked to employees with affective commitment (Meyer &
Herscovitch, 2001).

2.1.2.2 Continuance Commitment

Continuance commitment referred to the attachment of an individual towards the
organization due to the costs of leaving the organization is too high. Persons in the
continuance model expand energy on behalf of their organizations because they feel
to have the responsibility towards the organization too. An individual with higher
continuance commitment will stay as one of the members in organization due to
their needs (Allen & Meyer, 1990). Continuance commitment is a type of
commitment that is created by an individual in the event of overwhelming cost of

leaving the organization (Meyer & Herscovitch, 2001).

Dixit and Bhatti (2012) stated that when the employees enter the organization, they
are bounded by the organization or committed to stay in the organization.
Employees decided to leave the organization due to a lack of awareness of the high
leaving cost. When an employee is tied to the organization, he or she is obligated to
continue his or her employment. The individual who is engaged in the organization
which will appear as the person in supporting his or her organization. Therefore, the
employee put in extra efforts into his or her organization. In consequence, it shows

positive relationship between the employees and organization exist.

Continuance commitment showed the commitment according to economic and
social costs if the employees leave their company. Meyer, Stanley, Herscovitch and

Topolnytsky (2002), had stated that this model of continuance commitment aids the
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researchers to predict the importance of employees’ outcomes. These outcomes
include organizational citizenship behaviour (OCB). In the continuance
commitment concept, for the employees who stay at a company for a period of time,
their contribution is too costly to lose. Investments are the antecedents of
continuance commitment (Meyer & Allen, 1990). These investments were the
losses caused by the employees in leaving the organization. The probability of
leaving an organization is low when the employees realize that the perceived cost

of leaving is high.

According to Romzek (1990), employees evaluated their investments based on how
much they have contributed towards their organization and the returns they gain
back from the organization. They also considered on what benefit is lost if they leave
the firm. An employee stays committed to the organization only when they feel that
they do not have the capabilities to compete for a job in other fields. Therefore, this
led to the increment of continuance commitment due to the limited alternatives.
Meyer and Allen (1990) found out that there is a negative relationship between
continuance commitment and the opportunity to be employed in another firm. This
means that they have high organizational citizenship behaviour toward that
particular organization. In the others word, for the employees who feel they have

other alternatives for employment, they show a low continuance commitment.

2.1.2.3 Normative Commitment

According to Jaros (2007), normative commitment showed the commitment based
on duty towards an organization. For the employees operate from a normative
commitment model, they expand energy on behalf of the organization because they
believe they are obligated. Normative commitment can be positively reflected in
work performance. Therefore, when the normative commitment is high, the

company show better performance.

Meyer and Allen (1990) differentiated normative commitment by demonstrating the
perceived obligation of employees towards their organization. An employee with

high normative commitment, he or she choose to stay at the firm. O’Reillyand
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Chatman (1986) found that when the employees accept the company’s values, they
tend to show a higher degree of organizational commitment. The normative

commitment only exists if the employee feel like the firm is investing on them.

According to Romzek (1989), when the employeesaware that the organization had
spent time and money in training and developing them, they have a responsibility
to continue providing their services to the company. Jaros et al. (1993) had
differentiated normative commitment by saying that it would be similar to moral
commitment. This can be proven that if the organization put effort into developing
the employees, the employees have the sense of responsibilities towards the
organization. Becker and Gerhart (1996) postulated that normative commitment not
only depend on the investments that the employees have put into the organization

in the form of time and effort. So, it may differ from continuance commitment.

2.1.3 Dependent Variables: Organizational Citizenship Behaviour
(OCB)

Organizational citizenship behaviour (OCB) was first traced in the study of Barnard
(1938) which stated that the three elements included willingness to cooperate,
communication and common purpose were identified in order to establish an
effective and efficient organization. These elements were found to be interrelated
with each other in which result to individual willingness to contribute themselves in
accomplishing organization’s goals along with effective communication (Barnard,
1938). The voluntary contribution efforts of an individual from Barnard’s study have
contributed the fundamental concept in the explanation of OCB whenit discusses an
individual’s willingness to perform beyond job and role prescriptions towards the

organization.

Besides Barnard’s study, concept of organizational citizenship behaviour (OCB)
has also rooted conceptually in the study of Katz and Kahn (1966). They proposed
three fundamental types of behaviour which were crucial to achieve high levels of

organizational effectiveness; one of them included the innovative and spontaneous
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activity that exceeded the requirements of role in an organization. As such, these
behaviours were considered as extra-role behaviour that shown a connection to the
concept of OCB. The studies of Barnard, Katz and Kahn provided the foundation
of OCB concept from Smith, Organ and Near (1983).

Smith et al. (1983) defined organizational citizenship behaviour (OCB) as
“individual behaviour that is discretionary, not directly or explicitly recognized by
the formal reward system, and that in the aggregate promoted the effective
functioning of the organization”. Soon after, this study received some criticisms as
the definition was ambiguous and further explanation was requested to clarify it.
Organ (1997) further elaborated and redefined these three ““soft spots’ which consist
of discretionary behaviours, reward system and effective operation in the
organization from the previous definition. In terms of discretionary behaviours, it
described the behaviours that were not stated in the employment contract and not
an enforceable requirement in the formal job descriptions. Such behaviours were
the individual’s choice of action; no punishments shall be given in the event of
omission. Meanwhile, reward system only available for formal contribution as listed
under job description, yet Organ (1997) stated that OCB might have the chance of
getting indirect reward in the future as OCB could improve impression of an
individual and it could lead to future promotion or salary increments. Lastly, Organ
(1997) clarified that not every single OCB contributed a significant outcome to the
organization. Nevertheless, such collective behaviour done in groups were believed

to be effective towards the organization in long term basis (Organ, 1997).

Subsequently, definition of discretionary behaviour and non-contractual reward
requirements have been receiving many criticisms regarding the measurement and
construct of organizational citizenship behaviour (OCB). Report from Morrison
(1994) stated that 18 out of 20 items of OCB were described as in-role behaviours
by majority of respondents. According to Morrison (1994), OCB itself was found
to be ill-defined as individuals perceive the breadth of the job differently. Problem
occurred on the definition of OCB in terms of extra role and beyond job description
as it led to confusion on the concepts of role and job. Katz and Kahn (1966) stated
that roles can be defined as role sender’s expectation towards an individual where

the degree of expectation may go beyond the formal job prescriptions which
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resulted to sloppiness since expectations of an individual varied from one another.

In fact, the job requirements were changing rapidly as what roles did.

Another issue raised when there were criticisms on the reward system. Even though
the employees have well performed according to formal job requirements, it did not
provide contractual guarantee to get rewards as well. In this case, it opposed with
the definition of OCB in previous Organ’s study. Soon, OCB is redefined by Organ
(1997) based on definition of contextual performance introduced by Borman and
Motowidlo (1993) as “performance that supported the social and psychological
environment in which task performance takes place” and it was known as the latest
definition of OCB. In terms of dimension, Organ (1988) had proposed the five
dimensions of OCB and it is widely accepted by many researchers in their studies
(Podsakoff & MacKenzie, 1994, 1997; Podsakoff, MacKenzie, Paine & Bachrach,
2000).

2.1.3.1 Dimension of Organizational Citizenship Behaviour

2.1.3.2 Altruism

Over the decades, organizational citizenship behaviour (OCB) dimensions have
been defined and reviewed in many ways from different researches done by
researchers. In the early stage, Smith et al. (1983), developed two dimensions of
OCB which were altruism and generalized compliance to measure the citizenship
behaviour. Altruism identified as a specific person is being helped in face-to-face
situations by another individual directly and intentionally. Organ (1988) then
defined altruism as a voluntary behaviour that assist an individual with work-related

problem.

However, Podsakoff, MacKenzie, Panie and Bachrach (2000) used “helping
behaviour” instead of altruism in organizational citizenship behaviour (OCB).
“Altruism” replaced by “helping behaviour” mainly due to “altruism” seen as an
implicit behaviour with motive behind (Organ, Podsakoff & MacKenzie, 2006).
Podsakoff et al. (2000) stated helping behaviour as “act of voluntarily helping others
with or preventing the occurrence of work-related problems”. The definition of
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helping behaviour was derived from different studies, included Organ’s (1988, 1990)
courtesy, altruism, cheerleading, and peacekeeping dimensions; interpersonal
helping in Graham’s study (1989); Williams and Anderson’s (1991) OCB-I; and
Van Scotter and Motowidlo’s (1996) interpersonal facilitation (Podsakoff et al.,
2000). Therefore, dimensions of OCB from Organ (1988) is more widely accepted
by researchers (Dash & Pradhan, 2014).

2.1.3.3 Courtesy

Courtesy defined as an individual’s behaviour that help others to prevent work-
related conflict from occurring (Organ, 1988). Courtesy included proactive gestures
that deter problems and facilitate constructive use of time by taking the necessary
and timely steps (Organ, 1988). For instance, informing individual who is involved
on the work schedule in advance, enquiring colleagues before performing any
actions that might affect them (Organ, 1990). Employees that practiced courtesy
prevent managers from managing crisis in the workplace by contributing effort to

avoid creating troubles to co-workers (Podsakoff & MacKenzie, 1997).

In another meaning, when employees are demotivated about their career
development, individual with courtesy would give encouragement to keep them
motivated. Courtesy helped to establish a positive working climate where
employees seldom complain about the inconveniencies faced by them and reduced
work-related conflicts among employees (Dash & Pradhan, 2014). Research had
shown that reduction of intergroup conflict occurs when employees practiced
courtesy and in the same time, the duration spent on conflict management activities
will be reduced (Podsakoff et al., 2000). In short, the main idea of courtesy avoids

actions that unnecessarily put colleagues in trouble.
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2.1.3.4 Conscientiousness

Before conscientiousness was introduced, general compliance was identified as “a
more impersonal form of conscientiousness that did not provide immediate aid to
any one specific person, but rather is indirectly helpful to others involved in the
system” (Smith et al., 1983). Soon after, general compliance was replaced by

conscientiousness.

Conscientiousness used to describe a person who is hardworking, responsible and
well-organized. According to Organ (1998), he explained the meaning of
conscientiousness as a commitment towards the job and they are willing to work
which were out of their job requirements, such as follow the organization rules and
regulation, never wasting working time, volunteer to carry out jobs besides their
duties and work overtime. Some research also named it as an individual initiative
(Podsakoff, et al., 2000). This form of organizational citizenship behaviour (OCB)
included voluntary acts in performing the job in order to improve the company
performance, giving more effort and enthusiasm to complete a job, motivate co-
worker to do the same things. All of these actions have the similar concept showing
that the employee is going well beyond their role and task requirement to serve the
best interest of the company. Furthermore, a study by McCrae and Costa (1987) had
shown that conscientiousness is associated with organizational politics among the

employees.

2.1.3.5 Sportsmanship

Based on the definition of Organ (1988), sportsmanship is a form of behaviour to
tolerate those unfavourable conditions happened inside the company without
complaining. This type of people does not complain about anything when they are
ordered by others. They always have a positive attitude even the outcome did not
match with their expectation. Also, they were willing to sacrifice themselves just
only for the best interest of others (Podsakoff et al., 2000). Besides, sportsmanship
absolutely related to the performance of a work team. The more employees behave
in a “good sports”, the less time and effort manager spent in getting his subordinate

cooperation. Hence, sportsmanship had enabled a manager to contribute more effort
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and time to perform their own activities: strategic planning, organizational analysis
and to settle daily operation problems (Podsakoff, Ahearne & Mackenzie, 1997).
Moreover, sportsmanship is essential to bring a positive effect on group
cohesiveness and increase the attractiveness of the environment in the workplace. It
became one of the factors to retain and hire talented and productive personnel. In
addition, Podsakoff and MacKenzie (1997) also stated that having a good
sportsmanship able to boost the morale of the employee in an organization at the

same time reducing the employee turnover rate.

2.1.3.6 Civic Virtue

The last dimension of organizational citizenship behaviour (OCB), civic virtue
represented the highest-level interest towards the organization as a whole. This
referred to the willingness of employee to participate in the organization activities
to look after the interest of their organization. These activities included attend the
meeting actively, contribute their own idea, involve in policy debates which were
not compulsory to perform by the individual (Podsakoff et al., 2000). As stated by
Podsakoff et al. (1997), civic virtue in the form of attending in those meetings
enhanced the work team performance because meetings were the method that the
company can coordinate the tasks between group members and across the group.
Civic virtue is an attitude where the employee gives full attention towards the
lifespan of their organization (Agti, 2015). Some researcher revealed that civic
virtue aid to reduce the frequency of customer complaints and strengthen the
performance of the organization (Walz & Niehoff, 1996). This dimension of OCB
is obtained from Graham’s research. He mentioned that employees of the
organization should have the accountability or responsibility to be a good citizen of
the company. In summary, this OCB dimension has been introduced as a civic virtue
by Organ (1998), safeguard the organization by George and Brief (1992) and
organizational participation by Graham (1989).
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2.2 Review of Relevant Conceptual Models

2.2.1 Conceptual Model 1

Organizational
Citizanship Behavior
(Individual) (OCBI)

Organizational
Citizanship Behavior

Employee Organizational /_/ (Organizational) (OCBO)
Perceived > Commitment
CSR (OC)
\ Job Engagement
JE)
T Social Identification Theory T

Organizational
Engagement (OE)

T Social Exchange Theory "‘

Figure 2.1. Conceptual Model of Azim, M. T. (2016). Adopted from Azim, M. T.
(2016). Corporate social responsibility and employee behaviour: mediating role of
organizational commitment. Review of Business Management, 18(60), 207-225.

The conceptual framework showcased in the study of Azim (2016) highlighted the
application of two theories, Social Identity Theory (SIT) (Tajfel & Turner, 1979)
and Social Exchange Theory (SET) (Blau, 1964) to examine the influence of
corporate social responsibility (CSR) towards employee’s organizational
commitment (OC), individual citizenship behaviour (OCBI), organizational
citizenship behaviour (OCBO), job engagement (JE) and organizational
engagement (OE) in Saudi banking industry. In the research study, OC acts as the
mediating variable between employee perceived CSR and JE, OCBI, OCBO and
OE.

The research intention is to investigate corporate social responsibility (CSR)
performed by Saudi’s banks to provide sense of purpose in employee’s job and not
because employees perform their work to receive monetary compensation from
their work. Social Identity Theory (SIT) explained that the psychological procedure

categorization is identified when individuals labelled themselves into different
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social reference groups to boost their self-esteem in the organization. The higher
the sense of self-esteem in employees, the better their social reference group
identities differentiate them from the others. Hence, SIT is a good theoretical
framework to illustrate the implication of perceived CSR on employee’s positive
attitude.

Both Social Exchange Theory (SET) and Social Identity Theory (SIT) laid the
fundamental framework of Azim (2016) research. The research outcome stated that
a positive relationship was found between organizational commitment (OC) and
organizational citizenship behaviour (OCBO). Employees are motivated and
committed in the organization that is perceived to perform corporate social

responsibility (CSR) as part of its activity.

2.2.2 Conceptual Model 2

Organizational
Commitment

Job Satisfaction 1 OCB

Figure 2.2. Conceptual Model of Prasetio, Yuniarsin & Ahman (2017). Adapted
from Prasetio, A. P., Yuniarsih, T., & Ahman, E. (2017). Job satisfaction,
organizational commitment, and oorganizational citizenship behaviour in state-
owned banking. Universal Journal of Management, 5(1),32-38. doi:
10.13189/ujm.2017.050104

The conceptual framework displayed about the study of Prasetio, Yuniarsih and
Ahman (2017) emphasized on the impact of job satisfaction, organizational

commitment and the organizational citizenship behaviour (OCB) within the
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banking industry. The main aim of this research is to find out the relationship
between organizational commitment and job satisfaction. Besides that, this study
also emphasized on expanding the analysis of organizational citizenship behaviour

in Indonesia.

Based on Prasetio et al. (2017) job satisfaction has favorable impact on
organizational citizenship behaviour. Job satisfaction portrays the employee’s
feeling whether positive or negative towards their career. When employees satisfy
and have a positive feeling with their current job, it showed high organizational
citizenship behaviour of employees towards the organization. Hence, employees
willing to contribute extra effort and time to organization which leads to better

performance.

This study showed that a rise in organizational commitment will resulted a rise in
organizational citizenship behaviour. Apart from this, the study also explained the
impact of job satisfaction on organizational commitment. When employees have
positive feeling in the organization, this feeling will influence employees in
increasing organization commitment. In short, through mediation of organizational
commitment, job satisfaction directly or indirectly will have an effect on

organizational citizenship behaviour.
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2.2.3 Conceptual Model 3

Organizational
Commitment

OCB

Workplace
Empowerment

Figure 2.3. Conceptual Model of Chib (2016). Adapted from Chib, S. (2016). Study
on organizational commitment and workplace empowerment as predictors of
organization citizenship behaviour. Scholedge International Journal of
Management &  Development  (2394-3378),  3(3), 63-73. doi:
10.19085/journal.sijmd030301

The conceptual framework emerged that organizational commitment and workplace
empowerment act as determinants of organizational citizenship behaviour (OCB).
The OCB has five dimensions that help in measuring the relationship between
organizational commitment and workplace empowerment which are altruism,
kindness, sportsmanship, conscientious and civil virtuous. The target for the
research is to seek for the relation of organizational commitment, workplace

empowerment, and organizational citizenship behaviour.

Based on Chib (2016) the objective of this study is to find the thesis to examine the
influence of organizational commitment and workplace empowerment towards
organizational citizenship behaviour (OCB). Organizational commitment (OC)
indicated the decision on the employees to continue stay in the organization refers
to the deep emotion of employees towards the organization. Under OC, there are
three elements in examining the relation of OC and OCB which are affective
commitment, continuance commitment, and normative commitment. Affective

commitment refers to the mind of employees on deciding they want to continue
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their job or leave the organization. For continuance commitment, it based on the
level of individual dedication to organization and this commitment can classify as
“sunk cost”. The feeling of responsibility of employees towards organization is the
commitment that knew as normative commitment. When favorable relationship
exists on employees and organization, the performance and loyalty of employee
will raise which resulted in the increasing of OCB of employees. Workplace
empowerment referred to the process of employees to make decision by their own.
This action allows employees study capability and intellectual through the process.
In addition, this will increase the motivation of employees towards their job. As a
result, it will directly or indirectly affect OCB.

In conclusion, positive relationship has been showed between organizational
commitment and organizational citizenship behaviour (OCB). When employees
willing to contribute their time and energy to help organization attain goal, the
additional effort has reflected on OCB. Apart from this, the relationship between
workplace empowerment and OCB has been proved as significant. Hence, this
showed that the workplace empowerment has positively influence on OCB in

raising up the performance and effectiveness of organization (Chib, 2016).
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2.3 Proposed Theoretical Framework

Independent Variables (1V) Dependent Variable (DV)

Affective Commitment

Organizational
Citizenship Behaviour

Continuance Commitment (OCB)

Normative Commitment

Figure 2.4. Proposed Theoretical Framework.

The research study drawn in Figure 2.4 has clearly depicts the relationship between
the three variables in organizational commitment (OC) - affective commitment
(AC), continuance commitment (CC) and normative commitment (NC) affecting
organizational citizenship behaviour (OCB). This theoretical framework has been
proposed as an outcome from previous studies as illustrated in Figure 2.4. Thus, the
proposed framework would be proven valid and reliable. The association between
the OC and OCB among Malaysian banking industry has been formulated in the
form of hypotheses in this research to determine the outcome of the research study
either the relationship is significant or insignificant.
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2.4 Hypothesis Development

2.4.1 Affective Commitment and Organizational Citizenship

Behaviour

Affective commitment is a very important factor to organization in improving the
organizational citizenship behaviour (OCB) of employees. According to Benjamin
(2012), affective commitment (AC) is the most favourable factor to improve the
effectiveness of organization. It helps in assisting the equilibrium of the
organization workplace and the quality of products. Employees that possess high
affective commitment have these three elements which include, hope to stay in the
organization, have a clear view on objectives and ethics norm of organization as
well as willing to work hard to attain the objective of organization. These factors
affect the performance of employee that increase organization’s efficiency and its
composition, organizational citizenship behaviour (Danish, Humayon, Shahid &
Nawaz, 2015). As a consequence, the following hypothesis is conceptualized:

Hi: There is significant relationship between affective commitment and
organizational citizenship behaviour in Malaysian banking industry.

2.4.2Continuance Commitment and Organizational Citizenship

Behaviour

Continuance commitment (CC) is referred to the intention of an employee to stay
loyal to their organization of the reason for high cost that needed to bear after
resigning or because of the benefits that provided by organization had retain the
employees. The costs could be in terms of salary, benefits, retirement pay, and many
more. In addition, the rational for employee wants to retain in organization could be
personal factors that cannot be transferable such as the relationship between
colleague, the job ability, and the time that invest in the career (Bakan, Buyukbese,
Ersahan & Kefe, 2013). Hence, the benefits provided by organization is important
factor on determining the organizational citizenship behaviour (OCB) of employees.

Page 32 of 114



Organizational Commitment and Organizational Citizenship Behaviour

Besides that, organization needs to create a friendly working environment which
can increase the commitment of employee. As a result, the following conjecture is

conceptualized:

H2: There is significant relationship between continuance commitment and
organizational citizenship behaviour in Malaysian banking industry.

2.4.3Normative Commitment and Organizational Citizenship

Behaviour

Normative commitment (NC) refers to the level of responsibility of an employee.
When employee feels that he or she has the duty to behave in a certain manner, they
will remain in the organization and perform according to expectation. As such,
organization should be concern more towards their employees in order to let
employees know that it is the choice for them to stay in this organization
(Khoshnammoghadam, 2017). During the time employee decides on want to stay in
organization, it will create a strong bond between employee and organization.
Moreover, it will increase the performance and the effectiveness of organization. In

conclusion, a hypothesis is conceptualized as following:

Ha: There is significant relationship between normative commitment and
organizational citizenship behaviour in Malaysian banking industry.

2.4.40rganizational Commitment and Organizational Citizenship

Behaviour

Under organizational commitment (OC) has three dimensions which are “affective
commitment, continuance commitment and normative commitment”.
Organizational commitment has significant positive correlation on the
organizational citizenship behavior (OCB). This means that when there is an
increment in organizational commitment, there is also an increase in organizational
citizenship behaviour. The key factor for organization to succeed depends on how

organization motivate the commitment of employees. The strong relationship
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between organization and employees is able encourage organizational citizenship
behaviour (Ibrahim & Aslinda, 2013). Based on Chib (2016), OC is the energy and
time that provided by employee in order to attain the objective of the organization.
The voluntary action of employee that contribute his or her time to organization can
become organizational citizenship behaviour which is beneficial to organization.

Lastly, the following hypothesis is conceptualized:

Ha: The three independent variables (affective commitment, continuance
commitment and normative commitment) are significant explain the

variance in organizational citizenship behaviour.

2.5 Conclusion

This chapter offered a comprehensive guideline on narrative insight of this research
study. This chapter has drawn out the relationship between three variables of
organizational commitment (OC) and organizational citizenship behaviour (OCB).
Furthermore, relevant theoretical frameworks developed by former researchers are
explored and justified to develop the proposed theoretical framework for further
discussion in this research study. The following chapter will cover research

methodology to validate the three variables proposed in this chapter.
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CHAPTER 3: RESEARCH METHODOLOGY

3.0 Introduction

In order to complete our study, collecting the data and information to develop
methodologies to improve the study are important for the researcher. Research
methodology is a systematic way in the process of data collection and analysis to
obtained information. Points discussed in this chapter included research design, data
collection approaches, sampling design, research instrument, constructs
measurement, data processing and methods of data analysis.

3.1 Research Design

Zikmund, Babin, Griffin and Carr (2010) defined research design as a technique
which used to point out the ways and methods of gathering the required data. For
this study, we are adopting descriptive research methodology in order to describe
how organizational commitment (OC) affect organizational citizenship behaviour
(OCB) as formulated in the research questionnaire. The descriptive research
describes the attributes of people, objects or environments. The questions prepared
in the questionnaire serve to validate the relationship between the OC and OCB in
banking industry in Malaysia enabling test on the hypothesis formulated in the
literature review. The survey instrument used in this research will be in
questionnaire forms. A set of self-administered questionnaire will be disseminated
to the employees that working in banking industry. Furthermore, quantitative
approach is being used in this research. The quantitative research method is the
process of compiling data by using data collection and analysis technique that uses
and generates mathematical data. Throughout this research, data is being collected

through survey questionnaire and analyze the data obtained through Statistical
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Analysis System (SAS). Based on the result analyzed by SAS software, a
conclusion can be drawn on our research topic on the relationship between OC and

OCB in the banking industry in Malaysia.

3.2 Data Collection

In this study, we are going to examine the relationship between organizational
commitment (OC) (affective commitment, continuance commitment, and
normative commitment) and organizational citizenship behaviour (OCB) in the
banking industry in Malaysia through survey questionnaire distribution. The

targeted respondents are banks’ employees.

Primary data is data that being obtained from the original research study and the
source and has not been published before. This information is collected directly
from the first-hand sources like surveys, observation or experimentation. It is
gathered by the investigator when research is being conducted. In primary data
collection, there are many methods of collecting primary data such as interviews,
experiment, observation and so on, hence, the tools to collect data for this study by
using questionnaires. Primary data is collected directly from our targeted
respondents’ group. Distribution of questionnaires were conducted to the targeted
population because the respondents of the research will provide us an accurate data
and answers (Sekaran and Bougie, 2010).

Secondary data is the published data and it is proved by previous researchers. This
secondary data usually is historical and already assembled. For our research, we
source our secondary data from the internet. These secondary data include journal
articles, websites, and others. The benefit of secondary data is cheap and sometimes
free. It also takes less time than conducting primary data collection method
(Zikmund, Zikm, Babin, Carr & Griffin, 2013).
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In this research, we obtained the information on organizational commitment and
organizational citizenship behaviour through UTAR online database (OPAC),
Google Scholar, Emerald Insights, Research Gate and other educational documents.
Online journal articles, websites and books are the secondary sources used in this

research.

3.3 Population, Sample and Sampling Procedures

3.3.1 Target Population

Target population referred to a particular batch of individuals or objects that the
researchers are interested to explore for their research (Sekaran & Bougie, 2016).
Different respondents have different roles in society, therefore, we need to
determine the most suitable target population which provide the useful information
for the study to us. In this research, we had narrow down the bank area by focusing
only the commercial banks in Malaysia excluding the Islamic banks, development
financial institution and investments banks. This is because commercial banks had
larger market share compared to the other types of banks. Thus, our target
population is the commercial banks employees. According to Association of Banks
in Malaysia annual report, at the end of the year 2017, there are 27 members of the
commercial bank and a total of 106,799 number of staffs. As referred to Table 3.1
in Appendix 4.0, the employee in the different commercial bank are selected as the

target population and become the main indicator in this research.

3.3.2 Sampling Frame and Sampling Location

A sampling frame is a list of members of the target population who are qualified to
be involved in a given sample. Sampling frame includes a numerical identifier for
each individual or characteristic of the individuals to help the researchers to perform
a more in-depth analysis. Our questionnaire will be distributed to the commercial

bank employees in selected states which included Kuala Lumpur, Selangor, Johor
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and Perak. The reason we select this location is that the concentration of bank
branches is the top 4 highest among the states in Malaysia as referred to Table 3.1.

Table 3.1
Total bank branches in different states in Malaysia
Total bank
States branches

Selangor 402

Kuala
Lumpur 367
Johor 233
Perak 169

Pulau
Pinang 165
Sarawak 144
Sabah 115
Pahang 99
Kedah 79

Negeri
Sembilan 66
Melaka 51
Terengganu 40
kelantan 38
Labuan 12
Perlis 11

Note. Developed for research.

3.3.3 Sampling Elements

Sampling elements defined as a group of people or a particular element that is used
in the research purpose (Hair & Ortinan, 2006). In the research, elements can
include a person, organization, group, company and so on. Sampling element has
the same definition with units of analysis, and it is the unit from which data is
gathered in the self-assessment review process. The staff who works in the

commercial bank in Malaysia is the sampling elements in our research.
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3.3.4 Sampling Techniques

There are two alternatives of sampling in sampling technique, which consist of
probability sampling as well as non-probability sampling. The non-probability
sampling includes quota sampling, snowball sampling, convenience sampling and
etc. In this research, convenience sampling is adopted because this study is focused
on exploratory. Convenience sampling refers to the technique of assembling data
from the target population who are easily accessible (Sekaran & Bougie, 2010).
Convenience sampling is the best way to be used in this research project because it

allows obtaining information faster and effective.

3.3.5 Sampling Size

Sampling size referred to the number of elements to be involved in a study
(Malhotra, 2007). We have defined the sample size for this research is 119
respondents in a survey for quantitative research and distributed to the respondents
of selected states. However, we had distributed 209 set of questionnaires to manage
the potential respondent rate issue and reduce the rate of uncollectable questionnaire
and we used 169 set of questionnaires to analyze in our study.
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Table 3.2
Sample size table

Sample size

Continuous data Categorical data

(margin of error=.03) (margin of error=.05)
Population | alpha=.10 | alpha=.05 alpha=.01 p=-50 p=.50 p=.50
size 1=1.65 1=1.96 t=2.58 t=1.65 1=1.96 | 1=2.58
100 46 55 68 74 80 87
200 59 75 102 116 132 154
300 65 85 123 143 169 207
400 69 92 137 162 196 250
500 72 96 147 176 218 286
600 b | 100 155 187 235 316
700 75 102 161 196 249 341
800 76 104 166 203 260 363
900 76 105 170 209 270 382
1,000 77 106 173 213 278 399
1.500 79 110 183 230 306 461
2,000 83 112 189 239 323 499
4,000 83 119 198 254 351 570
6,000 83 119 209 259 362 598
8,000 83 119 209 262 367 613
10,000 83 119 209 264 370 623

Note. From Bartlett, J. E., Kotrlik, J. W., & Higgins, C. C. (2001). Organizational
Research: Determining appropriate sample size in survey research. Information

Technology, Learning, and Performance, 19(1), 43-50.
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3.4 Research Instrument

Questionnaires are used as the research instrument in this research because it is
considered as an inexpensive method to acquire data from a large number of
respondents. The questionnaires are administered personally. By doing so, all the
questionnaires distributed able to be collected within a short duration and the
opportunity occurs when the researcher explain the research topic and clear the
doubt of the respondents. The questionnaire includes the question that is related to
the dependent variable (DV), independent variables (IVV) and demographic
information about the respondents. Besides, the type of questionnaires in this study
is fixed alternative questions which help the respondents to choose among several
alternatives and make quick decisions.

3.4.1 Distribution Methods

The method used to distribute the questionnaire is by administering question
personally. We distribute the questionnaire to the staff who work in the commercial
bank. Furthermore, we have asked for the assistance of our lecturer and friends who
are the former employees of the bank to distribute the questionnaire to their friends

that are working in the bank.
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3.4.2 Pilot Study

A pilot test has been carried out by distributing 30 sets of questionnaires. The pilot
test is aimed to evaluate the reliability and consistency of the questionnaires before
distributing to the main respondents. Besides that, it helps to clarify ambiguity of
the questionnaire by obtaining respondents’ feedback so that the question is suitable
to obtain relevant information for the study. The results are more reliable and valid
through this method. The pilot study took two days to distribute to 30 respondents
who are working in the bank and we collect back the completed questionnaire after
two days. After collected all sets of questionnaires, the reliability and validity test
were tested through Statistical Analysis System (SAS) software to alter, manage,
retrieve and analyze the data.

3.5 Constructs Measurement (Scale and Operational

Definitions)

Scale of measurement is important to analyse different types of statistical data. It
classified into four types of scale which consist of “nominal, ordinal, interval and
ratio”. Measurement is interpreted as allocation of numbers to objects, examination
or events based on some set of rules. These numbers sometimes act as an indicator
to determine the examination belongs to which category; at other times it determines
the examination has more of some characteristic than an examination which

distributed a lower number (Schaw, 2006).

There are three different parts in the questionnaire which are Section A, Section B
and Section C. In Section A and Section B, the questionnaire highlights on the
independent variable (V) and dependent variables (DV) for this research which
consist of 48 questions. For Section C, it emphasizes on the personal information

about the respondents which consist of 5 questions.
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3.5.1 Interval Scale

According to Raiphea (2015), interval scale is not only rank ordered for the values,
however it also have equal distance from adjacent attributes. Moreover, zero is

arbitrary in interval scale.

We have use interval scale to form questions between dependent variable (DV)
(organizational citizenship behaviour) and independent variables (IV) (affective
commitment, continuance commitment, and normative commitment). In our
research, we are using five-point Likert scale that includes strongly disagree (SD),
disagree (D), neutral (N), agree (A), strongly agree (SA) in our Section A and
Section B. These five options are classified into 1, 2, 3, 4, and 5 respectively then
we sum up all the amount of the final result. For instance, if the respondent response
5, we classifyl mark; response 4 classified 2 marks; response 3 classified 3 marks;
response 2 classified 4 marks; response 1 classified 5 marks. The following is the

example of the question used in interval scale of our questionnaire.

Example:
NO QUESTIONS SD SA
1. I would be very happy to spend the rest of my | 1 2 3 4 5

career with this organization .

3.5.2 Nominal Scale

Nominal scale also known as categorical scale. Nominal scale is a mode for
allocating the number to event so as to categorize them. Based on the common trait,
it helps to classify objects, individual, and response. Nominal scale does not have

any distance relationship and it is no arithmetic origin (Raiphea, 2015).

In our research in Section C, question 1, 3, and 4 are using nominal scale which do
not have any ranking assigned on it. For question 1, we talk about gender, question
3 is about the qualification of study for respondents and question 4 is talk about the
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job position hold by the respondents. Below is the example of the question about

our questionnaire that used in nominal scale.

Example:
QA 1: Gender
01 Female
02 Male

3.5.3 Ordinal Scale

Ordinal scale consists all of the characteristics of nominal scale, yet it ranks the
group in certain order. It ranks the group in ascending or descending order, and this
considers as the minimum point for ordinal scale. Ordinal scale only measures the
higher or lower value of the question but do not have the absolute values on that.
The statement measures as “greater than” or “less than” and it can be eithermedian

or mode (Raiphea, 2015).

In our research in Section C, question 2, and 5 are using ordinal scale with ranking
assigned. Question 2 is about age, and question 5 is about the years stay in the
organization. The following is the example of the question used in ordinal scale in
our questionnaire.
Example:
QA 2: Age

0; 18 to 24 years old

;> 25 to 31 years old

03 32 to 38 years old

04 39 to 45 years old

05 46 years old above

Page 44 of 114



Organizational Commitment and Organizational Citizenship Behaviour

3.5.4 Origin and Measure of Construct

Table 3.3 illustrates the independent and dependent variables, as well as the sources

derived from.
Table 3.3

Origin source of measurement

happy to spend the rest

Commitment commitment is . .| Meyer, J.
of my career with this
employees feel organization. (1990).
emotionally 2) | enjoy discussing

my organization with
attached to people outside it.

organization and 3) I really feel as if this

feel responsibility | organization's
problems are my own.

o 4) 1 think that I could
organization. easily become as
attached to another
organization as | am to
this one.

5) I do not feel like
‘part of the family' at
my organization.

6) | do not feel
‘emotionally attached'
to this organization.

for the success of

7) This organization
has a great deal of
personal meaning for
me.

8) 1 do not feel a strong
sense of belonging to
my organization.

Independent Operational Constructs Sources
Variables Definition
(i) Affective Affective 1) I would be very| Allen,N.J. &

P.,
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(i) Continuance

Commitment

Continuance
commitment refers
to effort of
employees
contribute to the
organization based
on what they
receive and the
relationship with
the organization.

1) 1 am not afraid of
what might happen if |
quit my job without
having another one
lined up.

2) It would be very
hard for me to leave
my organization right
now, even if | wanted
to.

3) Too much in my life
would be disrupted if |
decided | wanted to
leave my organization
now.

4) It wouldn't be too
costly for me to leave
my organization now.

5) Right now, staying
with my organization
is a matter of necessity
as much as desire.

6) | feel that | have too
few options to consider
leaving this
organization.

7) One of the few
serious consequences
of leaving this
organization would be
the scarcity of
available alternatives.

8) One of the major
reasons | continue to
work for this
organization is that
leaving would require
considerable personal
sacrifice — another
organization may not
match the overall
benefits | have here.

Allen,N. J. &
Meyer, J. P,
(1990).
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(iii) Normative

Commitment

Normative
commitment is the
employees stay
loyal to the
organization when
the standards of
attitude and social
rule match with

their expectation.

1) I think that people

these days move from
company to company
too often.

2) 1do not believe
that a person must
always be loyal to his
or her organization.

3) Jumping from
organization to
organization does not
seem at all unethical to
me.

4) One of the major
reasons | continue to
work for this
organization is that |
believe that loyalty is
important and
therefore feel a sense
of moral obligation to
remain.

5) If I got another
offer for a better job
elsewhere | would not
feel it was right to
leave my organization.

6) | was taught to
believe in the value of
remaining loyal to one
organization.

7) Things were better
in the days when
people stayed with one
organization for most
of their careers.

8) | do not think that
wanting to be a
‘company man' or
‘company woman' is
sensible anymore.

Allen, N. J. &

Meyer,
(1990).

J.

P.,

Dependent
Variable

Operational
Definition

Constructs

Sources
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Organizational
Citizenship

Behaviour

Organizational
citizenship
behaviour is
voluntarily
workplace
behaviour which
employees do job
exceed their basic

job requirements.

1) Coming to work is a
must.

2) Does not take extra
breaks.

3) Obeys company
rules and regulations
even when no one is
watching.

4) 1 am one of the most
responsible employees
in organization.

5) Believes in giving
an honest day’s work
for an honest day’s

pay.

6) Consumes a lot of
time complaining
about unimportant
matters.

7) Always focuses on
what’s wrong, rather
than the positive side.

8) Tends to make noise
over small issues.

9) Always finds fault
with what the
organization is doing.

10) A person who
shouts for his request
will always get what
he wants.

11) Attends meetings
that are not
compulsory but are
considered important.

12) Attends functions
that are not required
but help the company
image.

13) I try my best to
adapt myself to the
changes of my
organization.

Podsakoff, P.
M.,
MacKenzie, S.
B., Moorman,
R. H. & Fetter,
R. (1990).
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14) Reads and keeps
up with organization
announcements,
memos, and so on.

15) Takes steps to try
to prevent problems
with other workers.

16) Is mindful of how
his/her behaviour
affects other people’s
jobs.

17) Does not abuse the
rights of others.

18) Tries to avoid
creating problems for
coworkers.

19) Considers the
impact of his/her
actions on coworkers.

20) Helps others who
have been absent.

21) Helps others who
have heavy workloads.

22) Helps orient new
people even though it
is not required.

23) Willingly helps
others who have work
related problems.

24) Is always ready to
lend a helping hand to
those around him/her.

Personal Profile Constructs Sources
1) Gender Developed for
2) Age this research
3) Quialification of
study

4) Job Position in your
current organization

5) How long have you
stay in your current
organization?
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3.6 Data Processing

Data processing is a procedure for data preparation prior to data analysis. This
process ensures the data are well organized and accurate to be referred. There are
four steps in data processing which are data checking, data editing, data coding and
data transcribing (Sekaran, 2003).

3.6.1 Data Checking

To ensure the data collected are error-free, data checking is an essential step in the
research. It assists the researchers to detect several flaws in the questionnaires such
as incomplete answers, inconsistent answers, and missing information. Sekaran and
Bougie (2009) highlighted that researchers have the responsibilities to ensure all the
questionnaires are valid and completed with full answers. In general, this step

ensures all the questionnaires with errors are being discovered.

3.6.2 Data Editing

Sekaran and Bougie (2009) stated that data editing required the researchers to edit
the inconsistent, unclear and incomplete answers found in questionnaire.
Researchers should rectify and edit data that can be logically corrected in the event
of lack of consistencies (Sekaran, 2003). According to Kothari (1985), data editing
consists of two forms which are field editing and central editing. Field editing is
done by respondents while central editing is done by the researchers after receiving

all the questionnaires from the respondents.
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3.6.3 Data Coding

The following step is to code the responses collected. For an example, when
measuring in section A and B, 5 Likert scale has been used in which number 1 =
strongly disagree, 2 = disagree, 3 = neutral, 4 = agree, and 5 = strongly agree. This
step is to avoid confusion especially when there are many questions and a large

number of questionnaires (Sekaran, 2003).

3.6.4 Data Transcribing

Lastly, the coded data will be transcribed into Statistical Analysis System (SAS) in
the computer before proceeding to analysis of data. This step will be the last step in

data processing and first step in data analysis.

3.7 Data Analysis

In a research study, data analysis is known as a process that outline the gathered
questionnaires data through statistical methods (Zikmund et al., 2013). The
questionnaire data are converted into code and keyed into Statistical Analysis
System (SAS) Enterprise Guide 7.1 computer software program to analyse it after
the data have been retrieved from 30 respondents required for the pilot study.
Statistical approaches in this research ranges from descriptive analysis, reliability
test, Pearson’ Correlation Coefficient and Multiple Linear Regression Analysis are
selected. The computation of the questionnaires’ reliability is highlighted and

explained.
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3.7.1 Descriptive Analysis

Descriptive statistic refers as statistical analysis that outlines or explains the
fundamental features of the collected sample data in a productive and reasonable
way (Vetter, 2017). Descriptive analysis acts as a representative of sample data
collected from questionnaire survey. In this research, descriptive analysis tool
classifies the personal demographic profile data of the targeted respondents in a
graphical format. Descriptive statistic presents qualitative data in the research, the
data comprises of respondent age group, gender, income level and ethnicity. After
obtaining sufficient information from target respondents, demographic profiles are
projected in graphical formats which are bar chart, histogram or pie chart. In
descriptive analysis, measures that are commonly used are central tendency
measurement “Mean, Mode and Median” and measurement of dispersion “Variance,

Standard Deviation and Interquartile Range for group or ungroup data”.

3.7.2 Scale Measurement — Reliability Test (Pilot Study)

Data quality depends on how consistent and valid the research instrument in
conducting survey in the research (Sekaran & Bougie, 2016). It is known as a
measure of internal consistency that ensure the adopted questionnaire is error free.
In accordance to Sekaran and Bougie (2016), the Cronbach Alpha depicts the lowest
acceptable range in reliability should fall between 0.60 to 0.70. In the contrary, the
range that is categorised under good reliability is between 0.70 to 0.80, however,
the excellent reliability is achieved when the range is between 0.80 to 0.90. Table

3.4 depicts the standard of “Cronbach’s Alpha” values.
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Table 3.4

The Rule of Thumb of Cronbach

Coefficient Alpha (c¢) Value Reliability
Below 0.6 Poor reliability
0.60 to 0.70 Fair reliability
0.70 to 0.80 Good reliability
0.80 to 0.95 Excellent reliability

Note. From Sekaran, U., & Bougie, R. (2016). Research methods for business: A

skill for business: A skill building approach (7th ed.). West Sussex, United
Kingdom: John Wiley & Sons Ltd.

Table 3.5

Cronbach’s alpha value for pilot test

Variables Coefficient Range Number Strength of
Alpha (x) Between | of item(s) | Correlation
Value
Affective Commitment 0.7930 0.70-0.80 8 Good
reliability
Continuance Commitment 0.7810 0.70-0.80 8 Good
reliability
Normative Commitment 0.7590 0.70-0.80 8 Good
reliability
Organizational Citizenship 0.8608 0.80-0.95 24 Excellent
Behaviour (OCB) reliability

Note. Data generated by Statistical Analysis System (SAS) Enterprise Guide 7.1
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3.7.3 Inferential Analysis

According to Zikmund et al. (2013), inferential analysis is referred as statistical
procedure used in deducing the population through representative sample
examination. Statistical method facilitates the samples in the research study to
validate the representation of a population. Inferential analysis tool is adopted and
applied to explain the correlation between research variables categorized in the
questionnaire data under Section A and B, where all the research variables are
measured by 5 points Likert Scale. Multiple Linear Regression Analysis and
Pearson’s Correlation Coefficient are selected as the statistical methods to generate

the result of the research hypothesis.

Pearson’s Correlation Coefficient is adopted to verify the formulated hypothesis as

below:

Hi: There is significant relationship between affective commitment and
organizational citizenship behaviour in Malaysian banking industry.

H>: There is significant relationship between continuance commitment and
organizational citizenship behaviour in Malaysian banking industry.

Ha: There is significant relationship between normative commitment and
organizational citizenship behaviour in Malaysian banking industry.

Multiple Regression Analysis is selected to test the significance of the following

hypothesis:

Ha: The three independent variables (affective commitment, continuance
commitment and normative commitment) are significant explain the

variance in organizational citizenship behaviour.
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3.7.3.1 Pearson Correlation Coefficient

In Sekaran and Bougie (2013), Pearson’s Correlation Analysis is known to test
statistical correlation between two variables. Correlation coefficient is an instrument
to verify the relationship between the research variables with respect to strength and
direction among variables. In accordance to Hair, Money, Samouel and Page (2007),
the correlation coefficient value extent from +1 to -1. It represents that there is zero
relationship between two variables when the numeric value of the correlation
coefficient is 0. When the numeric value of correlation coefficient is +1, it represents
the analysis result is perfectly positive correlated. Nonetheless, it represents that the
two variables are perfectly negative correlated when the numeric value of correlation
coefficient is -1. As the value is more than 0, it signifies a positive relationship.
Therefore, there is a linear relationship that explain when one variable rises, it
influences the other variable to rise as well. Table 3.6 has drawn out the

classification of correlation strength based on the correlation coefficient range.

Table 3.6

Person’s rule of thumb

Correlation Coefficient Strengih of Correlation
=0.00to =020 Slight, almost negligible
=021 to =040 Small but definite relationship
=041 to=0.70 hioderate
+=0.71 to = 0.90 High
=091 to=1.00 Very Strong

Note. From Hair, J., Money, A., Samouel, P., & Page, M. (2007). Research Methods

for Business. Chichester, New York: John Wiley & Sons, Inc.

3.7.3.2 Multiple Regression Analysis

Multiple regression analysis as part of the statistical method used to make an

inference on the relationship among variables. The analysis calculates the

Page 55 of 114



Organizational Commitment and Organizational Citizenship Behaviour

regression equation with at least one or more independent variable and one
dependent variable. Multiple r square (R2) is computed to give an explanation of the
implication intensity of every variable has on dependent variable. The expression
of R2is ina form of percentage of deviation in dependent variable which is given an
explanation by the deviation in the independent variables (Sekaran & Bougie,
2013).

The multiple regression can be explained as shown below:

Y=o+ Px1+ px2+ px3

Whereby, Y= dependent variable (Organizational Citizenship Behaviour)
o= fix and constant

p= coefficients of every independent variables

x1= independent variable 1 (Affective Commitment)

x2= independent variable 2 (Continuance Commitment)

x3= independent variable 3 (Normative Commitment)

Figure 3.1. Multiple Regression Analysis Formula

In this research, the multiple regression analysis is adopted to examine the
correlation between independent variables (IV) (Affective Commitment,
Continuance Commitment and Normative Commitment) and dependent variable

(DV) (Organizational Citizenship Behaviour) among Malaysian banking industry.

3.8 Conclusion

In this chapter, we have laid out the research methodology which we distributed out
questionnaire in order to generate data from respondent. A total 30 sets of
questionnaires for pilot study was distributed in order to clarify out ambiguous
question and improve the reliability of the questionnaire. 209 sets of questionnaires
distributed out for full study. Furthermore, Statistical Analysis System (SAS) used

to test on the questionnaire reliability.
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CHAPTER 4: RESEARCH RESUL TS

4.0 Introduction

In this chapter, there is further analysis and explanation for our research. We are
using SAS (Statistical Analysis System) software as an analytical tool to analyze
and interpret the data obtained from 169 questionnaires in our study. Descriptive
analysis will be discussed through respondent demographic profile and some
general information from respondents. Frequency analysis is used during central
tendencies measurement of constructs tables and charts. Then, scale measurement
is carried out to provide the results of reliability analysis. Inferential analysis is
included which as well consists of Pearson’s correlation analysis and multiple linear
regression analysis. At the end of this chapter, a summary will be provided to
conclude this chapter.

4.1 Descriptive Analysis

In this section, frequency analysis has been used to analyze the respondents’
demographic information, including the gender, age, qualification of study, job
position and the number of years staying in the organization. In section B of the
questionnaire that prepared by the researchers have included the demographic
profile which can help to obtain the data. The results of the frequency analysis have

been discussed in the following parts.
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4.1.1 Respondent Demographic Profile

This section explains the demographic data of the respondents such as gender, age,
qualification of study, job position and the number of years staying in the

organization.

4.1.1.1 Gender

Figure 4.1

Statistics of respondents’ gender

Gender

B Female
= Male
Note. Develop for research
Table 4.1
Statistics of respondents’ gender
Gender Frequency Percentage
Female 106 63%
Male 63 37%
Total 169 100%

Note. Develop for research

Based on Table 4.1 and Figure 4.1, there are 63% respondents who are female whilst
there are 37% respondents who are male. In the total number of 169 set of
questionnaires, there are 106 female respondents whereas and 63 male respondents
who involved in the research. From the data above, the number of female

respondents is higher than male respondents.

Page 58 of 114



Organizational Commitment and Organizational Citizenship Behaviour

4.1.12 Age

Figure 4.2

Statistics of respondents’ age

m18-24 m25-31 m32-38 39-45 M®46 and above

Note. Develop for research

Table 4.2

Statistics of respondents’ age
Age Frequency Percentage
18-24 41 24%
25-31 61 36%
32-38 35 21%
39-45 20 12%

46 and above 12 7%

Total 169 100%

Note. Develop for research

According to the Table 4.2 and Figure 4.2, there are 5 age groups of respondents
who had been involved in the survey. From the result above, the largest group of
respondents is fall under the category of 25 to 31 years old which contributes 36%
and consists of 61 respondents. The age group of 18 to 24 years old has contributes
24% which included 41 respondents. There are 35 respondents whose age ranging

from 32 to 38 years old have contributes 21% in the survey. The age group of 39 to
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45 years old included 20 respondents, which consists of 12% in the survey. For the
respondents who fall under age group other than the above categories, they are the

smallest group in the survey which consists of 12 respondents and 7%.
4.1.1.3 Qualification of Study

Figure 4.3
Statistics of respondents’ qualification of study

Qualification of Study

M Professional

W Degree
W Master
Others
Note. Develop for research
Table 4.3
Statistics of Respondents’ qualification of study
Qualification of study | Frequency Percentage
Professional 11 6%
Degree 99 59%
Master 6 4%
Others 53 31%
Total 169 100%

Note. Develop for research

There are four categories of qualification of study that have been discussed in the
survey which are Professional, Degree, Master and others. From the Table 4.3 and
Figure 4.3, Degree holder consists of 99 respondents which contributed 59% in the

survey. There are only 6 respondents who are Master holder, consists of 4% whereas
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11 respondents are professional, contribute 6% in the survey. Lastly, 31% of
respondents fall under others (Diploma and SPM level), which is 53 people of

employees.

4.1.1.4 Job Position

Figure 4.4

Statistics of Respondents’ job position

Job Position

140
120
100
80
60
40

20

Managerial Non managerial

Note. Develop for research

Table 4.4

Statistics of Respondents’ Job Position
Job Position Frequency Percentage
Managerial 51 30%
Non-managerial 118 70%
Total 169 100%

Note. Develop for research

Based on Table 4.4 and Figure 4.4, there are 70% respondents who fall under non-
managerial position whilst there are 30% respondents who are managerial level. In
the total number of 169 set of questionnaires, there are 118 non-managerial
respondents whereas and 51 managerial respondents who involved in the research.
The number of non-managerial respondents is higher than managerial level
respondents.
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4.1.1.5 Numbers of years staying in the current organization

Figure 4.5

Statistics of Respondents’ numbers of years staying in current organization

Number of years staying in current organization

| 1-5 years

M 6-10 years

W 11-15 years
16-20 years

m 20 years and above

Note. Develop for research

Table 4.5
Statistics of Respondents’ numbers of years staying in current organization
Number of years staying Frequency Percentage
in current organization
1-5 years 98 58%
6-10 years 31 18%
11-15 years 10 6%
16-20 years 10 6%
21 years and above 20 12%
Total 169 100%

Note. Develop for research

According to the Figure 4.5 and Table 4.5, there are 58% respondents who work
between 1 and 5 years in their organization, which is 98 respondents in this research.
18% of respondents (31 respondents) has work in the organization for 6 to 10 years
whilst 12% of respondents (20 respondents) has stay in the current organization for

more than 21 years. 6% of respondents has work between 11 to 15 years in current
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organization, consists of 10 respondents. Last but not least, 10 respondents have

work in current organization over 16 to 20 years, contributed 6% in this research.

4.1.2 Central Tendencies Measurement of Construct

In this section, we focus on the measurement of central tendencies that showing the

mean score of five interval scale constructs. Byusing five points Likert scales from

range of strongly disagree to strongly agree, a total of 48 items are being measured.

4.1.2.1 Affective Commitment

Table 4.6
Descriptive Statistics of Affective Commitment
Question SD D N A SA | Mean | Rank
%) | %) | (%) | (%) | (%) | (n)

1. I would be very happy to 6 10 40 33 11 3.34 5

spend the rest of my career

with this organization.
2. | enjoy discussing my| 3 9 34 41 13 3.51 1
organization with people outside
it.
3. | really feel as if this| 8 22 40 24 6 2.97 8
organization's problems are my
own.
4. | think that I could easily 0 18 44 30 8 3.27 6
become as attached to another
organization as | am to this one.
5. 1 do not feel like "part of the 15 43 22 14 6 3.49 2
family' at my organization.
6. | do not feel 'emotionally 9 35 33 17 6 3.22 7
attached' to this organization.
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7. This organization hasa great | 2 13 36 39 10 3.43

deal of personal meaning for me.

8. I do not feel a strong sense of 9 37 38 13 3 3.37

belonging to my organization.

Table 4.6 above shown the eight questions that examine affective commitment. The
mean score for second question which is “I enjoy discussing my organization with
people outside it” received the highest mean score and 41% of the respondents

agreed on this statement.

The following rank is question five with the mean of 3.49. 43% of the respondent
disagreed on this statement, follow by 22% of respondents felt neutral on this

statement.

39% of respondents agreed that the statement of “This organization has a great deal
of personal meaning for me”, which resulted to the third highest mean scores among
the eight questions. On the other hand, 38% of respondents felt neutral on the
statement of “I do not feel a strong sense of belonging to my organization”, which

resulted to rank forth in the mean scores.

The statement of “I would be very happy to spend the rest of my career with this
organization” ranked fifth with the mean scores of 3.34. There are 40% of
respondents felt neutral on this statement. Mean score of 3.27 with 30% of
respondents agreed on the statement of “I think that I could easily become as

attached to another organization as I am to this one”, has ranked in the sixth.

Last but not least, the statements of “I do not feel 'emotionally attached' to this
organization” and “I really feel as if this organization's problems are my own”,
placed in rank of seventh and eighth respectively. There are 35% of respondents
disagreed on the first statement, while 40% of respondents felt neutral on the

following statement.
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4.1.2.2 Continuance Commitment

Table 4.7

Descriptive Statistics of Continuance Commitment

continue to work for this
organization is that leaving would
require  considerable personal
sacrifice — another organization
may not match the overall benefits

| have here.

Question SD D N A SA | Mean | Rank
)| (%) | () | (%) | (%) | ()

1. I am not afraid of what might 9 26 28 29 8 2.98 8
happen if I quit my job without
having another one lined up.
2. It would be very hard formeto | 5 19 29 38 9 3.26 3
leave my organization right now,
even if | wanted to.
3. Too much in my life would be 7 20 30 34 9 3.18 4
disrupted if | decided | wanted to
leave my organization now.
4. It wouldn't be too costly for me | 11 23 30 30 6 3.02 7
to leave my organization now.
5. Right now, staying with my 3 7 45 38 7 341 2
organization is a matter of
necessity as much as desire.
6.1 feel that | have too few options | 4 21 43 26 6 3.07 6
to _cor]sider leaving  this
organization.
7. One of the few serious| 2 20 44 30 4 3.14 5
consequences of leaving this
organization would be the scarcity
of available alternatives.
8. One of the major reasons || O 13 26 49 12 3.60 1
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Table above shown the results for examining continuance commitment under eight
questions. The highest mean score is 3.60 under question eight means that 49% of
respondents agreed on the statement- “One of the major reasons I continue towork
for this organization is that leaving would require considerable personal sacrifice

— another organization may not match the overall benefits I have here.”

Second rank goes to the question five which is “Right now, staying with my
organization is a matter of necessity as much as desire.”. This statement received
38% of respondents agreed on it. The question two would be third rank among those

questions.

The statement of “Too much in my life would be disrupted if | decided | wanted to
leave my organization now.” is fourth rank which have 34% of respondents agreed
on it and 30% of respondents feel neutral. The fifth and sixth rank have the mean

score of 3.14 and 3.07 separately.

Moreover, “It wouldn't be too costly for me to leave my organization now.” received
23% of respondents disagreed on this statement with mean score of 3.02. The eight
rank is question one with the statement of “I am not afraid of what might happen if

I quit my job without having another one lined up.”.
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4.1.2.3 Normative Commitment

Table 4.8

Descriptive Statistics of Normative Commitment

Question

SD D N
0) | (%) | (%)

(%)

SA
(%)

Mean

(n)

Rank

1. 1 think that people these
days move from company

to company too often.

1 5 21

49

24

3.90

2. | do not believe that a
person must always be
loyal to his or her

organization.

34

10

2.70

3. Jumping from
organization to
organization does not seem

at all unethical to me.

36

14

2.52

4. One of the major reasons
| continue to work for this
organization is that |
believe that loyalty is
important and therefore
feel a sense of moral

obligation to remain.

39

3.30

5. If 1 got another offer for
a better job elsewhere |
would not feel it was right

to leave my organization.

25

3.00

6. I was taught to believe in
the value of remaining

loyal to one organization.

22

3.10
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7. Things were better in the 5 16 40 32 7 3.20
days when people stayed
with one organization for

most of their careers.

8. | do not think that 0 9 56 21 14 2.60
wanting to be a ‘company
man' or ‘company woman'

is sensible anymore.

Table 4.8 is to examine normative commitment under eight questions. The highest
rank obtained 49% of respondents agreed on the statement of “I think that people

these days move from company to company too often. “.

The mean score of 3.30 with statement “One of the major reasons | continue to work
for this organization is that | believe that loyalty is important and therefore feel a

sense of moral obligation to remain.” is the second rank among eight questions.

In addition, 32% of respondents agreed that “Things were better in the days when
people stayed with one organization for most of their careers.”. The mean score of
3.10 under question six and 3.00 under question five resulted them to place fourth
and fifth in the ranking.

The statement of “I do not believe that a person must always be loyal to his or her
organization.” received 21% of respondents disagreed on it with mean score of 2.70.
The mean score of 2.60 received seventh rank from the statement “I do not think
that wanting to be a ‘company man' or ‘company woman' is sensible anymore” which
under question eight. Lastly, the statement “Jumping from organization to
organization does not seem at all unethical to me.” received 12% of respondents

disagreed on it.
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4.2 Scale Measurement

Reliability test is an indicator used to measure internal consistency to make sure the
data is free of error or bias. Reliability is the important medium to measure consistent
result and get zero error from the result. Cronbach’s Alpha is used to measure
consistency or reliability. Coefficient alpha ranges in value from 0 which mean there
IS no consistency, whereas to 1 which mean there is complete consistency. This
value was only 1 and 0. If the alpha values come out with -1 or other value, then
there is bias occur. Table 4.9 and Table 4.10 show the reliability result of the

guestionnaire.

Table 4.9

Reliability of Questionnaire (Full Study) IV

Independent variables Reliability test
1) Affective Commitment 0.7415
2) Continuance Commitment 0.7947
3) Normative Commitment 0.7847

Note. Develop for research

The internal consistency of the three independent variables, for our research’s
variables which are affective commitment, continuance commitment, and are

considered good consistency (Sekaran & Bougie, 2016).

Table 4.10
Reliability of Questionnaire (Full Study) DV
Dependent variable Reliability test
Organizational Citizenship Behaviour 0.8429

Note. Develop for research

According to Table 4.10, the internal consistency of the dependent variable which
is organizational citizenship behaviour is considered excellent consistency (Sekaran
& Bougie, 2016).
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4.3 Inferential Analysis

4.3.1 Pearson Correlation Coefficient

Pearson Correlation Coefficient matrix indicates the strength, significance and
direction of the relationships all variables in the research study (Bougie and Sekaran,
2003). The computed hypothesis carries three independent variables (affective
commitment, normative commitment and continuance commitment) along with
dependent variable (organizational citizenship behaviour) for this study is measured
by pearson correlation coefficient analysis. In order to prove the relationship
between independent variables and dependent variable is significant, the p-value

generated from the test should not be beyond the alpha value (p <0.01 or 0.05).

Table 4.11

Explanation of Pearson Correlation Coefficient Range

Coefficient range Strength
091 to+1.00 Very strong
£0.71to £ 0.90 High
+041 to+0.70 Moderate
£021tox 040 Small but definite relationship
0.00t0=0.20 Slight, almost negligible

Note. Adopted from: Hair, J. F. Jr., Money. A. H., Samouel, P., & Page, M. (2007).

Research methods for business. Chichester, West Sussex: John Wiley & Sons, Inc.
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Table 4.12

Outcome of Pearson Correlation Coefficient (Full Study)

Affective Normative Continuance
Commitment Commitment | Commitment
Organizational Pearson 0.2463 0.2056 0.1581
Citizenship Correlation
Behaviour P value 0.0012 0.0073 0.0400
N 169 169 169

Note. Develop for research

4.3.1.1 Affective Commitment

Referring to Table 4.12, the correlation between affective commitment and
organizational citizenship behaviour is 0.2463 with a p-value of 0.0012 which is
lower than the alpha value of 0.05. The correlation coefficient value of 0.2463 falls
on the range of + 0.21 to £+ 0.40 which it indicates small but definite relationship.
Furthermore, the relationship between affective commitment and organizational

citizenship behaviour is positive.

4.3.1.2 Normative Commitment

The correlationship between normative commitment and organizational citizenship
behaviour falls lower than affective commitment which is 0.2056 with a p-value of
0.0073 which is lesser than the alpha value of 0.05. Hence, the correlation
coefficient value of 0.2056 is classified under the range of + 0.21 to £ 0.40 that is
slight and almost negligible. In addition, the relationship between normative

commitment and organizational citizenship behaviour is merely positive.
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4.3.1.3 Continuance Commitment

The correlation between continuance commitment and organizational citizenship
behaviour is 0.1581 with a p-value of 0.0400 which is lower than the alpha value of
0.05. The correlation coefficient value of 0.1581 is under the range of + 0.00 to +

0.20 which it shows a slight and almost negligible strength of association between
the two variables. There is a low positive relationship between continuance

commitment and organizational citizenship behaviour.

4.3.2 Multiple Regression Analysis

This technique has been used test the linear regression between multiple
independent variables and one dependent variable which used in this research. In
addition, result generated by this technique able to determine the contribution of
various independent variables towards a dependent variable. Whereas, R square
value from the result represents the degree of exploratory variables which can
determine the variations in dependent variable (Zikmund et al., 2013). The smaller

the r value, the better is the prediction.
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Table 4.13

Analysis of Variance (Full Study)

Analysis of Variance

Source DF Sum of Squares Mean F Value Pr>F
Squares
Model 3 1.93788 0.64596 3.93 0.0097
Error 165 | 27.12104 0.16437
Corrected 168 | 29.05893
Total
Root MSE 0.40543 R-Square 0.0667
Dependent Mean | 3.63289 Adj R-Sq 0.0497
Coeff Var 11.15987
Note. Develop for research
Table 4.14
Multiple Regression Analysis
Parameter estimates
Variable DF | Parameter | Standard | t value | Pr>[t|
estimates | error
Intercept 1 |2.66856 0.28684 | 9.30 <.0001
Affective 1 10.16131 0.06927 |2.33 0.0211
Commitment
Normative 1 |0.10354 0.07458 | 1.39 0.0369
Commitment
Continuance 1 |0.25365 0.12436 | 2.04 0.0430
Commitment

Note. Develop for research
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In Table 4.13, Pr > F indicates the correlation between independent variables and
dependent variable. As from the table shows that p-value of affective commitment,
normative commitment and continuance commitment are below the significant
level of 0.05, which is 0.0097. Besides, F-statistic shows overall relationship is
significant. Therefore, the exploratory variables which used in this study can
significantly explain the variance to dependent variable which is organizational

citizenship behaviour.

Furthermore, as shown in Table 4.13, the R squared value for affective commitment,
normative commitment and continuance commitment are 0.0667. In other words, the
independent variables in this study can explain 6.67% of the variation in dependent
variable. Whereas, there is 93.33% is unexplained in this research. Although the R
squared id quite low, it is still significant. This means that the independent variables
and dependent variable are significant in relationship. In the other words, in this
research there are other important variable which are job motivation and satisfaction
(Shahid & Azhar, 2013) also can be used to explain organizational citizenship

behaviour that has not been considered.

From the Table 4.14, p-value for all exploratory variables is not greater than 0.05
which means exploratory variables in this study are significant to predict the
dependent variable (organizational citizenship behaviour). A low p-value (< 0.05)
indicate that null hypothesis (HO) for the three independent variables is rejected and
alternative hypothesis (H1) is accepted. In addition, the regression equation which

use to observe the data based on the multiple regression result are as below:

Organizational Citizenship behaviour = 2.66856+ 0.16131 (AC) + 0.10354(NC)
+ 0.25365 (CC)

AC = Affective Commitment

NC = Normative Commitment

CcC = Continuance Commitment
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From the result we can know that continuance commitment has the highest to the
variation of organizational citizenship commitment with the largest beta value of
0.25365. Besides that, contribution of predictor variable after continuance

commitment is followed by affective commitment and normative commitment.

4.4 Conclusion

In this chapter, the output of SAS software has been summarized. For instance,
descriptive analysis summarized Section B in questionnaire with table and chart
form. Reliability test for all independent variables was found to have positive
relationship towards dependent variable. For Section A in the questionnaire has
used inferential analysis to conduct. Analysis and interpretation of the result will

discuss in more detail at the following chapter.
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CHAPTER 5: DISCUSSION AND CONCLUSION

5.0 Introduction

This chapter comprised the summary on both descriptive and inferential analysis
from the results that had obtained and analyzed in previous chapter. Discussion on
the major findings, implications and the limitations of research study will be
included in this chapter as well. Besides, limitations and recommendations will be

discussed before a conclusion of this study is made.

5.1 Summary of Statistical Analysis

In this session, we will highlight on the summarized demographic profile of
respondents, central tendencies measurement of construct, reliability test, Pearson’s

Correlation Analysis and Multiple Linear Regression Analysis from chapter 4.

5.1.1 Respondents’ Demographic Profile

A sum of 169 sets of questionnaires were collected for this research. There are 106
(63%) respondents who are female whilst there are 63 (37%) respondents who are
male. In terms of age group of the respondents, the largest group of respondents fall
under the category of 25 to 31 years’ old which consists of 61 respondents (36%).
The age group for 18 to 24 years old, 32 to 38 years old and 39 to 45 years old had
contributed 24%, 21%, and 12% of the distribution respectively. For the
respondents who fall under age group other than the above categories, they are the

smallest group in the survey which consists of 12 respondents and 7%.
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In terms of qualification of study of the respondents, Degree holder consists of 99
respondents which contributed 59% in the survey. There are only 6 respondents who
are Master holder, consists of 4% whereas 11 respondents are professional,
contribute 6% in the survey. Lastly, 31% of respondents fall under others (Diploma

and SPM level), which is 53 people of employees.

For job position of the respondents, the number of non-managerial respondents is
higher than managerial level respondents. In this research, there are 118 (70%)
respondents who fall under non-managerial position whilst there are 51 (30%)

respondents who are managerial level.

The years of employment among 169 respondents divided into 5 groups. There are
58% respondents who work between 1 and 5 years in their organization, which is
98 respondents in this research. 18% of respondents (31 respondents) had worked
in the organization for 6 to 10 years whilst 12% of respondents (20 respondents) had
stayed in the current organization for more than 21 years. 6% of respondents had
worked between 11 to 15 years in current organization. Last but not least, 10
respondents had worked in current organization over 16 to 20 years, contributed 6%

in this research.

5.1.2 Central Tendencies Measurement of Construct

A total of 48 questions are being prepared to measure the independent and
dependent variables. From Chapter 4, among eight questions that examine affective
commitment, the mean score for second question which is “I enjoy discussing my
organization with people outside it” received the highest mean score and 41% of the
respondents agreed on this statement. For continuance commitment, the highest
mean score is 3.60 under eighth question in which 49% of respondents agreed on
the statement- “One of the major reasons | continue to work for this organization is
that leaving would require considerable personal sacrifice — another organization
may not match the overall benefits I have here”. Among eight questions in normative

commitment, the highest rank obtained was 49% of respondents agreed
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on the statement of “I think that people these days move from company to company

too often”.

5.1.3 Reliability Test

From Chapter 4, the reliability test of both dependent and independent variables is
fall under good consistency. The independent variable of affective commitment has
the Cronbach’s alpha value of 0.7415. The Cronbach’s alpha value for continuance
commitment is 0.7947. For the independent variable normative commitment has the
Cronbach’s alpha value of 0.7847. For the dependent variable of organizational

citizenship behaviour has the Cronbach’s alpha value of 0.8429.

5.1.4 Inferential Analysis (Pearson Correlation Analysis)

The correlation between affective commitment and organizational citizenship
behaviour is 0.2463 with a p-value of 0.0012. Next, the correlation coefficient value
of 0.2463 falls on the range of £ 0.21 to + 0.40 which it indicates small but definite
relationship. The relationship between normative commitment and organizational
citizenship behaviour falls lower than affective commitment which is 0.2056 with a
p-value of 0.0073. The correlation coefficient value of 0.2056 is classified under the
range of + 0.21 to + 0.40 that is slight and almost negligible. Lastly, the correlation
between continuance commitment and organizational citizenship behaviour is
0.1581 with a p-value of 0.0400 which is lower than the alpha value of

0.05. The correlation coefficient value of 0.1581 is under the range of + 0.00 to +
0.20 which it shows a slight and almost negligible strength of association between

the two variables.
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5.1.5 Inferential Analysis (Multiple Linear Regression Analysis)

Pr > F indicates the correlation between independent variables and dependent
variable. As from the previous chapter, shown that p-value of affective commitment,
normative commitment and continuance commitment are below the significant level
of 0.05, which is 0.0097. Besides, F-statistic shows overall relationship is significant.
Therefore, the exploratory variables which used in this study can significantly
explain the variance to dependent variable which is organizational citizenship

behaviour.

The R squared value for affective commitment, normative commitment and
continuance commitment are 0.0667. In other words, the independent variables in
this study can explain 6.67% of the variation in dependent variable. Whereas, there
is 93.33% is unexplained which means other important variable might be used to

explain organizational citizenship behaviour that has not been considered.

In short, the regression equation which use to observe the data based on the multiple

regression result are as below:

Organizational Citizenship behaviour= 2.66856+ 0.16131 (AC) + 0.10354(NC) +
0.25365 (CC)

AC = Affective Commitment

NC = Normative Commitment

CcC = Continuance Commitment

From the result, we can know that continuance commitment has the highest to the
variation of organizational citizenship commitment with the largest beta value of
0.25365. The contribution of predictor variable after continuance commitment is

followed by affective commitment and normative commitment.
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5.2 Discussion of Major Findings

Table 5.1

Overall Result of Hypothesis Testing

Hypothesis

Result

Supported (Rejected HO)

H1: There is a significant
relationship between
affective commitment and
organization citizenship
behaviour in Malaysian
banking industry

r =0.2463

p =0.0012

Yes

H2: There is a significant
relationship between
continuance commitment and
organization citizenship
behaviour in Malaysian

banking industry

r=0.1581

p = 0.0400

Yes

H3: There is a significant
relationship between
normative commitment and
organization citizenship
behaviour in Malaysian

banking industry

r=0.2056

p=0.0073

Yes

Note. Develop for research
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5.2.1 Affective Commitment

H1: There is a significant relationship between affective commitment and
organization citizenship behaviour in Malaysian banking industry.

Based on Table 5.1, the correlation coefficient value (r-value) is 0.2463 which
shows positive correlation between affective commitment and organizational
citizenship behaviour. This means that the higher in affective commitment leads to
higher in organizational citizenship behaviour. Furthermore, the p-value result of
0.0012 which lower than significant level of 0.05 indicate a significant relationship
between both variable.

When the employee’s affective commitment is high, he or she will affectively or
emotionally attach to the organization (Kumari & Afroz, 2013). He or she will try
their best to achieve the goal set by organization. Besides that, employee with high
affective commitment will stay in organization and believe in the value of
organization (Mercurio, 2015). When there is a belief, they have confidence in
realizing organization’s objective by putting more effort to complete their task
effectively and efficiency (Danish, Humayon, Shahid & Nawaz, 2015). The attitude

of employees can help in improving the performance and reputation of organization.

5.2.2 Continuance Commitment

H2: There is a significant relationship between continuance commitment and

organization citizenship behaviour in Malaysian banking industry.

The correlation coefficient value (r-value) of 0.1581 illustrates slight or almost
negligible relationship between continuance commitment and organizational
citizenship behaviour. This positive relationship shows that when continuance
commitment is high, the organizational citizenship behaviour will high as well. It
shows significant relationship between both variables which the p-value is 0.04 less
than significant level of 0.05.

Page 81 of 114



Organizational Commitment and Organizational Citizenship Behaviour

There shows high result in continuance commitment when there is a high cost
needed to bear by employees for leaving the organization. In this situation,
employees will choose to remain in the organization (Khan, Naseem & Masood,
2016). Other than that, the longer an employee stays in organization the lower the
probability for the employee to leave. The reason is the contribution of the employee
towards the organization is too costly to lose. Furthermore, the relationship between
colleague and the benefit given by organization are important factor for employee.
Those calculation of cost is naturally based on perception of the individual (Umoh,
Amah & Wokocha, 2014).

5.2.3 Normative Commitment

H3: There is a significant relationship between normative commitment and

organization citizenship behaviour in Malaysian banking industry.

For the relationship between normative commitment and organizational citizenship
behaviour, it shows positive correlation with the correlation coefficient value (r-
value) of 0.2056. The high in normative commitment, the high in organizational
citizenship behaviour. In addition, the p-value of 0.0073 that lower than significant

level of 0.05 shows significant relationship between both variable.

A person stays in the organization because of responsible to do so is the
characteristic of normative commitment. In other words, this is a must do action in
the mind of the employee. The normative commitment of an employee can be
affected by experience of an employee before and after entering into the
organization (Anttila, 2014). In addition, when the employee feel that organization
had spent their time and money in training them, they will feel responsible to
continue provide service to organization (Romzek, 1989). If they left the

organization, they will feel guilty on doing that.
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5.3 Implication of Study

The three tested independent variables will provide impact on the practical
implication. The practical implication is the reality that would occur if certain

conditions are fulfilled.

5.3.1 Practical Implication

Affective commitment reflected the emotionally attach to the organization in which
individual identifies, involves and enjoys the membership in the company.
Employees who possessed such characteristic stay in current organization solely
because they are voluntary to do so (Allen & Meyer, 1990). Furthermore, affective
commitment also means that an employee not only happy staying with their
organization but also engaged in organizational activities such as giving valuable
ideas that will help the company, participation in the meeting and work discussion
and proactive work ethics. To build up and improve the employee commitment,
manager should communicate clear company objectives and expectation to the
employees, so the employee can know how they can achieve excellence in their

work.

Continuance commitment refers to how much an employee feel the need to stay at
their company. In employees that held with continuance commitment, the
underlying reason for their commitment lies in their need to stay with their company
(Meyer & Herscovitch, 2001). There are several reasons to stay with their company,
but the common reasons could be lack of job alternative, compensation and benefit-
in-kinds. As a manager, he or she should understand that it may become an issue for
the organizations as employees that possess with continuance commitment might
have a low job satisfaction or even low job motivation and yet they are unwilling to

leave the company.

Last but not least, normative commitment shows the significant relationship with

organizational citizenship behaviour from the research developed. Normative
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commitment is the commitment based on duty towards an organization (Jaros,
2007). Normative commitment occurs when the employee feels a sense of
obligation to their organization (Allen & Meyer, 1990). There are a few factors to
influence the sense of obligation: the employees might feel that he or she should
remain in the organization because it has invested money and time in job training,
or perhaps it provided a reward in advance. A great organization should work in
collaboration with their employees in order to construct a career plan which sets out
objectives and expectations which both the company and employees would like to

accomplish.

5.4 Limitation of Study

There were some unavoidable limitations faced by us throughout the research
process. The initial limited researches focus on banking employees’ organizational
citizenship behaviour. Meanwhile, other industries in Malaysia such as hotel
industry, engineering industry and retail industry are yet to be studied on the
relationship between affective commitment, continuance commitment and

normative commitment and organizational citizenship behaviour.

Another limitation while distributing questionnaires is the respondent bias that
affects the full study results. The survey questionnaires were designed with Likert
5-point scale, there are more than 40 sets of questionnaires retrieved by us are
answered neutral (neither agree or disagree) throughout the distribution process.
The tendency for respondents to give false answers are high especially when there
is a possibility that the bank employees regard themselves highly.

The survey questionnaires are designed based on closed-ended questionnaire, the
answers provided by the respondents are either agree or disagree with the statements
projected in each section. It limits the flexibility of respondent to express their
opinion on their work commitment. This was highlighted by a few bank employees
when passing the questionnaires to them. Some of them prefer open-ended
questions for them to elaborate their work commitment as they have joined the
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banking industry for many years. The absence of open-ended questions limits their
opportunity to provide more in-depth feedback and allow us to obtain better insight
and understanding of this study regarding bank employee’s commitment towards

organizational citizenship behaviour.

Based on the R squared value, the independent variables in this study can explain
6.67% variation in dependent variable. However, 93.33% is unexplained by the
independent variable. Thus, this study has not considered other variables such as
job motivation and job satisfaction to increase the possibility to better explain

organizational citizenship behaviour.

Despite all the limitation throughout the distribution of survey questions, it did not
delay us from completing the research project on time. The recommendations for
the time ahead of this study are to conduct research by exploring into open-ended
questions and close-ended questions. By providing both quantitative and qualitative

measures, it will broaden the perspective of this study in banking industry.

5.5 Recommendation for Future Research

After finishing this study, we found that there still has space for improving the
quality of study in future. Due to the limitation of our study, we find out some

recommendation for the future study purpose.

First of all, researchers in the future also can focus on the other industry instead of
banking industry. They can target at the hotel industry, engineering industry and
retail industry by using the same dependent variable (organizational citizenship
behaviour) and independent variables (affective commitment, normative

commitment and continuance commitment).

In addition, there have only quantitative method can be used to collect the research
data. Therefore, we suggest to use other methods which includes face-to-face

interview so that can give a better explanation to them. Telephone interview is
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suggested to use to carrying out the research. By using these methods, future
researchers can gain more benefits like to reduce the tendency for respondents to

give false answers.

Last but not least, there are still many variables that will affect the organizational
citizenship behaviour except organizational commitment. There are numerous
variables are found to examine organizational citizenship behaviour. The
researchers in future may try to carry out other important variables such as job
motivation and satisfaction (Shahid & Azhar, 2013).

5.6 Conclusion

In conclusion, this research helps us to understand the correlation between
organizational citizenship behaviour and affective commitment, normative
commitment and continuance commitment in Malaysia banking industry. Through
this survey we found out that all variables are significant to the level of
organizational citizenship behaviour of an employee. It helps employers and
employees to understand well on how affective commitment, normative
commitment and continuance commitment impact on organizational citizenship
behaviour. The importance of affective commitment, normative commitment and
continuance commitment cannot be underestimated as the outcomes will directly or
indirectly effect on the way of how an employee’s act. In a nutshell, employees with
high affective commitment, normative commitment and continuance commitment
tend to have higher level of organizational citizenship behaviour towards the

organization.
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APENDIX 1.1: Survey qguestionnaire

Universiti Tunku Abdul Rahman

UTZ2R

UNIVERSITI TUNKU ABDUL RAHMAN

A Study on The Relationship Between Organizational
Commitment and Organizational Citizenship Behaviour in

Malaysian Banking Industry
Survey Questionnaire

Dear Respondent,

Warmest greeting from Universiti Tunku Abdul Rahman (UTAR)

We are final year undergraduate students of Bachelor of Business Administration (Hons), Universiti
Tunku Abdul Rahman (UTAR). The purpose of this survey is to conduct a research to investigate
the factors that influence the employee’s commitment in Malaysian Banking Industry. Please answer
all questions to the best of your knowledge. There are no wrong responses to any of these statements.
All responses are collected for academic research purpose and will be kept strictly confidential.

Thank you for your participation.
Phang Chin Lyn 012-7729904 Cheah Khai Yeen 016-3853289

Instructions:
1) There are THREE (3) sections in this questionnaire. Please answer ALL questions
in ALL sections.
2) Completion of this form will take you less than five (5) minutes.

3) The contents of this questionnaire will be kept strictly confidential.

Voluntary Nature of the Study

Participation in this research is entirely voluntary. Even if you decide to participate now, you may
change your mind and stop at any time. There is no foreseeable risk of harm or discomfort in
answering this questionnaire. This is an anonymous questionnaire; as such, it is not able to trace
response back to any individual participant. All information collected is treated as strictly
confidential and will be used for the purpose of this study only.

I have been informed about the purpose of the study and | give my consent to participate in this
survey.

YES( ) NO( )

Note: If yes, you may proceed to next page or if no, you may return the questionnaire to researchers
and thanks for your time and cooperation.
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Section A :

Please circle one number per line to indicate the extent to which you agree or

disagree with the following statements.

1 = Strongly Disagree; 2 = Disagree; 3 = Neutral; 4 = Agree; 5= Strongly Agree

NO QUESTIONS SD SA
1. | would be very happy to spend the rest of my 1 5
career with this organization.
2. | enjoy discussing my organization with people | 1 5
= outside it.
c
“E’ 3. | really feel as if this organization's problems 1 5
= are my own.
E 4, | think that | could easily become as attached to| 1 5
o another organization as | am to this one.
@)
@ 5. | do not feel like 'part of the family' at my 1 5
= organization.
5
Q@ 6. | do not feel ‘'emotionally attached' to this 1 5
organization.
Z ganizati
7. This organization has a great deal of personal 1 5
meaning for me.
8. I do not feel a strong sense of belonging to my 1 5
organization.
= 9. | am not afraid of what might happen if I quit 1 5
c . : . .
qu my job without having another one lined up.
o 10. It would be very hard for me to leave my 1 5
- organization right now, even if | wanted to.
= . . . .
(@) 11. Too much in my life would be disrupted if | 1 5
O decided | wanted to leave my organization now.
@
8 12. It wouldn't be too costly for me to leave my 1 5
< organization now.
:E_, 13. Right now, staying with my organization is a 1 5
g matter of necessity as much as desire.
@)
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NO

QUESTIONS

SD

SA

14.

| feel that | have too few options to consider
leaving this organization.

15.

One of the few serious consequences of
leaving this organization would be the scarcity
of available alternatives.

16.

One of the major reasons | continue to work
for this organization is that leaving would
require considerable personal sacrifice —
another organization may not match the
overall benefits | have here.

Normative Commitment

17.

I think that people these days move from
company to company too often.

18.

I do not believe that a person must always be
loyal to his or her organization.

19.

Jumping from organization to organization
does not seem at all unethical to me.

20.

One of the major reasons | continue to work
for this organization is that | believe that
loyalty is important and therefore feel a sense
of moral obligation to remain.

21.

If I got another offer for a better job elsewhere
I would not feel it was right to leave my
organization.

22.

| was taught to believe in the value of
remaining loyal to one organization.

23.

Things were better in the days when people
stayed with one organization for most of their
careers.

24.

I do not think that wanting to be a ‘company
man' or ‘company woman' is sensible
anymore.
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Section B :

Please circle one number per line to indicate the extent to which you agree or

disagree with the following statements.

1 = Strongly Disagree; 2 = Disagree; 3 = Neutral; 4 = Agree; 5= Strongly Agree

help the company image.

NO QUESTIONS SD SA
1. Coming to work is a must. 1 5
2. | Does not take extra breaks. 1 5
3. | Obeys company rules and regulations even 1 5
5 when no one is watching.
o
'c% 4. | I am one of the most responsible employeesin| 1 5
% organization.
m 5. | Believes in giving an honest day’s work foran| 1 5
=3 honest day’s pay.
S 6. | Consumes a lot of time complaining about 1 5
S unimportant matters.
N
= 7. | Always focuses on what’s wrong, rather than 1 5
@) the positive side.
g 8. | Tends to make noise over small issues. 1 5
o
=
C,E 9. | Always finds fault with what the organization 1 5
= is doing.
[
> 10. | A person who shouts for his request will 1 5
@) always get what he wants.
11. | Attends meetings that are not compulsory, but 1 5
are considered important.
12. | Attends functions that are not required, but 1 5
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NO

QUESTIONS

SD

SA

Organizational Citizenship Behaviour

13.

| try my best to adapt myself to the changes of
my organization.

14.

Reads and keeps up with organization
announcements, memos, and so on.

15.

Takes steps to try to prevent problems with
other workers.

16.

Is mindful of how my behaviour affects other
people’s jobs.

17.

Does not abuse the rights of others.

18.

Tries to avoid creating problems for
coworkers.

19.

Considers the impact of my actions on
coworkers.

20.

Helps others who have been absent.

21.

Helps others who have heavy work loads.

22.

Helps orient new people even though it is not
required.

23.

Willingly helps others who have work related
problems.

24,

Always ready to lend a helping hand to those
around me.
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Section C : Demographic Profile

In this section, we would like you to fill in some of your personal details. Please
tick your answer and your answers will be kept strictly confidential.

QA 1: Gender
o1 Female
o2 Male
QA 2: Age
01 18 to 24 years old
02 25 to 31 years old
o3 32 to 38 years old
04 39 to 45 years old
05 46 years old above
QA 3: Qualification of study
01 Professional
02 Degree
o3 Master

o4 Others:

QA 4: Job Position in your current organization
o:Managerial
o2 Non-Managerial
QA 5: How long have you stay in your current organization?
o115 years
026 — 10 years
0311 — 15 years
04 16 — 20 years
Ds 21 years and above

Thank you for your participation.
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APPENDIX 2.0: Reliability of Questionnaires for Pilot Test

8 Variables: ACQ1

Variable N Mean
ACQ1 30 336667 1.12903
ACQ2 30 373333
ACQ3 30 316667 1.08543
NEWACQ4 30 266667 092227
NEWACQ5 30 353333
NEWACQS 30 340000
ACQ7 30 353333
NEWACQS 30 340000

AFFECTIVE COMMITMENT RELIABILITY RESULTS
The CORR Procedure

Std Dev

1.07425
0.83501
0.77608
0.77013

ACQ2 ACQ3

101.00000
1.04826' 112.00000
95.00000
80.00000
106.00000
102.00000
106.00000
102.00000

Simple Statistics

1.00000
1.00000
1.00000

1.00000

NEWACQ4 NEWACQ5 NEWACQS ACQ7 NEWACQS

Sum Minimum Maximum Label
1.00000:  5.00000
1.00000. 5.00000
1.00000. 5.00000
400000 COULD EASILY AS ATTACHED TO OTHER ORG
5.00000 DO NOT FEEL PART OF FAMILY

5.00000 DO NOT FEEL EMOTIONALLY ATTACHED
200000 500000
500000 DO NOT FEEL STONG SENSE OF BELONGING

Cronbach Coefficient Alpha

Variables

Raw

Standardized

Alpha

0792970

0.7937%6

Cronbach Coefficient Alpha with Deleted Variable

0.824985 COULD EASILY AS ATTACHED TO OTHER ORG
0.751464 DO NOT FEEL PART OF FAMILY
0.748430 DO NOT FEEL EMOTIONALLY ATTACHED

Raw Variables Standardized Variables
Deleted Correlation Correlation
Variable with Total  Alpha  with Total Alpha Label
ACQ1 0.713314 0730328 0696448 0.739195
ACQ2 0389152 0788976 0356061 0793129
ACQ3 0.593167 0.754057 0.579069  0.758575
NEWACQ4 0112724 0824332 0.132067
NEWACQS5 0615632 0749978 0622736
NEWACQ6 0620526 0.753736 0641148
aca7 N 415408 N 7R7447 N4NSN15. N 7R5792

CONTINUANCE COMMITMENT RELIABILITY RESULTS
The CORR Procedure

8 Variables: NEWCCQ1 CCQ2

Variable N
NEWCCQ1 30
ccaQ2 30
ccaQ3 130
cca4 30/
CCQ5 130
CCQb 30
ccar 30
CcCcQs 30

Deleted
Variable
NEWCCQ1 |
ccaz2
ccaQ3
CCcQ4
ccas
ccas
cco7

Mean
3.23333
3.33333
3.16667
3.06667
3.50000
3.33333
3.30000
3.66667

ccas

CCQ4 CCQ5

Simple Statistics
____Sum Minimum
97.00000  1.00000
100.00000, 2.00000
95.00000/ 1.00000
92.00000/ 1.00000
105.00000  1.00000
100.00000  1.00000
99.00000 2.00000
110.00000, 2.00000

Std Dev|
119434

0.92227
1.05318
1.20153
0.93772
0.99424
0.87691
0.84418

Cronbach Coefficient Alpha
Variables

Raw

Standardized
Cronbach Coefficient Alpha with Deleted Variable

~_Alpha
0.781024
0.789911

CCQ@e CCQ7 Ccas

|Maximum Label
5.00000 NOT AFRAID
5.00000
5.00000
5.00000
5.00000
5.00000
5.00000
5.00000

Raw Variables | Standardized Variables
Correlation| Correlation)

with Total  Alphal  with Total Alpha Label
0416350 0.772046 0426466 0777706 NOT AFRAID
0.494347 0.756054 0481286 0.769102

0.376751 0.775403 0.366273| 0.786948

0.512896 0.753425 0.515099  0.763705

0.729942 0.718177 0.725084  0.728610

0.385712/ 0.772910 0.409830 0.780282

N 4903RA| N 757200 N ANNRR2 N 7RARART
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NORMATIVE COMMITMENT RELIABILITY RESULTS
The CORR Procedure

8 Variables: NEWNCQ1 NEWNCQ2 NEWNCQ3 NCQ4 NCQ5 NCQ6 NCQ7 NEWNCQ8

Simple Statistics
Variable N  Mean Std Dev Sum Minimum Maximum Label

NEWNCQ1 30 223333 0.85836 67.00000 1.00000/ 4.00000/1=SD. 2=D, 3=N, 4=A, 5=SA
NEWNCQ2 30 2.93333 0.94443 88.00000 1.00000, 4.00000 1=SD, 2=D. 3=N, 4=A, 5=SA
NEWNCQ3 30 263333 0.85029 79.00000 1.00000/ 4.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
NCQ4 30 3.36667 0.96431 101.00000 1.00000 5.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
NCQ5 30 2.80000 1.12648 84.00000) 1.00000 5.00000 1=SD, 2=D. 3=N, 4=A, 5=SA
NCQ6 30 3.06667 1.01483 92.00000 1.00000 5.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
NCQ7 30 3.20000 096132 96.00000 1.00000 5.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
NEWNCQ8 30 253333 0.93710 76.00000 1.00000 4.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
Cronbach Coefficient Alpha
Variables Alpha
Raw | 0.758956
Standardized 0.754904
Cronbach Coefficient Alpha with Deleted Variable
Raw Variables Standardized Variables
Deleted Correlation Correlation
Variable with Total Alpha  with Total Alpha Label
NEWNCQ1 0.396636 0.743582 0.377351 0.742539 1=SD. 2=D, 3=N, 4=A, 5=SA
NEWNCQ2 0.319843 0.757082 0.321462 0.752376 1=8D. 2=D, 3=N, 4=A, 5=SA
NEWNCQ3 0.517321 0.724396 0.523077 0.715827 1=8D, 2=D, 3=N, 4=A, 5=SA
NCQ4 0.557160 0.714841 0554109 0.709937 1=SD, 2=D, 3=N, 4=A. 5=SA
NCQ5 0.535916  0.717936 0532544 0.714038 1=SD, 2=D. 3=N, 4=A. 5=SA
NCQ6 0.770936 0.669468 0.774949 0.665888 1=SD, 2=D, 3=N, 4=A, 5=SA
NCQ7 0.777863 0.671576 0.761935 0.668589 1=SD, 2=D, 3=N. 4=A, 5=SA
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Organizational Citizenship Behaviour Reliability Results
The CORR Procedure

0CBQ1 0CBQ2 0CBQ3 0CBQ4 OCBQS NEWOCBQ6 NEWOCBQ7 NEWOCBQS NEWOCBQ9 0CBQ10 OCBQ1T 0CBQ12 0CBQ13 OCBQ14 0CBQ15 OCBQ16 OCBQ17
24 Variables: 0CBQ18 0CBQ19 0CBQ20 0CBQ21 0CBQA22 0CBQ23 0CBQ24

Simple Statistics

Variable N Mean Std Dev Sum Minimum Maximum Label

0CBQ1 30 4.06667 0.82768 122.00000 2.00000  5.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
0CBQ2 300 320000 118613 96.00000 1.00000  5.00000 1=SD, 2=D, 3=N, 4=A, 5=5A
0CBQ3 30 3.46667 122428 104.00000 1.00000  5.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
0CBQ4 300 373333 0.82768 112.00000 2.00000  5.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
0CBQS 30 383333 0.83391 115.00000 2.00000  5.00000 1=SD, 2=D, 3=N, 4=A, 5=SA
NEWOCBQ6 |30 356667 1.04000 107.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=8A
NEWOCBQ7 130 3.20000 0.99655 96.00000 1.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=5A
NEWOCBQ8 30 343333 1.22287 103.00000 1.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=5A
NEWOCBQ9 30 3.36667 1.15917 101.00000 1.00000 5.00000 1=S8D, 2=D, 3=N, 4=A, 5=5A
0CBQ10 |30 290000 1.06188 87.00000 1.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
OCBQ11 30 360000 1.03724 108.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
0CBQ12 130 380000 0.84690 114.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
0CBQ13 130 410000 0.71197 123.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=5A
0CBQ14 30 390000 0.71197 117.00000 3.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=8A
0CBQ15 30 4.10000 0.71197 123.00000 3.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
OCBQ16 30 393333 0.73968 118.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
OCBQ7 |30 4.10000 0.60743 123.00000 3.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
OCBQ18 30 4.10000 0.60743 123.00000 3.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=5A
OCBQ19 130 3.90000 0.71197 117.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
0CBQ20 130 373333 0.73968 112.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA
0CBQ21 130 393333 069149 118.00000 2.00000  5.00000 1=SD, 2=D, 3=N, 4=A, 5=5A
0CBQ22 |30 366667 0.88409 110.00000 2.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=8A
0CBQ23 130 4.03333 0.55605 121.00000 3.00000 5.00000 1=8D, 2=D, 3=N, 4=A, 5=SA

Cronbach Coefficient Alpha

Variables Alpha
Raw 0.860774
Standardized 0.903686

Cronbach Coefficient Alpha with Deleted Variable

Raw Variables Standardized Variables

Deleted Correlation Correlation

Variable with Total  Alpha  with Total Alpha
0CBQ1 | 0.784209 0844134 0.763686 0.894126
0CBQ2 | 0.324454 0.860580 0.343056 0.903361
0OCBQ3 0.347239 0.859947 0.386681 0.902430
0oCBQ4 0.556826 0.851357 0.554946  0.898780
0OCBQ5 | 0503170 0.852998 0.513646  0.899684

NEWOCBQ6 | 0532693 0.851412 0.531230  0.899300
NEWOCBQ7 0.140695 0.865680 0.125447 0.907919

NEWOCBQ8 -.245928 0.884419 252977 0.915501
NEWOCBQY9 |  -322497 0.885517 -340014 0.917184
0CBQ10 | -239774 0.880044 -201916  0.914503
0CBQ11 | 0.579457 0.849576 0.612386 0.897513
0CBQ12 0.827153 0.842413 0.820408 0.892836
0CBQ13 | 0.687184 0.848696 0.712351 0.895283
0OCBQ14 | 0.865502 0.843790 0.863423 0.891851
0CBQ15 0.796788 0.845694 0.799552 0.893311
0CBQ16 0.823884 0.844421 0.807935 0.893121
0CBQ17 | 0.786700 0.847906 0.788538  0.893562
0CBQ18 | 0.678468 0.850409 0.699893 0.895563
0CBQ19 | 0.833705 0.844673 0.845273 0.892267
0CBQ20 | 0.441619 0.855157 0.459352' 0.900864
0CBQ21 | 0467070 0.854696 0.514867 0.899657
0CBQ22 | 0412683 0.855789 0.454619  0.900967

A AAn A AEAAAN A AFanca Pt Yo tatatad A AnEEAn
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APPENDIX 3.0: Bank Branches, Number of Staff and Self Service Terminals of
Commercial Banks as at 31 December 2017

Bank Number
Branchas of Staff

Affin Bank Berhad 104 4110
Aliiance Bank Malaysia Beshad ar 3oz
AmBank {M} Berhad 175 &4822
Bangkak Eank Berhiad 3 212
Bank of Amarica Malaysia Barhad i 7
Bank of China (Malaysia) Barhad 7 8
ENP Paribas Malayzia Berhad 1 &9
China Construction Bank Malaysiz) Berhad 1 ]
CIME Bank Beshad it 14,437
Cilibank Barhad 10 2,055
Deuteche Bank (Malaysiz) Barhad 1 k]
Hong Leang Bank Barhad 285 8035
HEBC Bank Malaysia Berhad 42 4,367
Indlia Internatianal Bank (Malaysia) Berhad 1 a0
Indusirial and Cammercial Bank of China 5 50l
iMalzysia; Berhad

J.F. Morgan Chase Bank Berhad 1 136
Ialayan Banking Berhad 356 20,431
Mizuha Bank (Malaysia) Berhad 1 188
MUFG Bank {Malaysia) Eerhad

{formeny known as Bank of 2 420
Tinkpr-MITsTbs i IELY (et i) Bl

MNatienal Banik of Anu Dhatl Malayzia Bemad 1 39
DCEC Eank (Malaysia) Berhad 32 3,450
Public Bank Berhiad 247 14,318
RHE Bank Barhad 197 14,435
Sandard Chartered Bank Malaysia Berhad 28 2,062
Sumitarmo Mitsui Banking Carparaticn i 128
Malaysia Berhad

Tha Bank of Nova Scolia Berhad K| T
United Owerseas Dank Malaysia) Bhd 45 4,923
Talal 1,918 106,798
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APPENDIX 4.0: Reliability of Questionnaires for Full Study

[@ SAS Enterprise Guide £ X
File Edit View Tasks Favorites Program Tools Help 4 9% O3 (8 X | 9 o | [+ |BegProcess Flow ~ 0
ectTree - x Correlations + i
Beg Process Flow Input Data (=] Code [Z] Log ‘& Resuts
=88] FYP-datal169set xisx * a | (& Code | [E] Log . .
45 ot Data (FYP-data6%set ix(Shes €5 Refresh [5] Modify Task | Export + Send To + Create + Publich Properties
-E§ Data Imported from FYP-data169set xisx ~
B3y Query Buider Correlation Analysis for AC
7] QUERY_FOR_FYP_DATA169SET
Query Buider (2) The CORR Procedure
=-ff3 QUERY_FOR_FYP_DATAT69SET_0000
b E“eafzeg"ess"’"m 8 Variables: [new AC5 new AC6 newAC8 AC1 AC2 AC3 AC4 AC7
inear Regression
Linear Regression NC Simple Statistics
|:# Linear Regression CC Variable N  Mean Std Dev Sum Minimum Maximum
& Comelations new AC5 | 169 348521 1.08071 589.00000 1.00000  5.00000
new AC6 | 169 3.22485 1.04499 545.00000 1.00000  5.00000
new AC8 169 3.36686 0.92984 569.00000 1.00000  5.00000
AC1 169 3.33728 1.00527 564.00000 1.00000  5.00000
AC2 169 3.51479 0.93927 594.00000 1.00000  5.00000
£ 2 AC3 169 297041 1.01434 502.00000 1.00000  5.00000
AC4 169 3.27219 0.87109 553.00000 1.00000  5.00000
ACT 169 3.42604 0.90411 579.00000 1.00000  5.00000
m
wGiden Cronbach Coefficient Alpha
C3 Refresh | Disconnect [ Stop Variables Alpha
= SEover Raw 0.741527
Private OLAP Servers Standardized 0.735070
Cronbach Coefficient Alpha with Deleted Variable
Raw
Deleted | Correlation Correlation
Variable with Total Alpha  with Total Alpha
new AC5 0.514828 0.698268 0.505174  0.692609
new AC6 0.549082 0.691111 0.533689  0.686768
new AC8 0.470108 0.708668 0.450773  0.703565
AC1 0.495296 0.702933 0.500433  0.693573
AC2 0.412354 0.719273 0.414107  0.710814
AC3 0.495953 0.702718 0.503706  0.692907
ACA 0102038 N 7R9957 N 1NR329 | N 7R745A v
Ready | % No profile selected |

- 0 B : Reliability-Pearson-Multiple-163-sets - Word (Product Activation T E - &8 X
ALE HOME | INSERT ~ DESGN  PAGELAYOUT  REFERENCES REVIEW  VIEW Sign in
- 5 & o a = nd >

Calibri(Body) =|11 - A" A" Aa- % HA =-i=- “- 2T | aabcedel AsBbCeDe AaBbCe Aa # Find
. & Replace
i, x| A-Y-A-BRBE === By » . 1 Normal ¥ No Spa Hea N S
Font ‘. Paragraph E style . Editing ~
Correlation Analysis for CC
The CORR Procedure
& Unear Regresson AC
Unar Rogression NC 8 Variables: new CC1 new CC4 CC2  CC1  CC5 CC6  CCT  CC8
Unwar Ragresson CC
Comeistions A= Simple Statistics
7 Comelations NC Varlable N Mean| Std Dev Sum Minimum
Cosslations CC new CC1 169 298225 111523 50400000 1.00000
Comistors new CCA 169 302367 109627 51100000 100000
£, Comelelions AC and OCB cc2 169/ 326036 103666 55100000 100000
¢ Comlaliors @ w3 169 317751 106535 537.00000 1.00000
2 Coulalors ) v ccs 169 140828 081951 57600000 1.00000
< > cCH 163 307101 092308 519.00000 100000
ccr 163 314201 086117 531.00000 1.00000  5.00000
ccs 163 359763/ 086124 606.00000 200000 500000
Cronbach Coelficient Alpha
C3 Befresh | Disconne : Variables Alpha
Lo Haw 0794683
E i Prvas OLAP Standardized 0618972
Cronbach Coefficient Alpha with Deleted Variable
Raw Variables | Standardized Variables
Deleted  Correlation Correlation
Variable  with Total  Alpha'  with Total  Alpha
newCCl | 0262706 0574571 0235836 0603580
newCCA - 172872 0704353 - 179844 0712384
cc2 0490767 0495793 0432842 0534092
cc 0447005, 0.509977 0448332 0547741
cch 0383115 0541025 0335991 0563426
cc 0277898 0567241 0305121 0589762
T N ABRRR N 424458 N 45712 0SS N
Danst B T R =

PAGE3OFSs  33WORDS [IR  ENGLISH (MALASIA)

w L~ 0 B g ¢« 8 ¢ 6
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[ T B R 3 Reliabilty-Pesrson-Multiple- 162-sets - Word (Product Activation Failed) ? @ - 8 X
HOME INSERT DESIGN PAGE LAYOUT REFERENCES MAILINGS REVIEW VIEW ﬁgnwn‘
g i . by : 2 ol | & #Find -
Catbri@ody) ~[11 ~ A & Aa- e F[A] = T ambococ asmbocoe AaBoCc Asocet AQB assbees [ g o
P, - o~ ES ps e Y 2.
'ﬂ:" bt bk I U-abex.x A-¥-A-BE RS Normal | TNoSpac... Heading1 Heading 2 itle Subtitle Nocales
Font 1 Paragraph fa Styles i g ~
QUERY_FOR_FYP_DATATGSSET | A 2
Query Bulde (2) Correlation Analysis for NC
ol FOR_FYP_DATA163SET_0000
e P(;@L;ﬂ & The CORR Procedure
| Linear Ragresson AC
7 | 1 Unesr Regresson 1 8 Variables: [new NC2 newNC3 newNC5 newNCB NC1  NC4  NC&  NC7
b Linear Regression CC
|7 Comelations AC
| Coselations NC
|/ Condations CC 5 45700000 1.00000
| Corelaons inewNC3 163 252071 0.95798 426.00000 1.00000
12 Comlatons ACand 0CB inew NC5 169 299408 103923 50600000 100000
£ Comslations @ inewNCB 169 260355 0.83252 440.00000 1.00000
¢ Conslatons ) v| INC1 169 389941 0.84265 659.00000 1,00000
< > INCA 169 3.30178] 101069, 556.00000 1.00000
INCE 169 310059 095522 52400000 100000

320710 542.00000

Cronbach Coeffic:

1.00000

onnect @ Stop Variables
Raw
& @ Seven 7
(& [y Prvate OLAP Sorvers Standardized 0.792000

Cronbach Coefficient Alpha with Deleted Variable

Raw Variables Standardized Variables
Deleted  Correlation Correlation
Varisble  with Total  Alpha  with Total Alpha
newNC2 0432140 0.357783 0428440  0.373607
new NC3 0411868 0.370288 0405084 0.383731
new NC5 ~311858 0659446 -303049 0637329
new NC8 0.206921 0456118 0198690, 0.467992

NC1 - 150271 0.569036 - 148385 0.590100
NC4 0523692 0311333) 0523039 0331337

NCR NARTIRA N USRAR|  NATNR1Q N RR4974 ¥

PAGE3OF6 33WORDS [IX  ENGUSH (MALAISIA)

W 2 o Bt g e 8 6

[ 5AS Enterpse Guide - [« x

File Edit View Taks Favortec Frognm Tosk Hep |W-(3+ % |5 o 5 X | % |- | BegProcess Flow + 5]

Comelatons ~ x

i Process Flow 5l ot tata 2] Code =] 1og @ Resuts

8] TYPotalGhet s i : -
3 irot Dote (Pt (net ds{Sht1] | & Fefrasn 5] Modity Task | Export + SendTo + Create » 7

B3 Deta Imporedfron FYP-deta 16%0etslax

[E Propenies

e Correlation Analysie for OCB B
5 %;lsnv_Fon_rvP_D/J,\‘;ssEY The CORR Procedure
Query Buikder (3

53 QUERY_FOR_FYP_DATA15SSET_0000
Linear Regreasior 2 OC31 0C32 0OCB3 0CB4 0CB5 ©CB6 OCBY
Linear Regreasion AC Variables: |OCD13  OCO19 0CD20 CCB21 OCD22 0OCD23  OCD24
Linear Regression 1C
Linear Regreasion CC

OCE8 OCB9 OC310 OCB11 OCB12 OCB‘ OCBi4 OCB1> OCE16 CCB17

Simple Statistics

it Variable| N Moean| Std Dev Sum Minimum Maximum
e OCBI 150 414793 089077 701.000C0 1000C0 500000
R 0CB2 159 347337 1.04591 587.00000 100000 500000

|7 Cumtira OCB3 159 384515 109553 650.00000 1000C0 500000
= OCB4 159 371599 0.63936 626.000C0 120000 500000

< 3 OCD5 139 30225 0.00206 673.000C0 1.000C0 500000

0CB5 | 159 283432 115020 475.000C0 1.000C0 500000
OCBT 159 285799 113545 483.000C0 1.0000 500000
e OCBS 159 251479 117060 425.000C0  1000C0 500000
ALaAen OCBY 159 268347 109312 45300000 1000C0 500000
OCHI0 159 268539 105892 454 D00CO 100000 5 00000
OCB11 159 342012 099753 5/E.000C0  1.000C0 5.00000
OCB12 159 352563 085958 596.000C0 1.000C0 500000
OCB13 159 402367 068097 680.000C0 1.000C0 500000
0CB14 139 391716 070221 662.000C0 2000C0 500000
OCBI5 150 395266 0.67973 66€.000C0 10000 500000
OCBI6 | 139 386382 0.67760 §54.000C0 2.000C0 500000
OCDI7 | 133 400200 072375 G76.000C0 10000 500000
OCBIS | 159 410359 0.68700 633.000C0 1.000C0 500000
0CB19 | 159 398317 0.70701 674.000C0 1.0000 500000
0CB20 | 159 375740 089560 535.000C0 10000 500000
OCB21 159 386362 081334 654.000C0 1.000C0 500000
OCB22 159 386397 085171 3.000C0  1.000C0 500000
OCB23 159 409325 0./1/64 000CO  2.300C0 500000

< >

3 Refrest: | Disconnect m Stoo

A Seves
-y Mrivote OLAT Servers

Ready | % No profile celected
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[@ sasenterprise Guide

- 8 X
File Edit View Tasks Favorites Prognm Tooks Hep |E-(5- & |8 o+ @3 3 X |9 o4 |- | EgProcessFlow - Jo)
Project Tree. % Comelations + 5

B oo e et ] e
) inpor Dt (FYP data63uet et | $3 Befresh B Modity Tosk | Export + Send To - Creste + Publish | [ Propertes
& S;‘B"vv':;;:w”’m'%ﬂw OCB20 | 169 3.75740 0.89660 635.00000 1.00000  5.00000 A
ery Bukder OCB21 | 169 386982 0.81334 654.00000 1.00000 5.00000
m;ﬂ“mﬁ—‘gﬁﬁ;—)“”m” 0CB22 | 169 386391 0.85171 65300000 100000 500000
= OCB23 | 169 405325 0.71764 685.00000 2.00000 500000
[,;;?;E::;rg:;;:;?m\159ssr_oocm OCB24 | 169 410651 066406 694.00000 200000 5.00000
et Hogromn A0 Cronbach Coefficient Alpha
Linear Regression ;‘IC Variables Alpha
Linear Regresson CC Raw 0842638
Standardized 0.866351
Cronbach Coefficient Alpha with Deleted Variable
Raw Variables Standardized Variables
> Deleted = Correlation Correlation
Variable ~ with Total  Alpha  with Total  Alpha
2] 0CB1 0391197 0837220  0.424080 0.861468
ocB2 0322809 0840436 0.309163 0.865000
e ocB3 0380582 0838128 0.393547 0.862413
) Stop 0CB4 0346299 0838819 0.376435 0862940
T 1 Soven 0CB5 0.353091 0.838624 0379430 0.862846
- Private OLAP Servers 0CB6 0110773 0851095 0.045894 0.872843
0OCB7 0194017 0846982 0.1318%8 0.870319
0oCB8 0355932 0839730 0.282059 0.863824
ocB9 0374921 0838370 0.302275 0865210
OCB10 | 0216570 0.845100  0.165590 0.869320
OCB11 | 0409681 0836556 0407603 0861978
OCB12 | 0467681 0834461 0474010 0859911
OCB13 | 0582146 0832165 0606989 0855704
OCB14 | 0407243 0837106 0446339 0860775
OCB15 | 0539081 0833430  0.568349 0856936
OCB16 | 0515287 0834137  0.565140 0857038
OCBI7 | 0494112 0834368  0.537644 0857910 v
< >

Ready

% No profile selected

APPENDIX 5.0: Pearson Correlation Coefficient Result

SAS Enterprise Guide

File Edit View Tasks Favorites Program Tools Help |- (- @ | & ¢ Os (% X | 9 o |- |BegProcess Flow ~ T
Project Tree - x Correlations (2) ~ 2
iEmcses fiow &3 nout Data 5] Code (2] Log & Resuts

) FYPdata169setxisx >
) import Data (FYP-dotaT68set isSheet 1] €3 Refresh [] Modify Task | Export » Send To ~ Create » Publish Properties
££3 Data Imported from FYP-data169set xisx

By Query Builder Correlation Analysis between AC and OCB
£3 QUERY_FOR_FYP_DATA169SET
3y Query Buider () The CORR Procedure

f7] QUERY_FOR_FYP_DATA163SET_0000
|# Linear Regression

1 With Variables: average OCB
1  Variables: average AC

Simple Statistics

|# Comelations AC Variable N Mean Std Dev Sum Minimum  Maximum |Label

| Comelations NC average OCB | 169 3.63289 041590 613.95833 283333  5.00000

|# Comelations CC average AC 169 3.32470 0.58237 561.87500 1.75000  4.75000 average AC

|# Comelations
| Comelations (2) Pearson Correlation Coefficients, N = 169
e 5 Prob > |r| under H0: Rho=0
average AC
0.24625
) Eéﬂi average OCB 0.0012
Generated by the SAS System (Local’, W32_8HOME) on January 25, 2019 at 2:27:06 PM
€3 Refresh | Disconnect [ Stop
[ Servers Page Break

Private OLAP Servers

Ready

| % No profile selected |
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(B $AS Enterprise Guide

Tile

& oot FYPdela 165wt dsx[Sheet 1] A
] Dt ieportend brom FYP-dala 165wel xiex

Sy Query Buider
l| QUERY_FOR_FYP_DATAIGSSET
Query Buider @
| QUERY_FOR FYP_0
o Lnes Regresson
¥ Lneer Regresson AC
o7 Unesr Regresson NC
o Linewr Ragression (C

Edt  View Tasks Favoetes Pr

ATAIESSET 0000

U 1l Seven
il Prvate OLAP Servers

ogram  Tools  Hep

Corrclations (3)

ZlrotDas 3 Code (] log W Fests
K5 Refresh (3] Modify Task | Export = SendTo = Creste = P

MR AT AR

~ | EagProcess Flow +

B Propeties

Correlation Analysis for CC and OCB

The CORR Procedure

1 With Variables: average 0CH

1 Variables:  acorage CC

Simple Statistics

Variable N Mean Std Dev Sum Minimum Maximum [abel
aversge OCB 169 363289 0.415%0 61395833 2383333  5.00000
aversge CC 169 320784 049961 54212500 175000  4.373500 average CC

Pearson Cormelation Coefficients, N = 169

average OCB

ed by the SAS Sy

Prob > ] under HO: Rho=0
average CC
0.15812
00400

(Local’, W32_8HOME) on January 25, 2019 at 2.37.25 PM

Page Break

Ready

[@ SAS Enterprise Guide

File Edit View Tasks Favorites

Program  Tools Help

O3 @ X

x

Correlations (2) ~

) M | [+ |BegProcess Flow ~

8§ FYP-datal69setxsx a
) Import Data (FYP-data169set xisx[Shet

3 Data Imported from FYP-data169set xisx
Eq Query Buider

73 QUERY_FOR_FYP_DATA163SET
By Query Buider (2)

73 QUERY_FOR_FYP_DATA163SET_0000

|# Linear Regression

| Linear Regression AC

[# Linear Regression NC

|# Linear Regression CC

| Comelations AC

| Comelations NC

|# Comelations CC

| Comelations

|# Comelations AC and OCB

| Comelations (2) v

53 inputData (5] Code [Z] Log ) Resuts
€3 Refresh [5] Modify Task

Export + SendTo + Create + Publish

[E] Properties

a8

efresh \ Disconnect

stop

- Servers
[Ely Private OLAP Servers

&

Ready

Correlation Analysis for NC and OCB
The CORR Procedure

1 With Variables:
1 Variables:

average OCB
average NC

Simple Statistics

Variable N Mean Std Dev Sum Minimum Maximum Label
average OCB | 169 3.63289 0.41590 613.95833 283333  5.00000
average NC | 169 3.04142 0.44691 514.00000 1.62500  4.37500 average NC

Pearson Correlation Coefficients, N = 169
Prob > |r| under H0: Rho=0
average NC
0.20556

average OCB 0.0073

Generated by the SAS System (Local’, W32_8HOME) on January 25, 2019 at 2:34:35 PM
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| % No profile selected
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APPENDIX 6.0: Multiple Regression Result

Linear Regression Results

The REG Procedure
Model: Linear_Regression_Model
Dependent Variable: average OCB

Number of Observations Read | 169
Number of Observations Used 169

Analysis of Variance
Sum of Mean

Source DF Squares Square F Value Pr>F
Model | 3/ 193788 06459  3.93 0.0097
Error | 165 27.12104 0.18437
Corrected Total 168 29.05893
Root MSE 040543 R-Square | 0.0667
Dependent Mean = 3.63289 Adj R-Sq  0.0497
Coeff Var 11159867
Parameter Estimates

Parameter Standard
Variable DF Estimate Error| t Value Pr> |t
Intercept 1 266856 028684 930 <0001
average AC | 1 016131 006927 233 0.0211
average NC | 1 010354 007458 139 0.0369
average CC | 1 025365 012435 204 00430

Generated by the SAS System (Local’, W32 8HOME) on January 26, 2019 at 6:49:11PM
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