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INTRODUCTION

Increasingly rapid development period re-
quires the organization to adapt and find the right
strategies in order to face the challenges (Oussa-
ma & Johari, 2016). Development of human
resources is very important to do (Udiyana et al.,
2015). Besides maintaining employee has a com-
pany that employees feel is also very important
(Tahapary & Martono, 2017). One of the global
strategic issues in human resource management
are a growing concern is the extra role behaviors
that one of them is organizational citizenship be-
havior or OCB (Mukhodah & Ranihusna, 2018).
OCB is associated with positive antecedents and
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consequences (Bolino, Klotz, Turnley, & Harvey,
2013). OCB carried out by employees can be de-
rived from different sources (Bolino et. al., 2013).
OCB is an individual contribution that exceeds
the demands of the role in the workplace (Fitrias-
tuti, 2013). According to Afsar and Badir (2016)
when organizations try to foster a sense of OCB
on the employee, the employee will perceive that
the office becomes a more attractive place to work
and organization can recruit, train and retain the
best people. So it is important for organizations to
try to bring up the OCB on the employee.

In the service industry, employees are re-
quired in order to show the OCB in the workplace
(Chiang & Hsieh, 2012). OCB is an attitude that
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SO many organizations are expected to have its
employees (Aussy & Sudarma, 2017).

Organizations that want employees to
OCB should focus primarily on the support of
the organization is perceived by employees (Afsar
& Badir, 2016). According to the theory of or-
ganizational support, perceived organizational
support should emberikan reciprocity that leads
to an obligation to help organizations (Kurtessis
et al., 2016). Based on previous studies, organiza-
tional citizenship behavior is one factor that gives
the advantage to the organization (Podsakoff et
al., 2009; Somech & Zahavy, 2013; Knippenberg
et al., 2015; Dai et al., 2016). That is because the
organizational citizenship behavior can improve
organizational performance (Turnipseed & Ras-
suli, 2005).

One forming organizational citizenship
behavior of employees is perceived organizatio-
nal support (Ardi & Sudarma, 2015). Support the
organization held by employees will encourage
employees to do the organizational citizenship
behavior (Novira & Martono, 2015). According
to Krishnan and Mary (2012) perceived organi-
zational support is the belief of employees that
the organization concerned and to appreciate the
contributions of the employees in the long term
for the success of the organization.

Organizational citizenship behavior is also
always associated with individual behavior (Hoon
& Tan, 2008). The human personality is made up
of many components or properties (Nurlaila &
Sudarma, 2017). Every employee has a different
personality, so as to form the pattern of employee
behavior is different also. The dimensions of per-
sonality has a positive relationship with the dee-
per aspects of the organizational citizenship be-
havior (Organ & Lingl, 1995). So the personality
is the one of factors that influence organizational
citizenship behavior (Mahdiuon et al., 2010).

Based on research previous on OCB, there
are several variables that affect the appearance of
organizational citizenship behavior are organi-
zational commitment (Feather & Rauter, 2004;
Pradhan & Jena, 2016), Perceived organizatio-
nal support (Ahmed et al., 2015; Afsar & Badir,
2016), Organizational Justice (Chan & La, 2016;
Lim & Loosemore, 2017) and personality type
(Mosalaei et al., 2014; Revelle, 2016; Murphy et
al., 2017). So in this study focuses on perceived
organizational support, personality type (focused
on extraversion personality) and organizational
commitment (especially affective commitment).

There are differences in the results of the
research on the impact of the perceived organi-
zational support with organizational citizenship
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behavior. According to Gupta et al. (2016) percei-
ved organizational support was significantly re-
lated to organizational citizenship behavior. Ho-
wever, the research conducted by Mangundjaya
(2012) showed that no significant difference bet-
ween the perceived organizational support with
organizational citizenship behavior.

In addition, research on the effect of ex-
traversion personality with organizational citi-
zenship behavior there is a research gap. Accor-
ding to Judge et al. (2014) extraversion personality
types have a significant impact on organizational
citizenship behavior. However, the research con-
ducted by Mosalaei et. al., (2014) showed that
there was no significant effect on the extraversi-
on personality types to organizational citizenship
behavior.

Affective commitment role as mediating
variables influence the perceived of the relation-
ship of the organization support organizational
citizenship behavior and relationships influence
extraversion personality on organizational citi-
zenship behavior. As research has been done by
Gupta et. al., (2016) that affective commitment is
able to mediate the relationship between perceived
organizational support with organizational citi-
zenship behavior. In addition, research Purba et al.
(2014) revealed that affective commitment is able
to mediate the extraversion personality types rela-
tionship with organizational citizenship behavior.

Research was conducted on Supermarket
Aneka Jaya Sambiroto employees. Supermarket
Aneka Jaya Sambiroto is one of the retail stores
in the city of Semarang. Based on the observation
and study pre researchers who have done the 20
employees it is obtained that the management of
the store already do support organizations such
as the one training that can improve the ability of
employees. But apparently there are still concerns
about organizational citizenship behavior.

This research is interesting to do because
there is no research on organizational citizenship
behavior of employees who use a retail store as a
research object. In addition, research is also inte-
resting to do because some of the variables used
in this study focuses on one dimension that has
always been the strongest predictor in the study
of organizational citizenship behavior.

Hypotheses Development

According to Martono and Putri (2018)
POS is a global trust the employees about the
extent to which an organization concerned with
the welfare of employees and the contributions
of employees. Perceived organizational support
has also been defined as the belief of employees
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to the extent to which the organization contri-
butions of employees and give attention to the
welfare of employees (Zheng, 2018). A meta-ana-
lysis showed that the perceived of organizational
support plays a positive role in affective commit-
ment of employees (Meyer et al., 2002). In the
social exchange theory, the employee will repay
what they received (support organizations) with
a commitment to the organization (Muhammad,
2014). Which was developed especially its com-
mitment to the employee's emotional bond with
the organization (Grant et al., 2008).

Based on research conducted by Griffin et
al. (2001) states that perceived support is positive-
ly related to affective commitment of employees.
So it can be assumed that if an employee finds
support organization then it can bring the emplo-
yee affective commitment. From the above it can
be formulated hypotheses as follows:

H1: Perceived organizational support has positi-
ve and significant effect on affective commit-
ment.

Personality is the dynamic characteristics
of an individual and organized that affect cogniti-
on, motivation, and behavior (Ramdhani, 2007).
Extraversion personality refers to the extent to
which individuals self-confident, assertive and
energized (Barrick & Mount, 2005). In some stu-
dies show the results that extraversion personality
associated with affective identification of indivi-
duals (Purba et al., 2014).

According to Brown (1996) emotional-
ly stable individuals tend to experience positive
feelings that can increase the positive experience
of employees in the organization so it can inc-
rease employee affective commitment. So it can
be assumed that extraversion personality types
can bring affective commitment on the employee.
From the above it can be formulated hypotheses
as follows:

H2: Extraversion personality has positive and sig-
nificant effect on affective commitment.

OCB is considered as a system of coope-
ration and the willingness of employees to cont-
ribute to the success of the organization's goals
(Hidayah, 2018). According to Allen and Meyer
(1990) organizational commitment is defined as
the emotional attachment, identification, and the
individual's involvement with the organization
and the desire to survive in the organization. So
the commitment the organization has an impor-
tant role in the OCB (Sena, 2011).

Research has been done by Feather and
Rauter (2004) shows that affective commitment
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has a positive relationship to organizational citi-
zenship behavior. Affective commitment has the
most dominant element in shaping the major deter-
minant of employee behavior (Meyer et al., 2002).
Employees who have a high affective commitment
can identify the organization and continue to work
to achieve organizational goals. From the above it
can be formulated hypotheses as follows:
H3: Affective commitment has positive and sig-
nificant effect on organizational citizenship
behavior.

According to Afsar and Badir (2016) per-
ceived of organizational support has been found
to have an important influence on employee per-
formance and reward of support, respect, and the
relationship between employee and employer.
Perceived organizational support plays an impor-
tant role in the social exchange relationship bet-
ween the employee and the organization (Knip-
penberg et al., 2013).

Perceived organizational support and emo-
tional response to social needs that are important
to employees taking into account the aspirations
and values (Muhammad, 2014). When an organi-
zation providing support to employees according
to their perceived, then employees are more loyal
and confident and results of organizational per-
formance will be improved, especially the role of
extra role (Nisar et al., 2014). From the above it
can be formulated hypotheses as follows:

H4: Perceived organizational has positive and
significant effect on organizational citizens-
hip behavior.

According to the Organ (1990) individual
differences play an important role in predicting
whether the employee will demonstrate organi-
zational citizenship behavior (Elanain, 2007).
Employees who have a high score in extraversion
personality generally outgoing, assertive, active,
courageous, energetic, and eskpresif (Goldberg,
1992). So that employees with high extraversion
scores will make it easier to show the organizatio-
nal citizenship behavior (Elanain, 2007). From the
above it can be formulated hypotheses as follows:
H5: Extraversion personality has positive and sig-

nificant effect on organizational citizenship
behavior.

One of the determining factors of organi-
zational citizenship behavior is perceived orga-
nizational support (Ardi & Sudarma, 2015). As
employees' perceived organizational concerns
regarding performance evaluation and employee
contributions foster positive attitudes and beha-
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vior (Gupta et. al., 2016). In the study conducted
by Gong and Chang (2008) have found results
that when organizations provide career advance-
ment opportunities. The employee responds with
a high commitment to the organization, the per-
formance of the company, and OCB.

According to Meyer et al. (2002) organiza-
tional support provided can increase organizatio-
nal commitment. Affective commitment become a
key determinant in the emergence of organizatio-
nal citizenship behavior (Meyer et al., 2002; Har-
rison et al., 2006). So it can be assumed that the-
re are significant indirect relationships. From the
above it can be formulated hypotheses as follows:
H6: Perceived organizational support has positive

and significant effect on organizational citi-
zenship behavior through affective commit-
ment.

According to Panaccio and Vandenberghe
(2012) personality is the deciding factor in the
behavior of individuals in the workplace. Extra-
version personality become the strongest predic-
tors of behavior and consistent bersosial effect on
organizational citizenship behavior (Purba et. al.,
2014). A positive attitude shown by the emplo-
yees have extraversion personality will influence
the affective commitment of employees (Panac-
cio & Vandenberghe, 2012).

According to Purba et al., (2014) individu-
als with high scores in extraversion personality
will have a more stable emotions and to increase
affective commitment that can ultimately lead pe-
ningkatakan organizational citizenship behavior.
From the above it can be formulated hypotheses
as follows:

H7: Extraversion personality has positive and sig-
nificant effect on organizational citizenship
behavior through affective commitment.

Based on the description of the develop-

ment of the above hypothesis, the research model
can be described as follows:

\.

~

POS

Affective OCB

Comimitment

Y

|

Extraversion
personality

Figure 1. Research Model
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METHOD

The population in this study are employees
Aneka Jaya Supermarket Sambiroto of 126 emp-
loyees. The sampling technique using saturated
sample so that the whole population is used as a
sample. Methods of data collection using a questi-
onnaire with a Likert scale of 1-5. The data analysis
using descriptive analysis, hypothesis testing, and
test path analysis using the data processing program
SPSS version 25. The instrument used in this study
have been tested for validity and reliability.

This study uses a variable perceived orga-
nizational support and extraversion personality as
independent variables. Organizational citizenship
behavior as the dependent variable and affective
commitment is used as a mediating variable.

Variable perceived organizational support
was measured with 6 items belong statement
(Afsar & Badir, 2016). Examples of items that
statement is "every time I got in trouble, the or-
ganization in which I work provides troubleshoo-
ting help". Extraversion personality variables
were measured with the 12 item belongs state-
ment (Mccrae et al., 2005). Examples of items
that statement is "I can say unequivocally would
be something I do not like".

Variable affective commitment was measu-
red with 8 items belonging statement Allen and
Meyer (1990). Examples of items that statement
is "I feel the problem is the organization's my
problem too". Variable organizational citizenship
behavior was measured with 10 items belong sta-
tement Chiang and Hsieh (2012). Examples of
items that statement is "I help my colleagues who
have voluntarily excessive workload".

Validity Test

According Ghozali (2013) test is used to
measure the validity of a legitimate or valid whet-
her or not a questionnaire. A questionnaire is said
to be valid if the statement on the questionnaire
can reveal something that will be measured by the
questionnaire (Ghozali, 2013). A statement items
or questions in the questionnaire considered valid
if r count > r table.

In this study, the number of respondents
who used the validity of the test by 30 respondents,
so this study is 0,361 r table using a significance
level of 5%. Test the validity processed using the
data processing program SPSS version 25. The-
re are 36 items in the test statement in this study,
namely, variable perceived organizational support
consisting of 6 items statement, extraversion perso-
nality variable declaration consists of 12 items, the
variable affective commitment consist of 8 items



Benedicta Dinda Christia Hernani & Palupiningdyah/ Management Analysist Journal 9 (1) 2020

statement and variable organizational citizenship
behavior of 10 items of the statement.

Validity test results on the perceived of or-
ganizational support variable showed that 6 state-
ment items have a value of r count> r table. So it
can be said that all the items statement declared
valid perceived organizational support and can
be used on subsequent data retrieval. In the test
the validity of extraversion personality variables
showed that 12 items have a value statement r
count> r table. So it can be said that all the items
in extraversion personality statement declared va-
lid and can be used on subsequent data retrieval.

Validity test results on variable affective
commitment shows that 8 statement items have
a value of r count> r table. So it can be said that
all items affective commitment statement dec-
lared valid and can be used on subsequent data
retrieval. On the validity of the test variable or-
ganizational citizenship behavior showed that 10
items of the statement has a value of r count> r
table. So it can be said that all organizational citi-
zenship behavior statement item is valid and can
be used on subsequent data retrieval.

Reliability Test

Reliability test is used to measure the re-
liability of a questionnaire. According Ghozali
(2013) questionnaire can be declared reliable or
reliably if someone answers on the statement is
consistent or stable over time. An instrument is
declared reliable if had Cronbach Alpha (a)>
0.70. This study uses the data processing program
SPSS version 25 to test the reliability.

Based on the results of SPSS output shows
that the Cronbach Alpha value for the variable per-
ceived of organizational support at 0.828> (.70,
Cronbach Alpha value extraversion personality va-
riable of 0.831> 0.70, Cronbach Alpha value va-
riable affective commitment amounted to 0.815>
0.70, and the value of Cronbach Alpha variable
organizational citizenship behavior amounted to
0.757> 0.70. It can be concluded that all the va-
riables in this study had a Cronbach Alpha values
greater than 0.70. That is, the variable perceived
of organizational support, extraversion personali-
ty, affective commitment, and organizational citi-
zenship behavior said to be reliable.

RESULT AND DISCUSSION

Descriptive Analysis

According to Ferdinand (2014) descriptive
analysis is used to provide a picture or description
of empirical data collected in the study. This study
uses a Likert scale of 1-5 with 1 minimum valuati-
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on techniques and a maximum of 5. The analysis
is performed using an index value of each indicator
to describe the respondents' perceiveds of the items
proposed statement (Ferdinand, 2014). This analy-
sis was conducted to determine the general percep-
tion of respondents regarding the variables studied.
Based on the research that has been done, the ana-
lysis results obtained in the description in Table 1.

Table 1. Descriptive Analysis Results

No. variables Index Criteria

1 Perceived Organiza- 76.88 High
tional Support

2 extraversion 81.28 High
personality

3 Affective 76.06 High
commitment

4 OCB 82.55 High

Based on the results of the analysis, it can
be seen that all variables in this study included in
the high category. It shows that the respondents
in this study considers that the management of
the store is to support the organization so that
employees are easier to demonstrate OCB.

Hypothesis Test

According to Ghozali (2013) the statistical
test t is used to show how far the influence of one
explanatory variable (independent) individually
in explaining the dependent variable (dependent).
In this study using a data processing program that
is SPSS version 25 by using a significance level of
0.05 (a = 5%). Determination of acceptance of
the hypothesis that is, if the value of sig. count
<sig. table then HO is rejected and Ha is accept-
ed. While the determination of the acceptance of
mediation effects is seen by comparing the value
of direct influence and the total path coefficient
(Ghozali, 2013). Based on the research data ob-
tained from the questionnaire, the hypothesis test
results are obtained in table 2.

Table 2. T Statistic

Variabel KA PK
PD T 2,354 3,191
Sig. 0,020 0,001
KE T 3,179 5,668
Sig. 0,002 0,000
KA T - 2,716
Sig. - 0,008
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Hypothesis test 1

In testing hypothesis 1 that is the effect of
the perceived organizational support for affective
commitment, the value of t arithmetic is 2.354>
t table 1.974 with a significance level of 0.020
<0.05, then H1 which states the perceived orga-
nizational support has a positive and significant
effect on affective commitment is accepted. The
direction of a positive relationship indicates that
when employees 'perceived organizational sup-
port are positive it will lead to employee affecti-
ve commitment, and vice versa when employees'
perceived organizational support are negative,
employees will not have an affective commitment
to the organization. The results of the study are
in line with research conducted by Gupta et al.,
(2016) namely the perceived organizational sup-
port has a positive relationship with affective
commitment.

Hypothesis test 2

In testing hypothesis 2, that is the effect
of extraversion personality on affective commit-
ment, the result of t value is 3.179> t table 1.974
with a significance level of 0.002 <0.05, then
H2 which states that extraversion personality
has a positive and significant effect on affecti-
ve commitment is accepted. The direction of a
positive relationship shows that employees with
high score extraversion personalities are more
likely to have affective commitments, and vice
versa if employees have extraversion personality
with low scores, it is difficult to have affective
commitments. The results of this study are sup-
ported by research conducted by Panaccio and
Vandenberghe (2012), which is that the type of
extraversion personality has a positive relation-
ship with affective commitment.

Hypothesis test 3

The statistical test t on hypothesis 3 is the ef-
fect of affective commitment on organizational citi-
zenship behavior has obtained the t value of 2.716>
ttable 1.974 with a significance level of 0.008 <0.05,
then H3 which states affective commitment has a
positive and significant effect on organizational citi-
zenship behavior be accepted. The positive directi-
on of the relationship shows that when employees
have affective commitment, they can easily show
organizational citizenship behavior, and vice versa
when employees do not have affective commitment,
employees will not show organizational citizenship
behavior. The results of this study are supported by
research conducted by Huang et al. (2012) namely
affective commitment can improve organizational
citizenship behavior.
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Hypothesis test 4

The statistical test t on H4 is the effect of
the perceived organizational support on organi-
zational citizenship behavior has obtained the va-
lue of t arithmetic of 3.191> t table 1.974 with a
significance level of 0.002 <0.05, then H4 which
states the perceived organizational support has
a positive and significant effect on citizenship
behavior organizationally accepted. A positi-
ve relationship indicates that positive employee
perceived organizational support will encourage
employees to exhibit organizational citizenship
behavior, and vice versa when employees have ne-
gative perceiveds then employees will not exhibit
organizational citizenship behavior. The results
of the study are in line with research conducted
by Afsar and Badir (2016) and Oussama and Jo-
hari (2016), namely the perceived organizational
support has a positive and significant influence
on organizational citizenship behavior.

Hypothesis test 5

In testing hypothesis 5 that the effect of
extraversion personality on organizational ci-
tizenship behavior has obtained the value of t
count 5.668> t table 1.974 with a significance
level of 0.000 <0.05, then H5 which states that
extraversion personality has a positive and signifi-
cant effect on organizational citizenship behavior
is accepted. The direction of a positive relation-
ship indicates that when employees have a high
score extraversion personality it is easier to show
organizational citizenship behavior, and vice ver-
sa when employees have a low score extraversion
personality then it will be difficult to show orga-
nizational citizenship behavior. The results of
the study are supported by research conducted
by Judge et al., (2014) namely the type of extra-
version personality has a positive and significant
influence on organizational citizenship behavior.

Path Analysis

Path analysis is an extension of multiple li-
near regression analysis to estimate the causality
relationship between variables that have been pre-
determined based on theory (Ghozali, 2013). This
study will examine the effect of perceived organi-
zational support and extraversion personality on
organizational citizenship behavior through affec-
tive commitment. To find out whether or not there
is an effect of mediation, the following is the result
of calculating the direct relationship, indirect re-
lationship, and total indirect relationship between
perceived organizational support, extraversion per-
sonality, affective commitment to organizational
citizenship behavior. Firts, the path coefficient will
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be compared. The path coefficient is calculated
by making two regression model equations. Fol-
lowing are the regression equations in this study:

Regression 1

KA =b,PD + b2KE + el

KA =0,206PD + 0,279KE + 092

Regression 2
PK =b,PD + b2 KE + b3 KA + €2
PK =0,236PD + 0,426KE + 0,202KA + 0,76

Based on the results of the path analysis, it
can be described the relationship of each variable
through the image below:

Figure 2. Path Analysis

Based on the results of the regression equa-
tion and path analysis above, the following table
3 is the result of calculating direct, indirect, and
total indirect relationships between perceived or-
ganizational support, extraversion personality,
and affective commitment to organizational citi-
zenship behavior:

Table 3 shows that the direct effect of per-
ceived organizational support on organizational
citizenship behavior is 0.426 while the total effect
is 0.475. So it can be concluded that the total ef-
fect of the perception of organizational support
through affective commitment (0.475)> the direct
effect of the perception of organizational support
on organizational citizenship behavior (0.426), it
can be concluded that the affective commitment

Table 3. Path Coefficient

in this study has a mediating effect even though it
is only 0.049. So H6 which states the perception
of organizational support has a positive effect on
organizational citizenship behavior through af-
fective commitment is accepted.

The effect of perceived organizational
support on organizational citizenship behavior
will be even higher if it is balanced with affective
commitment to Aneka Jaya Sambiroto Self-servi-
ce employees. The results of the study are in line
with research conducted by Gupta et al., (2016)
that affective commitment is able to mediate the
relationship between perceived organizational
support and organizational citizenship behavior.

Based on the results of the study, Aneka
Jaya Sambiroto Supermarket employees assu-
me that management has provided support, one
of which is to accommodate the aspirations of
employees through a briefing session just before
opening the store and closing the shop. So that it
makes employees feel that all employees have an
important role in the success of the store. Emplo-
yees who have personal meanings will more easi-
ly show concern for the work environment, such
as awareness of store cleanliness even though it is
not the primary responsibility of employees.

The next path coefficient calculation is
the effect of extraversion personality on organi-
zational citizenship behavior through affective
commitment of. The direct effect is 0,202 while
the total direct effect is 0,268. So that the total in-
fluence of the personality of extraversion on orga-
nizational citizenship behavior through affective
commitment (0.268)> the direct influence of per-
sonality overversion on organizational citizenship
behavior (0.202), it can be concluded that affective
commitment has a mediating effect. That is, H4
which states extraversion personality positively
influences organizational citizenship behavior
through affective commitment is accepted.

The above research results are supported
by research conducted by Purba et al. (2015) ie
affective commitment is able to mediate the re-
lationship between extraversion personality types

No Variable Influence KA PK Total
1 PD Direct 0,426 0,426

Indirect 0,206 0,236 0,426 x 0,236 = 0,049
Total 0,426 + 0,049 = 0,475
2 KE Direct 0,202 0,202

Indirect 0,279 0,236 0,279 x 0,236 = 0,066
Total 0,202 + 0,066 = 0,268
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and organizational citizenship behavior. Based
on the results of the study, Aneka Jaya Sambi-
roto Supermarkets employees are able to socia-
lize easily with anyone. This creates a pleasant
atmosphere in the work environment and emp-
loyees feel comfortable in the work environment.
This comfort encourages self-awareness in emp-
loyees to maintain the facilities provided by the
store management.

CONCLUSION AND RECOMMENDATION

The conclusion of this research is the per-
ception of organizational support, personality ex-
traversion, and affective commitment partially po-
sitive effect on organizational citizenship behavior.
It has been proven that affective commitment can
mediate the relationship between perceived orga-
nizational support and organizational citizenship
behavior, but the effect is quite small, and vice ver-
sa. Affective commitment has also been proven to
mediate the relationship between personality ext-
raversion with organizational citizenship behavior
but the effect is quite small. Employee organizatio-
nal citizenship behavior is very beneficial for the
company. Because employees will do their best for
the success of the store. So from the results of this
study, researchers suggested that the store manage-
ment pay attention to the welfare of employees at
work such as the construction of a place to rest for
employees. If the employee feels comfortable, the
employee will commit to the organization and not
easily move from the workplace. In addition, rese-
archers also suggest that store management con-
duct leadership training for employees who have
received promotions and hold seminars or training
on personality building in order to support their
expertise in working specifically pramuaniaga who
must meet with customers.

This study has limitations, namely the se-
lection of objects that are not appropriate, becau-
se the conditions of employees who do not have
enough work period to be able to explain or il-
lustrate organizational support and commitment.
Future research is expected to choose companies
in the retail field that have employees with suffi-
cient working years long. In addition, future re-
search can develop other research variables that
can influence organizational citizenship behavior
such as organizational culture. Because in this
millennial era, many store or company manage-
ment makes organizational citizenship behavior
an obligation and one of the building blocks of
the organization's culture. Especially in the ser-
vice sector, customer service is paramount and
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employees must be able to apply organizational
culture but the main work of employees must still
be completed.
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