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This study presents the current
status of OCB and HRM practices
in Indian banks. The study also
assessed the impact of selected
HRM practices on OCB of the
bank managers. Overall OCB of
Indian bank Managers was
found at moderate level. How-
ever, significant variation was
found between the OCB levels of
managers belonging to different
banking sectors. Organizational
climate, employee training, em-
ployee empowerment and perfor-
mance appraisal were found to
exist at moderate level in the se-
lected banks. Regression analy-
sis reveals that employee empow-
erment and employee training,
and, to a lesser extent, organiza-
tional climate and performance
appraisal have positive and sig-
nificant effect on OCB of the
bank managers.

Introduction

Attitudes, skills, and behaviors of the
bank employees particularly the frontline
employees affect customer perceptions
of service qualitylf customers perceive
good service qualitytheir satisfaction
level may be enhanced and loyalty may
be maintained. Increasing customer sat-
isfaction can reduce customers’ switch-
ing behaviorand this may enhance ser
vice performance (Rodoula, 2010).
Therefore, to meet or exceed the cus-
tomers’expectations of service delivery
it is imperative for service firms (e.g.,
commercial banks) to seek ways to mo-
tivate frontline employees to exhibit or-
ganizational citizenship behaviors (OCB)
(Yang, 2012). If the employees exhibit
extra-role behaviors (e.g., OCB), con-
sumers will generate person-to-person
trust, and this may enhance customers’
loyalty (Sun & Lin, 2010). Employees
with high levels of OCBs are willing to
get more involved in the organization
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by different dimensions of OCBs. Somecomplaint, punctualityvolunteering and
other outcome variables like career orihelping others, using timefafiently, con-
entation, perceived job mobilitjurnover serving resources, sharing ideas and posi-
intentions, work recognition and organi-tively representing the organization
zational commitment were also found tq Turnipseed & Rassuli, 2005). @an

be significantly predicted by OCBs (Jain,(1988) highlights five specific categories
2009).The study by Moideenkuttlau, of discretionary behavior which are al-
Kumar & Nalakath (2005) found thattruism (welfare), courtesgonscientious-
managerial evaluations of employee pemess (compliance), sportsmanship and
formance are affected by both objectiveivic virtue. Podsakoff, MacKenzie,
productivity and organizational citizenshipPaine & Bachrach (2000) presented
behavior In their studywhile objective seven common themes or dimensions on
productivity alone accounted for nineOCB: Helping behavigrsportsmanship,
percent of the variance in subjective pererganizational loyaltyorganizational com-
formance, objective productivity and or-pliance, individual initiative, civic virtue,
ganizational citizenship behavior togetheand self developmeni meta-analysis by
accounted for 41 percent of the variance?odsakoff et al. (2000) showed that help-
Thus, OCB has positive relationship withing behavior increases moral cohesive-
varied individual and organizational vari-ness and belonging sense of a team which

ables. results into high performance and low
turnover inside the organization. Sun,

OCB has positive relationship with Aryee & Law (2007) argue that high-
performance HRM practices can shape

tions of employees since such practices

would send a signal of long-term invest-
Review of Literature ment in employee competence, helping

create shared employee perceptions of

OCB may be described as behaviora supportive organizational context that

that (a) goes beyond the basic requireencourages OCB. When employees
ments of the job, (b) is to a large extengvaluate their work environments in a
discretionaryand (c) is of benefit to the positive way they tend to enhance their
organization (Lambert, 2000). By discre-identification with their jobs and organi-
tionary behavior is meant that the behavzations, and thus are more likely to dis-
ior is not an enforceable requirement oplay extra-role behaviors that are ben-
the role or the job description, that is, theficial for their employers (&, Han &
clearly specifiable terms of the persen’ Hsu, 2010)Akinyemi (2012) found sig-
employment contract with the organizanificant relationship between climate and
tion; the behavior is rather a matter oDCB. He suggests that for service-ori-
personal choice (Organ, 1997). Examplesnted industries, such as banks, to en-
of these efforts include cooperation withhance employees’ citizenship behavior a
peers, performing extra duties withouicongenial developmental climate must

varied individual and organiza- o : .
tional variables positive psychological climate percep-
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exist. Biswas &Varma (2007) found a research, it was found that employees
positive correlation between organizawould exhibit higher levels of OCB when
tional climate and an employeseOCB. they feel a sense of control or autonomy
In another empirical study (Biswas,on the job (Vilson & Coolican, 1996). Job
2010), psychological climate was foundself-efficacy was found to be a strong
to be an antecedent of OCB. OCB wagpredictor of organizational citizenship
found to be significantly related to orga-behavior (bdd, 2003) Thus, review of
nizational support (e.g., Podsakoff et al.prior research indicates that HRM prac-
2000; Mei, 2009). The study of SuresHices in general and organizational climate,
& Venkatammal (2010) demonstratedraining, employee empowerment and
strong relationship between organizaperformance appraisal & developmentin
tional processes (openness in communparticular have positive impact on OCB.
cation and relationship among organiz
tional members) and OCB. | HRM practices in general and of
i ganizational climate, training, em-
In prior research (e.g., Moorman,

. k ' ployee empowerment and perfor
1993; Deckop, Mangel & Cirka, 1999; mance appraisal & development in

Bhatnagar & Sandhu,.2005) found t_hat particular have positive impact on
managers who perceive psychologlcaIOCB_ \
empowerment in their occupational en-

vironment exhibit organizational citizen-

ship behaviarIn extant research (e.g.,Research Methodology

Cappelli & Rogovsky 1998;Allen &

Rush, 1998;Tremblay Rondeau & The present study measures OCB of
Lamelin, 1998), HRM practices as rebank managers as regards to their help-
gards to emp|0yee empowerment ana'\g behaViO,rCOUTtesyand Sportsmanship.
training have been determined to have &he study also measures the impact of
direct and positive impact on OCB. OcBselected HRM practices viz., organiza-
has been theoretically and empirically tiedional climate, employee training, em-
to performance appraisal AP context Ployee empowerment and performance
also (e.g., Zheng, Zhang & Lee, 2012appraisal on OCB. The following hypoth-
Findley, Mossholder & Giles, 2000; €S€s regarding OCB and its relationship
Norris-Watts & Levy 2004). Findley et with HRM practices have been tested in
al. (2000) found that fairness imRpro- the study:

cess explained variances in OCB. o N .
Norris-Watts & Levy (2004) found that Hl_'!'he organizational C|t|ze_nsh|p beh:_av-
PA feedback was associated with OCB 0TS as regards to helping behavior
through affective commitment. Employee ~ courtesy and sportsmanship exist fa-
empowerment also appears to be a prom- Vorably among managers in the se-
ising approach for service organizations €cted banks.

seeking to stimulate higher levels ofy There exists a positive correlation
OCBs (Raub & Robert, 2013). In prior ~ petween the various study dimen
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sions of organizational citizenship be-Bank, and HSBC have been selected.
haviors. The first two banks represent Indian pub-
lic sector banks, next four banks repre-

H, There is no significant difference . : i
between the OCB of employees be_sent Indian private sector banks and re

I inat bli toprivat ~“maining two banks represent foreign
onging o public sectoprivate Sec- 1, s operating in India. The survey was
tor and foreign banks in India.

completed throughout a period of six

H, There is no significant differencemonths, starting frompril to Septem-
between the OCB of employees beber, 2013. Out of 318 participant man-
longing to various managerial lev-agers, one hundred and thirty six (42.7%)
els in the selected banks. were from public sector banks, one hun-

_ dred and twenty five (39.3%) were from

H, The HRM practices as regards tQ,jyate sector banks and fifty seven
organizational climate, employee ;go) were from foreign banks operat-
training, employee empowerment and,q in |ndia. Respondent managers rep-

performance appraisal exists favoriesent different age groups, qualification
ably in the selected banks. and work experience.

H, Organizational climate will have posi- _
tive and significant impact on orga-Data & Analysis
nizational citizenship behavior
o . ) The survey was conducted by us-
H, Employee training (ET) will have posi-jng the five point Likert type scales.
tive and significantimpact on the or-oCB was measured using an eighteen
ganizational citizenship behavior jtem scale that measures the three di-

H, Employee empowerment (EE) Wi“_mensions of OCB, viz., heIping.behav-
have positive and significant impact!Of> courtesy and sportsmanshif.he

on the organizational citizenship be OCB scale consists of six item helping
havior behavior sub-scale which was adapted

from the scales developed by Podsakoff

H, Performance appraisal system\g) et al. (1990);Williams & Anderson
will have positive and significantim- (1991); and Rego (1999), six item cour-
pact on the organizational citizenshipesy sub-scale which was adapted from

behavior the scales given by Podsakokhearne

& MacKenzie (1997);Williams &
Anderson (1991), and six item sports-
manship sub-scale which was adapted
rom the scales developed by Rego

1999); and Pattanayak, Misra &

The Sample

The study was carried out with
sample survey of 318 managers belon

ing to public sectqgrprivate sector and .7 " S
foreign banks operating in India. For the'\“ram"jm"’1 (2003). The reliability coef-

purpose, State Bank of India, Bank O{icient, Cronbacfs alpha (a) score of
India IéICI Bank. HDEC Bar’lkAxis the overall OCB scale was found as
Bank’ Yes Bank ’Sandard Chartered 9-8°- Organizational Climate was mea-
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sured with the administration of 9 itemsteps to try to prevent conflicts with co-
scale partially adapted from HRD quesworkers, boosting up others when they
tionnaire developed by Rao&braham are stressed by work related problems,
(1986). The reliability of the scale hasalways willing to listen to co-worker
been tested and the coefficient waproblems, willingly share expertise with
found as 0.90. Employekaining was other co-workers, treating customers
measured using a ten item scale deveWith respect, speaking courteously with
oped by the researchers in consultatioavery customerSportsmanship is em-
with the subject experts. The Cronbaclployees’ willingness to tolerate the inevi-
alpha of the overall Employelgaining table inconveniences and impositions of
scale was found to be 0.89. Employe&ork without complaining. Organizational
Empowerment (EE) was measured usClimate is characterized by tendencies
ing a 13 item scale that measures thguch as treating employees as the most
two dimensions of EE, i.e., participa-important resources, perceiving that de-
tive decision and self-éitacy. The veloping employees is the job of every
four items measuring participative desmanager believing in the capability of
cision making were adapted from theemployees, communicating openbn-
scale developed by Nyhan (1994). Theouraging risk taking, making efforts to
nine items measuring self-efficacyhelp employees recognize their strengths
were partially adapted from two scalesand weaknesses, creating a general cli-
six items from Personal Efficacy Be-mate of trust, collaboration and autongmy
liefs Scale developed by Riggs et alsupportive HRM practices etc. Employee
(1994) and three items from New GenTrainingis defined as a learning process
eral Self Efficacy scale developed bythat involves the acquisition and sharp-
Chen, Gully & Eden (2001). The reli- ening of knowledge, skills, attitudes and
ability coefficient was found as 0.72.behaviors to enhance the performance of
Performance appraisal was measureemployees. Employee Empowerment is
with a 9 item scale that measures ema process of orienting and enabling indi-
ployee reactions toAPsystem and has viduals to think, behave and take action
been developed by the researchersn an autonomous wayPerformance
The reliability coefficient of the scale Appraisal is the process of identifying,

was found as 0.91. evaluating and developing the work per-
formance of employees in the organiza-
Key Variables Sudied tion, so that the organizational goals are

more effectively achieved.

OCB represents individual behavior
that is discretionarynot directly or ex- Survey Results
plicitly recognized by the formal system.
Helping Behavior or altruism is voluntary ~ Based on the analysis of data given
action that helps another co-worker within Tables 1 - 6, the following findings
a work problem. The concept of courjpertaining to the assessment of OCB of
tesymeasures behaviors such as takinthe bank managers and the relationship
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between selected HRM practices andenship behaviors as regards to helping
OCB have been emerged: behavior courtesy and sportsmanship
exists favorably among managers in the
Organizational citizenship behav- selected banks”. The two dimensions of
iors (OCB) of managers of the selected OCB: ‘helping behavidrand ‘sportsman-
banks: It was found that overall OCB in ship’ have been found at moderate level
aggregate was found at moderate levéh the selected banks while the third di-
in the selected banks, thus supportingiension, i.e., ‘courtesy’ was found at high
hypothesis, “H The organizational citi- level in the selected banksgfle 1).

Table 1Assessment of ManagersOCBs of the Selected Banks

OCB Dimensions Mean(N = 318) SD Level of OCB dimension
Helping Behavior 3.92 495 Moderate
Courtesy 4.05 .507 High

Sportsmanship 3.67 499 Moderate
Overall OCB 3.88 .397 Moderate

Note: Standards for analysis: If mean value of the specific OCB dimension is above 4.0, it has been
regarded as ‘High’; if the mean value is between 3 and 4, it has been considered as ‘Moderate’; and,
if the mean value is less than 3, it has been regarded as ‘Low’.

Inter-relationship between various various study dimensions of OCBX.low
dimensions of OCB: Correlation analy- positive correlation was found between
sis by determining Karl Pearssrcoefi-  helping behavior and sportsmanship as
cient of correlation (r) indicates that a highwell as between courtesy and sportsman-
to low degree of positive correlation wasship. This indicates that while helping be-
found to exist between helping behayiorhavior and courtesy are strongly and posi-
courtesy and sportsmanship. The abowuévely correlated; sportsmanship is posi-
findings support hypothesis, HThere tively but weakly related with the two di-
exists a positive correlation between thenensions ([Table 2).

Table 2 Inter-correlation between theThree OCB Dimensions of in the Selected Banks [Karl
Pearson’s Coefficient of Correlation (r)]

OCB Dimensions Helping Behavior Courtesy Sportsman-ship  Overall OCB

1 2 3 4
Helping Behavior 1
Courtesy .664" 1
Sportsmanship 2817 .382° 1
Overall OCB .817** .863** .699** 1
Notes (i) **. Correlation is significant at the 0.01 level (2-tailed considered). (ii) Correla-

tion coeficient of 0.5 or even 0.4 is to be fairly of a high degieeorrelation codfcient of 0.5

means 25% of the variation and a correlation coefficient of 0.4 means only 16% of variation. In
view of these standard interpretations, the researchers considered correlation coefficient of 0.5 or
higher as of a fairly high degree and a correlation coefficient less than 0.3 as of negligible or ignor-
able degree.
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Comparison among OCBs of man- tors, that too without any significant
agers across the three sectors of se- variation at 0.05 level of significance.
lected banks: ANOVA results revealed The dimension of courtesy was found
that overall OCB was found at moder-at high level among the managers of
ate level among the managers of all thpublic sector banks as well as private
three sectors but there is significanbanks but the same was found at mod-
variation (at 0.05 level of significance)erate level among the managers of for-
between overall OCBs of managers oéign banks and such a variation among
the various banking sectors. The abovearious sectors was found significant at
finding does not support hypothesis,,‘H 0.05 level of significance. Sportsman-
There is no significant difference be-ship was found at moderate level among
tween the OCB of employees belongthe managers of three banking sectors
ing to public sectqrprivate sector and but there is significant variation (at 0.05
foreign banks in India”. Helping behav-level of significance) between such be-
ior was found at moderate level amondpavior of managers of the various bank-
the managers of the three different sedng sectors (able 3).

Table 3 Sectofwise Comparative $udy of OCBs in the Selected Banks as Peeived by the
Bank Managers (Results o0 ANOVA)

OoCB Public Sector Private Sector Foreign Banks F P(Sig.)
dimensions Banks(N = 136) Banks(N = 125) (N =57)

Mean SD Mean SD Mean SD
Helping Behavior  3.94 .40 3.90 47 3.90 .70 .298 743
Courtesy 4.11 .35 4.04 .53 391 .69 3.305 .038*
Sportsmanship 3.75 .46 3.70 .53 3.40 .39 10.884 .000*
OoCB 3.94 .33 3.88 .40 3.74 .49 5.173 .006*

Note: *Significant at .05 level of significancedfleValue of F =2.6049) tandards for analysis: If
mean value of the specific OCB dimension is above 4.0, it has been regarded as ‘High’; if the mean
value is between 3 and 4, it has been considered as ‘Modekatk’jf the mean value is less than
3, it has been regarded as ‘Low’.

Comparison of OCBs among the HRM Practices
three managerial levels: Overall
OCBs were also found at moderate It was found that the selected HRM
level among all the three manageriapractices viz., Organizational Climate,
levels, that too without any signifi- EmployeeTraining, Employee Empow-
cant variation at 0.05 level of signifi- erment and Performanégpraisal were
cance, thereby supporting hypothfound to exist at moderate level in the
esis, “H,;: There is no significant dif- selected banks, thus supporting hypoth-
ference between the OCB of em-esis, “H: The HRM practices as regards
ployees belonging to various manato organizational climate, employee train-
gerial levels in the selected banks'ing, employee empowerment and perfor-
(Table 4). mance appraisal exists favourably in the

selected banks” (reférable 5).
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Table 4 Comparative $udy of OCBs in the Selected Banks as Peeived by Senior Middle and
Junior Level Managers (Results oANOVA)

OCB dimensions  Senior Level Middle Level Junior Level F P(Sig.)
(N =39) (N =117) (N =162)
Mean SD Mean SD Mean SD
Helping Behavior  4.00 .46 3.94 47 3.88 .52 .999 .369
Courtesy 4.17 .49 4.03 .48 4.03 .52 1.229 .294
Sportsmanship 3.67 .49 3.65 .50 3.68 .49 .101 .904
ocCB 3.94 .37 3.88 .38 3.86 .41 .635 .531

Note: Significant at .05 level of significanced®BleValue of F =2.6049).

Inter-relationship between OCB Impact of HRM practices on OCB:
and HRM Practices: Correlation analy- Multiple regression analysis was per-
sis by determining Karl Pearsentoef- formed to explain the extent of associa-
ficient of correlation indicates that hightion between the variables. It is found
or moderate degree of positive correlathat F value = 22.305 which is signifi-
tion exists between the study variables¢ant at .01 level indicating that the re-
First, organizational climate is signifi- gression modelis valid i.e., the indepen-
cantly and positively related with OCB dent variables explain significant amount
(r:_383’ p<01) Second’ employee trainpf variation in OCB. The value of R
ing is significantly and positively corre- Square, .302, means that 30% of varia-
lated with OCB (r=.466, p<.01). Third, tion in OCB was due to variation in Or-
employee empowerment is Signiﬁcanﬂygan|zat|onal Climate, Employéeaining,
and positively correlated with ocB Employee Empowerment and Perfor-
(r=.447, p<.01). Fourth, performanceManceAppraisal. Hence, the model ad-
appraisal is also significantly and posi-€duately explained the relationship be-
tively related with OCB (r=.285, p<.0). tween the OCB and Organizational Cli-
The results clearly indicate theitere is Mate, Employeelraining, Employee
a linear relationship between OrganizaEmpowerment and Performaneée-
tional Climate, Employe@raining, Em- praisal. Now in order to determine which
ployee Empowerment and Performancéldependent variables significantly pre-
Appraisal and improvement in these indict OCB, the value of t - test statistics

dependent variables will result in the im-iS discussedI-test value for Oganiza-

(p<.05), hence Organizational Climate

‘ _ _ _ _ positively and significantly provides the
There is a Ilnt_ear _relatlonsh|p be- support for hypothesis, “HOrganiza-
tween Organizational Climate,  {jonal Climate will have positive and sig-
Employee Training, Employee pificantimpact on Organizational Citizen-
Empowerment and Performance| ghin Behavior”. The value of t-statistic
Appraisal. for EmployeeTraining is 4.869 (p<.05)
indicating its positive and significant con-
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Table 5 Reliability Coeficients, Mean Values and Corrlation Analysis between the HRM
Practices and OCB in the Selected Banks [Karl Pearson’s Coefficient of Correla-

tion ()]
Variables Mean Organiza- Employee Employee Performance OCB
(N =318) tional Training Empower  Appraisal
Climate ment
Organizational Climate 3.85 1(.90)
Employee Training 3.90 .553** 1(.89)
Employee Empowerment 3.75 .482** A497** 1(.72)
Performancé\ppraisal 3.80 .609** .536** .550** 1(.91)
ocCB 3.88 .383** 466 A4TH* .285**  1(.85)

Notes: CronbachAlphas in parentheses on the diagonal.* Correlation is significant at 0.05 level (2-
tailed).** Correlation is significant at

0.01 level (2-tailed).

Standards for analysis of coefficient of correlation: Correlation coefficient of 0.5 or even 0.4 is
considered to be of a fairly high degréecorrelation codfcient of 0.5 means 25% of the variation

and a correlation coefficient of 0.4 means only 16% of variation.

In view of these standard interpretations, the researchers considered correlation coefficient of 0.5
or higher as of a fairly high degree and a correlation coefficient less than 0.3 as negligible or ignor-
able

tribution to the model, thus supportingable makes the strongest unique contri-
hypothesis, “H Employe€Training (ET) bution to explain the dependent variable
will have positive and significant impactOCB, when the variance explained by all
on the Organizational Citizenship Behavthe other predictor variables in the model
ior”. The t-value for Employee Empow- s controlled for The next strongest con-
erment was found to be 5.147 (p<.05)ribution is of EmployeeTraining
indicating that it is also a significantly (B=.215) followed by Organizational Cli-
contributing variable to the model. Thismate (B=.104) and Performande-
provides the support for hypothesis,‘H praisal (B=.084). Regression results
Employee Empowerment (EE) will havetherefore revealed that the independent
positive and significant impact on thevariables viz., Organizational Climate,
Organizational Citizenship Behavior”. EmployeeTraining, Employee Empow-
Similarly, t- value for Performanc&p- erment and Performandepraisal sig-
praisal was found to be 2.057 (p<.05hificantly and positively impact OCB.
which indicates its positive and signifi-

cant contribution to the model, providingDiscussion & Implications

the support for hypothesis, {HPerfor-

manceAppraisal system @&S) will have The results of the study suggest that
positive and significant impact on thealthough the selected HRM practices
Organizational Citizenship BehavioAs have been implemented at an average
shown inTable 6, the lagest beta coef- |evel in the selected banks, howeyer
ficient (B) is 0.295 which is for Employee there is still a substantial scope for im-
Empowerment. This means that this variprovement in the Organizational Climate,
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Table 6 Impact of HRM Practices on OCB(Results of RegessionAnalysis)

Coefficients (a)

Model Unstandardized Coefficients

B Std. Error Standardized t Sig.

Coefficients

1(Constant) 1.979 .184 10.76 .000
Organizational Climate .104 .043 .165 2.443 .015
Employee Training .215 .044 .301 4.869 .000
Employee Empowerment .295 .057 .316 5.147 .000
Performancé\ppraisal .084 .041 .148 2.057 .041

a. DependenYariable: Oganizational Citizenship Behavior

Model Summary

Model R R Square Adjusted R Square  Std. Error of the Estimate
1 .549a 0.302 .288 .335

a. Predictors: (Constant), Employee Training, Employee Empowerment, Organizational Climate,
Performancé\ppraisal

ANOVA(b)

Model Sum of Squares df Mean Square F Sig.

1 Regression 15.039 6 2.507 22.305 .000(a)
Residual 34.837 310 112
Total 49.877 316

a. Predictors: (Constant), Employee Training, Employee Empowerment, Organizational

Climate, Performancappraisal
b. DependenVariable: OCB

Employee Empowerment, Employe

Training and PerformancAppraisal | EmPloyee Empowerment was
practices in the banks. The findings of found to be the strongest predic-
the study provide support for the hypoth- t©f 0f OCB.

eses that Organizational Climate, Em-

p|0yeeTraining’ Emp|0yee Empower BiSW&S, 2010; Suresh &enkatammal
ment and Performancppraisal have (2010); Podsakoff et al.(2000). Consis-
positive and significant effect on OCB.tent with our expectations, Employee
Prior research e.g., Sun et al. (2007)Training was also found to have signifi-
Podsakoff et al. (2000); Deckop et alcant positive relationship with OCB. Pre-
(1999) provides support for such resultsvious research e.gAhmad, (201) pro-
Such results are in congruence with th¥ides support to our results. In our study
findings of previous research studies e.gEmployee Empowerment was found to
Akinyemi (2012); Farooqui, (2012); be the strongest predictor of OCBhe
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