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I. Introduction  

In today's competitive world, we are witnessing increased efficiencies in every context. In this world, only 

organizations that are able to make the best use of their resources and have the highest efficiencies are able to 

survive. For every organization, one of the most important resources is the human resource. Unsuccessful 

organizations lack the required efficiency for promotion of efficiency of their work forces. Nowadays, it is 

really necessary that organizations be able to differentiate themselves through their intangible assets. Managers 

may put weeks or even months of their time on codification of different strategies for their organizations. 

Through codification of strategies, managers tend to realize the following: 

1- What actions need to be taken in order to turn their organization into a leading one? 

2- How can they improve the performance of their employees?  

In every organization, the most crucial issue is the job performance. The importance of job performance has 

forced researchers towards conduction of more and more studies regarding it (Shokrkon et al. 2002).  

From a social perspective, organizations seek employees who are able to show a good performance in their job. 

A good performance is followed by promoted overall organizational efficiency and this in turn, promotes the 

national economy (Write, 2004; quoted by Abolqasemi et al, 2002). Performance can be considered as obtained 

results and from personal perspectives, performance refers to history of successes of a person (Armstrong, 

1985). Occupational performance is referred to as the knowledge and ability for completing special tasks that 

require expertise and behavioral and practical competencies as well (Saatchi et al. 2004). 

Employees of organizations can play significant roles in promotion of the quality of their organization. In fact 

these employees will help promotion of the quality of their organization through altruistic and chivalrous 

behaviors accompanied by courtesy and sense of duty. In other words, organizational citizenship behavior 

(OCB) is one of the indexes that can result in improved employees' efficiency and orient the organization 

towards achievement of its goals (Sohrabizadeh et al. 2011).  

In the other words, through determination and investigation of dimensions of OCB, organizations can be able to 

provide an environment which encourages OCB and facilitates its occurrence as well. In such an environment, 

the facilitators of OCB should be promoted while the barriers are decreased (Jamali et al. 2011).  

Abstract: This study aimed to identify the role of employees’ citizenship behavior on their job performance 

at Social Security Organization of West Azerbaijan Province. If an organization wants to reach its 

objectives, its employees should do their work in an acceptable level of performance. It is vital and 

necessary for governmental agencies that their poor performance provides failing public services. 

Accordingly, the present research seeks to explain the role of employees’ citizenship behavior on their job 

performance at Social Security Organization of West Azerbaijan Province. Objectively, the research is 

applicable and descriptive-correlation type. To collect information on the research subject, we used two 

questionnaires: the researcher-made questionnaire (job performance) and Standard Questionnaire of 

Oregon and Kanovsky (1989; Organizational Citizenship Behavior). In the present research, the 

Cronbach's alpha method was used to calculate value of the questionnaires’ validity coefficient. Its results 

indicate proper reliability of both questionnaires. For statistical analysis, Kolmogorov-Smirnov test was 

firstly used to examine data normality; then Pearson correlation test was used due to data normality. 

Finally, there was used univariate regression analysis method by SPSS23 statistical software. The results 

revealed that organizational citizenship behavior (OCB) can predict job performance of employees. In the 

above analysis, R2 value shows that %0.202 of job performance variance can be explained by 

organizational citizenship behavior variable.  
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II. Review of Literature 

In terms of vocabulary, performance has been defined as the state or quality of functions. On this basis, 

organizational performance is a general structure that points to the manner of execution of different 

organizational operations. The most well-known definition of performance has been stated by Nile et al. (2008): 

the process of determination of quality of effectiveness and effic9iency of previous actions. According to this 

definition, performance is readily divided into two components including: 1) the efficiency that describes the 

manner of organization's utilization of its resources for production of goods or services; and 2) the efficiency 

that describes the degree of proximity to organizational objectives (Rahnavard, 2009). 

In another definition, Boyatzis (1982) has provided an interesting definition for effective performance. He 

defined effective performance in a job as obtaining special results or obtaining pre-determined results through 

execution of specific actions that are consistent with politics, procedures and conditions of the immediate 

organizational environment. Organizational performance is referred to as the manner of execution of missions, 

tasks and activities of the organization and their results (Haqiqi et al. 2011).  

Occupational performance 

Employees must complete their tasks at an acceptable level of efficiency in order to obtain organizational 

objectives. This is a highly important issue for both governmental organizations whose ineffective performances 

may result in failure in execution of public services, and private organizations whose ineffective performances 

may result in their bankruptcy. From social perspectives, the most interesting point for every organization is that 

they must have employees who do their jobs well and increase the overall organizational efficiency. 

Performance is a combinatory structure based on which, unsuccessful employees are readily distinguished from 

successful employees based on a set of behaviors. On this basis, occupational performance is a multi-fold 

criterion in which a set of precise pre-determined behaviors are used for expression of it (Spector, 2000). 

It is also believed that performance is a combinatory structure based on which, unsuccessful employees are 

readily distinguished from successful employees based on a set of behaviors (Austin et al. 1992; Stewart, 1998). 

Occupational performance framework 

People are only able to do their works well when they have the required ability and motivation. Organizational 

conditions can both improve this situation or deteriorate it through creation of barriers which ultimately, 

diminish the suitability of occupational performance. The three variables of ability, motivation and barriers are 

shown in the following figure (Quoted from Spector, 2000). 

 
Fig1: conceptual model 

 

The upper figure it has been shown that a good performance requires ability and motivation and that, 

organizational barriers including insufficient training, unhealthy relations and lack of proper management may 

interfere with a good performance. 

Dimensions of occupational performance 

Blanchard et al. have selected seven variables related to management of effective performance. These seven 

variables are combined into an acronym namely as "ACHIEVE". These seven variables include: ability, clarity, 

help (organizational), incentives (for credit), evaluation and environment. The following provides a brief 

description for each of the aforementioned variables. 

Ability: in Achieve model, the phrase of ability is referred to as the knowledge and expertise of employees. It is 

necessary to remember that competency is not generalizable. Key components of ability include: knowledge 

related to occupation (official and non-official training that facilitate the accomplishment of a specific task); job 

related analysis and job related capabilities (the potential ability and or special traits that reinforce the possibility 

of a successful ending) (Rezaeian, 2009: 420).  

Recognition of occupation: this phrase is referred to as comprehension and acceptance of the manner of doing 

the job. In order to provide the employees with a comprehensive comprehension of their jobs and their duties, 

they need to be aware of the major objectives and the manner of obtaining these objectives. They should know 

when and which objectives matter the most. In order to be able to recognize their jobs, employees need to have a 

clear and proper understanding of their jobs. It is noteworthy to state that merely an oral agreement on 

objectives is not sufficient. 

Organizational help: by this phrase it is referred to a type of support that is required by the employee for 

completion of his/her efficiency. Some of elements of organizational help include: budgets, facilities that are 

required for completion of task, required support from other parties, accessibility of processes and a suitable 

reserve of human resources (Blanchard et al. 2005: 42). 
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Incentive: here by incentive it is referred to employees' motivation for doing their jobs. In other words, the 

motivation for successful accomplishment of the job they're tasked with. However, it is noteworthy to state that 

not employees are motivated for doing all types of works. In fact, employees are motivated towards tasks which 

they know they can accomplish them (Rezaeian, 2008). 

Evaluation: it is referred to as the feedbacks of the performance of employees. The process of feedbacks allows 

the outsider parties to become aware of details of works. If individuals are not made aware of the problems they 

have in their performances, then expecting them to improve their performances is far from logic. Before being 

subjected to official periodical evaluations, employees need to be made aware of results of their continuous non-

official evaluations. The reasons for many weaknesses in performance can be sought for in lack of proper 

training and lack of proper feedbacks (Rezaeian, 2008). 

Reliability: by reliability, it is referred to the reliability of managerial decisions related to human resources. On 

this basis, managers should make sure that their decisions are suitable with respect to legal rights and 

organizational policies. On the other hand, decisions must be documented and they should be explained for 

employees based on pragmatic indices (Rezaeian, 2008). 

Environmental compatibility: the expression of environment is referred to as those external elements that can 

influence performance even in presence of ability, clarity, help and required motivation. Key elements of 

environmental factors include competition, change in market condition, governmental regulations and etc. 

(Blanchard et al. 2004). 

Organizational citizenship behavior (OCB) 

Organizational citizenship behaviors are completely voluntarily and people are not awarded with official prizes 

for occurrence of such behaviors. They also won't be punished for lack of occurrence of such behaviors. OCB is 

referred to as actions and sacrifices that employees effectuate in order to provide others with welfare and solace. 

Organizational citizenship behaviors are considered as important factors for recognition of employees' behaviors 

and determination of their behavioral orientation. These in fact provide a great deal of support for efficiency and 

performance of organizations. In the study effectuated by Mahdad et al. (2007) the significance of the 

relationship between OCB and performance has been shown. McKenzie et al. (1991) tested the three 

instruments of objectivity, weekly efficiency and sales volume for a sample including insurance salesmen. Their 

results indicated that managers' mental evaluation of employees' job performance are highly dependent on 

dimensions of altruism and chivalry as the objective levels of efficiency. McKenzie et al. (2008) have also stated 

that manliness and altruism have substitution effects on general quantitative performance of employees of a 

paper works company. In addition, it was revealed that a significant relation also existed between altruism and 

quantitative performance (Mahdad, 2011). 

Dimensions of OCB 

Graham (1991) believes that there are three types of OCB: 

1- Organizational information: this phrase describes those behaviors which have known necessities and 

desirability. Indexes of organizational information include behaviors such as respecting organizational 

rules, completion of tasks and performance of duties with respect to organizational resources. 

2- Organizational loyalty: organizational loyalty is different from personal loyalty and states employees' 

sacrifices towards organizational benefits and towards safekeeping the organization. 

3- Organizational collaboration: this phrase occurs in conjunction with engagement with the organization. This 

engagement can be in different forms including participation in meetings, sharing the ideas with others and 

being aware of current organizational issues. 

 

III. Methods 

The research is applicable and descriptive-correlation type. To collect information on the research subject, we 

used two questionnaires: the researcher-made questionnaire (job performance) and Standard Questionnaire of 

Oregon and Kanovsky (1989; Organizational Citizenship Behavior). The questionnaire of dimensions of 

occupational performance is a researcher made inventory and includes 27 questions. The validity of the former 

was approved by a number of scholars and professors. In addition, the values of reliability coefficient of this 

inventory in addition to its subscales have been investigated through the application of the Cronbach's alpha 

coefficient method and are as follows: total occupational performance (0.739); ability (0.810); clarity of role 

(0.712); support (0.783); incentive (0.859); feedback (0.806); reliability (0.744) and, environment (0.799). In 

order to evaluate OCB, the author has made use of the standard OCB inventory proposed by Organ et al. (1989). 

This inventory includes 15 items and is based on a 5 points Likert scale. This questionnaire has been translated 

by Islami (2008) and has been used by several domestic studies. Internal consistency of the aforementioned 

questionnaire has been investigated through an experimental run on 30 employees of the department of social 

security. The calculated Cronbach's alpha coefficient for this inventory was 0.76. 

For the purpose of statistical analyses, firstly the normality of data distribution was approved through the 

application of K-S test. Ultimately, the regression method has been performed through the statistical software of 

SPSS. 
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IV. Results 

Investigating the normality of data distribution 

The K-S test was used for determination of normality of data distributions. According to this test distribution is 

considered as normal only when the value of P is larger than its critical value of 0.05. With respect to the 

following table, it can be seen that obtained data have a normal distribution. Therefore, parametric tests are used 

for analysis of data. 

Table 1: results of K-S test 
variable  Number of samples Sig. Normality status 

OCB 237 0.143 Normal 

Occupational ability 237 0.098 Normal 

Occupational recognition 237 0.092 Normal 

Organizational support 237 0.068 Normal 

Occupational incentive 237 0.088 Normal 

Performance feedback 237 0.113 Normal 

Occupational reliability 237 0.081 Normal 

Environmental compatibility 237 0.073 Normal 

 

Table 2: results of secondary hypotheses 
hypothesis correlation Sig. result 

OCB ability 0.226 0.000 approved 

OCB clarity 0.337 0.000 approved 

OCB support 0.223 0.001 approved 

OCB incentive 0.374 0.000 approved 

OCB feedback 0.397 0.000 approved 

OCB reliability 0.473 0.000 approved 

OCB environment 0.490 0.000 approved 

  

Findings indicate that there exists a significant and positive relationship between OCB and dimensions of 

occupational performance. In this regard, it has been revealed that the highest correlation exists between OCB 

and environmental compatibility and also the weakest correlation exists between OCB and organizational 

support. 

Result of the main hypothesis 

Table 3: correlation coefficient and regression determination coefficient 
Correlation coefficient Determination coefficient of R2 Adjusted determination coefficient Average S.D 

0.450 0.202 0.199 0.68887 

         

Table 4: variance analysis 
Source of changes Sum of squares F.D Average squares Fisher distribution Sig. 

Regression 28.313 1 28.313 59.663 0.000 

Remaining 111.518 235 0.475 - - 

Total 139.831 236 - - - 

 

The upper table indicates the linearity of the relationship between the independent variable and the variable of 

occupational performance.  

With respect to the results of regression test, the determination coefficient between the independent variable and 

the variable of occupational performance is equal to 0.202. In other words, the independent variables of the 

study are able to anticipate approximately 20.2% of the changes in the variable of occupational performance. 

Table 5; regression model 
Regression model Non-standardized coefficients Standard coefficient T Sig. 

 B S.D Beta   

Fixed value 2.456 0.186  13.186 0.000 

Occupational performance 0.439 0.057 0.450 7.724 0.000 

 

According to the obtained beta value, for each unit of increase in employees' OCB, 0.450 units of improvement 

or increase are obtained in occupational performance. The upper table indicates that the independent variable 

can be used for anticipation of occupational performance. 

 

V. Discussion and conclusions 

Pearson's correlation test has been used for investigation of secondary hypotheses. Findings revealed that a 

positive and statistically significant relationship exists between employees' OCB and dimensions of 

occupational performance. In this regard, it has been revealed that the highest correlation exists between OCB 

and environmental compatibility and also the weakest correlation exists between OCB and organizational 

support. The regression method has been made use of for investigation of the main research hypothesis and 

obtained results indicated that OCB is able to anticipate employees' occupational performance. In addition the 
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value of R2 has shown that 20.2% of the variance of managers' occupational performance is anticipated by OCB. 

In addition, according to the obtained beta coefficient it has been revealed that for each unit of increase in 

employees' OCB, 0.450 units of improvement or increase are obtained in occupational performance. Findings of 

this research are consistent with previous similar studies.  

Sultani et al. (2014); Rahimi et al. (2014); Qasemi et al. (2013); Asgaripour et al. (2009); Zare (2005) Wang et 

al. (2002) and Na'ami (2003) have performed a series of similar studies and concluded that paying attention to 

extra-role behaviors known as organizational citizenship behaviors result in increased organizational social 

capital and improved employee motivations. Chavoshi et al. (2014) carried out a study and realized that OCB 

has effects on improved employee performance and that it can be improved in order to benefit from advantages 

of extra-role behaviors and resultantly, improved employee performance. 

Yahyazadeh et al. (2013) carried out a research and investigated the effect of tendency towards domestic 

marketing on organizational performance in University of Mazandaran. Their results indicated that tendency 

towards domestic markets has a positive and statistically significant influence on OCB and performance of 

employees. In addition it was revealed that OCB has a positive and statistically significant effect on 

organizational performance. 

In every bureaucratic system, managers continuously try to obtain higher efficiencies while maintaining their 

organization's hierarchies. However, there are true and healthy relations between people in human value 

systems. Such an environment provides the organization and its' members with an opportunity to proceed as far 

as possible. On this basis, paying attention to citizens is readily becoming more and more important in 

democratic value systems. Now that citizens' value as crucially important resources have been made clear to 

everyone, their behavior can also be considered very important. In fact this is why there are many researchers 

who have tried to analyze OCB. In general, OCB is an important type of behavior which is occurred 

deliberately. In this regard, it seems necessary and important to investigate employees OCB in an organization. 

Considering the above mentioned content, it can be readily concluded that managers' behaviors, creation of 

incentives for making progress and facilitation of making progress form employees can amplify OCB. With 

respect to results of the present study and investigated hypotheses, it can be claimed that organizational 

citizenship behaviors as extra-role behaviors can anticipate employees' occupational performance. By 

improvement of the latter, organizational and individual performances can be improved which in turn, is 

followed by survival of the organization in current competitive markets.    
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