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A Comparison of Attitude, Personality, and Knowledge Predictors of
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Proposed Predictors of Service-Oriented OCBs

A focus on customer-contact emplovee OCBs provides oppor-
tunities for extending prior research on citizenship predictors in
unique ways. First, it becomes possible to consider previously
studied attitudinal antecedents of a new service-oriented concep-
malization of OCHs. Although the recent meta-analysis by Organ
and Ryan (1995) revealed generally stronger relationships between
employee attitudes amnd OCBs than more raditional measures of
job performance, it did not sopport any of the employee attitudes
as superior predictors of OCBs, Therefore, the present investiga-
tions include job satisfaction and perceived organizational support
(P03} as representative employee attitudinal antecedents. Both job
satisfaction and POS have been studied widely in prior citizenship
research and have been shown to positively impact customer-
contact employee performance (e.g., Kelley, Longfellow, & Male-
horn, 1996; Moorman et al., 1908; Puffer, 1987).

Second, a focus on customer-contact employee citizenship be-
haviors provides guidance to the selection of relevant personality
variables 1o extend prior OCB research, Two key personality
variables considered often in discussions of customer-contact em-
plovees and OCBs are service orientation and empathy (Borman &
Motowidlo, 1993; Bowen & Schneider, 19%5; Brief & Motowidlo,
1986; Hogan, Hogan, & Busch, 1984; Organ, 1990), Like em-
ployee auitudes, personality characteristics should be smdied as
possible antecedents of OCBs because they are expected to be
better predictors of employvee performance in situations in which
expectations are less clearly defined, as with citizenship behaviors
(Konovsky & Organ, 1996, Organ & Ryan, 1995). Organ (1994)
contended that there is also a basis for believing that the relation-
ship berwesn employee attitudes and OCHs may be accounted for
entirely by employee disposition. Thus, it is important to consider
both types of variables simultaneously o investigale unique con-
tributions to the explanaton of OCBs,
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