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Abstract 
The aim of this study is to determine the level of organizational citizenship 
behavior of the employees in the hotel businesses operating in the province of 
Rize in the Black Sea Region of Turkey. For this purpose, 345 questionnaires 
were applied to the employees in question. The obtained data were analyzed 
through LISREL and SPSS programs. As a result of confirmatory factor analy-
sis which was performed to determine the organizational citizenship beha-
viors of the participants, it was found out that there are significant positive 
relationships among organizational citizenship behavior factors. In this con-
text, the most effective variable on the altruism factor was found to be “I do 
not hesitate to share the materials with my co-workers in the case of job re-
lated problems.” with a ratio of 0.99. One the most effective variables on the 
conscientiousness factor was detected as “I spend most of my time in business 
related activities” with a ratio of 0.94. On the other hand, “I warn other em-
ployees not to be hurt when unexpected problems occur” variable with a ratio 
of 0.95 was determined on the courtesy factor. It was also figured out on the 
sportsmanship factor that “I do not my waste time complaining about minor 
problems.” variable has ratio of 0.89. “I keep up with the changes made in the 
structure of the organization I work with.” variable is influential with a ratio 
of 0.95 on the Civic Virtue factor. In addition, it was revealed that conscien-
tiousness and sportsmanship factors have an effect between each other with a 
ratio of 0.53. 
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1. Introduction 

Organizations have come to show a behavior ahead of their business structure 
and nowadays have become more dependent on employees that contribute most 
to organizational performance. As a matter of fact, doing business under new 
economic conditions has become an important feature of understanding. In this 
context, behaviors that are outside the business requirements and which enable 
organizations to maintain their assets are at the forefront. These behaviors are 
considered in the literature as the concept of organizational citizenship behavior 
[1]. 

Organizational citizenship behavior is not directly involved in the rewards 
system. However, it is indicated that when it is taken as a whole, helping to fulfill 
organizational functions effectively and efficiently; and it is the behavior based 
on volunteerism. These behaviors are compulsory and if they do not perform 
together, they do not require punishment and are personally preferred behaviors 
[2]. When researches realized up to the 1980s are examined, it is seen that the 
concept of organizational citizenship behavior was not studied as a single subject. 
However, the studies executed on organizations in the past years have included 
the concepts that may form the basis for future work on organizational citizen-
ship behaviors. These behaviors which are called prosocial organizational be- 
haviors, are a comprehensive concept that includes organizational citizenship 
behaviors [3]. 

Citizenship is synonymous with the word countryman and defined as “being 
born or grown up in a country or living there, being a person from that country, 
belonging with that country” [4]. The concept of organizational citizenship be-
havior is described by George and Brief [5] as the behaviors that are within or 
beyond the employee’s role descriptions and are outside the formal reward sys-
tem. Greenberg and Baron have described the concept of organizational citizen-
ship as “making an employee want to do more than is necessary, beyond the re-
quirements that the organization has to shape in a formal way” [6]. Abu Tayeh 
[7] defined organizational citizenship behavior as “a voluntary behavior of an 
employee without expecting any reward or financial incentive to promote the 
organization”. It has been characterized as an internal sense of responsibility 
that motivates the individual to volunteer work in order for achieving goals of 
the organization. According to Organ [8], three dimensions in the definitions of 
organizational citizenship behavior should be noted: 
• The emergence of organizational citizenship behavior depends on the person 

and rewarding is not provided, and it is not punished when this behavior is 
not performed. 

• Organizational citizenship behavior does not take place directly or indirectly 
within the employee’s work. 

• No training is taken during the demonstration of organizational citizenship 
behavior as it is wanted by the person and organizational citizenship beha-
vior enhances the functionality of the organization. 
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As a result of that, Organ [8] defines the organizational citizenship behavior 
as “individual behavior that is discretionary, not directly or explicitly recognized 
by the formal reward system and that in the aggregate promotes the effective 
functioning of the organization”. This definition of OCB includes three critical 
aspects that are central to this construct. First, OCBs are considered as discre-
tionary behaviors, which are not part of the job description, and are carried out 
by the employee as a result of personal choice. Second, OCBs go above and bey- 
ond that, which is an enforceable requirement of the job description. Finally, 
OCBs contribute positively to overall organizational effectiveness. 

Afore mentioned before, organizational citizenship behavior is the volunteer 
behaviors of employees. The tourism sector is one of the key sectors in the cou- 
ntry economy that provides employment. We should emphasize that hotel en-
terprises are also the enterprises which are in the tourism sector and serve on the 
basis of human power. Hotel establishments are regarded as the organizations in 
which organizational citizenship behavior is exhibited. In this context, because 
of the structure of the tourism sector, it can be said that employees must dem-
onstrate extra role behaviors ahead of their duties for the hotel business to work 
under the tough and necessary conditions. Such behaviors are also viewed as or-
ganizational citizenship behaviors in businesses [9]. 

When the literature is examined, it observed that the dimensions of organiza-
tional citizenship behaviors have not been fully clarified and no consensus has 
been reached on this issue [10] [11] [12] and Different classifications have eme- 
rged. The accepted and most used classification is the classification made by the 
Organ [8] [13]. Organ [8] stated the organizational citizenship behavior in five 
different dimensions as Altruism, Conscientiousness, Courtesy, Sportsmanship 
and Civic Virtue [14]. Since the most frequently used classification in the litera-
ture is the dimension of organizational citizenship behavior by Organ [8], these 
five dimensions have been examined in this study. According to Organ, organi-
zational citizenship behaviors are as follows [15]: 
• (Altruism) 
• (Courtesy) 
• (Conscientiousness) 
• (Sportsmanship) 
• (Civic Virtue) 

(Altruism): Altruism expresses all the volunteer behavior of the employees to 
help other employees working within organizations [8]. Altruism dimension in-
cludes activities to help and support employees in their work related problems. 
Generally, it covers the individual behaviors and influences the organizational 
performance positively so that it increases organizational effectiveness [16]. In a 
case when one of his colleagues has fallen ill and cannot come to work, under-
taking his work can be given as an example for the dimension of thinking of 
others [17]. 

(Conscientiousness): Conscientiousness means the voluntary behaviors of 
employees who, in accordance with the rules and regulations, work within the 
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required breaks, beyond the minimum jobs [18]. These behaviors can be ex-
pressed as behavior coming to work before the due time, not leaving the 
workplace until the job is completely done, not giving unnecessary breaks, pro-
tecting resources and offering constructive suggestions [19]. 

(Courtesy): Courtesy can be expressed as voluntary behavior in terms of pre-
venting business related problems before they arise [20]. DiPaola and Hoy [16] 
stated that courtesy includes behaviors like informing, reminding, sharing useful 
information and avoiding problems by transferring information and using the 
facilities efficiently with time. Organ [8] stated that the courtesy dimension is 
associated with communication in organizations. Some of the examples of cour-
tesy could be; “employees” being in communication due to their duties, inform-
ing employees in advance due to the taken decisions and previously done work, 
explaining necessary situations and transmitting information” [21]. 

(Sportsmanship): Organ [8] defines sportsmanship as the way that the em-
ployees endure the difficulties and negative aspects of work without making 
complaint. In other words, it is a state in which employees do what they are ask- 
ed by the organization without showing any sensitivity when employees are dis-
turbed by other employees or circumstances do not go in the desired condition 
[22]. Özdevecioğlu [23] explains sportsmanship as the situation in which the 
employees in the working environment ignore adverse situations [23]. Spor- 
tsmanship behavior includes behaviors like avoiding stress and tension-causing 
behaviors instead of concentrating on problems, showing patience and support-
ing the effectiveness and efficiency of the organization. It is seen that manage-
ment resources are used to solve the negative situations in organizations. But in-
stead of dealing with problems in organizations where gentlemanly behavior is 
identified, resources are transferred to applications such as planning, problem 
solving and organizational analysis, and organizational efficiency is ensured 
[24]. 

(CivicVirtue): Civic Virtue dimension involves behaviors such as participa-
tion in all activities carried out within the organization, observing threats and 
opportunities that may arise. This dimension concerns the development of in-
terest and contribution in the organization by participating in the rules and in 
the activities in the procedures that exist within the organizations [16] [25]. It 
also means that employees want to participate in activities that help their organ-
ization to develop, achieve its goals and objectives, and participate in activities 
that will help the organization’s image, even if it is not among employee’s tasks. 
Some of the examples of civic virtue could be; “to keep up with the develop-
ments in the organization, to adapt and to keep up with these changes, to accept 
these mentioned changes” [26]. 

2. Material Method 
Structural Equation Modeling 

The Structural Equation Modeling (SEM) applications that have been increa-
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singly prevalent in the social sciences and behavioral sciences in recent years 
have become an indispensable part of a large number of scientific research initi-
atives. SEM, which can now easily be called as a research method in its own right, 
provides a variety of advantages with the researchers [27]. 

Analysis of latent variables used mainly in psychological studies is related to 
the disclosure of unobservable structs. Hence, latent variables play a fundamen-
tal role in explaining the structure of psychological theory. Today, this concept is 
associated with SEM, is widely discussed and used. This situation, which is based 
on the science of psychology, is widely used in many studies such as in biology, 
in ecological research, in explaining the movements of electrons, in marketing 
research, in information technology, artificial neural networks, and biometric 
studies [28]. 

SEM contains one or more linear regression equations describing how the in-
ner structs are connected to the outer structs. Coefficients are called as path 
coefficients or often regression weights. When SEM modeling is performed, the 
following steps are taken [29] [30] [31]. 

1) To develop a theoretical model, 
2) To draw the diagram showing the causal relationships for the developed 

model, 
3) To convert the plotted diagram into structural and measurement models, 
4) To Estimate and evaluate the structural model, 
5) To calculate the eligibility criteria of the structural model, 
6) Interpret the results. 
The packet programs used in SEM analysis give different numbers of fit in-

dices; sometimes the same index is given a different name. LISREL users often 
interpret the results according to fit indices such as GFI, AGFI, RMSEA, CFI and 
NNFI, along with Chi Square value [30]. 

3. Application 

The population of the study is formed of employees working in the hotel enter-
prises operating in Rize. According to Culture and Tourism Directorate Office 
in Rize [32], as of 2016, there were a total of 70 accommodation facilities in-
cluding 11 certified tourism facilities (one 4 star, six 3 star and four 2 star facili-
ties), 14 public institution facilities and 45 other accommodation facilities. 

To measure the organizational citizenship behaviors of hotel employees in 
Rize, the scale that was used prepared by Basımve Şeşen [33] adopted from the 
study by Vey/Campbell [34] and Williams/Shiaw [35]. The questionnaire con-
sisted of five dimensions and was stated that it was consistent with the dimen-
sions of organizational citizenship behavior revealed by Organ [8]. A total of 19 
questions (5 items on Altruism, 3 items on Courtesy, 3 items on Conscientious-
ness, 4 items on Sportsmanship, 4 items on Civic Virtue) are included in this 
questionnaire to measure dimensions of organizational citizenship behavior 
scale. 
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As seen in Table 1, according to the 1989 research by Ministry of Tourism 
named as “Labor and Tourism in the Hotel and Tourism Sector”, The number of 
staff per room over the general average was calculated as 0.70 while the number 
of personnel per bed on the overall average was calculated as 0.35. 

According to Rize Provincial Directorate of Culture and Tourism [32], the 
accommodation facilities in Rize have a total number of 1876 rooms and a ca-
pacity of 3895 beds. The averages in Table 1 was predicated on, and when the 
number of personnel was calculated according to the number of rooms in Rize 
(1876 × 0.70) 1313.2 personnel, whereas the number of personnel is calculated 
according to the number of beds (3895 × 0.35), 1363.25 personnel results were 
achieved. 

According to the gained results, it was agreed to calculate the population of 
the study according to the number of personnel per bed so 1363 hotel employees 
were considered the population of the study. 

The prepared questionnaire was applied randomly to 450 employees among 
the hotel employees working in Rize between 20 April 2016 and 1 June 2016. 
The Sample size was calculated by the formula suggested by Özdamar [38] for 
unbounded population (N > 10,000) and recommended for quantitative studies 

2 2 2Zn Hασ= . Each item that constituted the scale was graded on a Likert scale 
of five, and the items were rated as “1 = Strongly Disagree”, “2 = Disagree”, “3 = 
Neither Agree nor Disagree”, “4 = Agree”, “5 = Strongly Agree”. After the inac-
curate and incomplete questionnaire forms were removed, the analyzes were 
carried out through 345 valid questionnaire forms. 

For the each item in the questionnaire used, the reliability coefficient Cron-
bach’s Alpha value was calculated as 0.885. 

 
Table 1. Number of personnel per bed and room in accommodation businesses in Tu- 
rkey. 

Business Types Number of Staff per Room Number of Staff per Bed 

5 Star Hotel 1.18 0.59 

4 Star Hotel 0.76 0.38 

3 Star Hotel 0.72 0.36 

2 Star Hotel 0.56 0.28 

1 Star Hotel 0.50 0.25 

Specifically Certified 1.48 0.74 

HolidayVillage 0.74 0.37 

1st Class Motel 0.74 0.37 

2nd Class Motel 0.94 0.47 

B and B and Oberj 0.40 0.20 

TOTAL AVERAGE 0.70 0.35 

Source: Ministry of Tourism [36], Ağaoğlu [37]. 
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When Table 2 was examined, it is clear that 135 of the 345 participants were 
women and 210 were male. Female employees constitute 39.1% of the group 
while male employees constitute 60.9%. When this study was examined by age 
groups, it was found that 40 participants (11.6%) were 20 years old or below, 102 
participants (29.6%) were between 21 - 25 years, 78 participants (22.6%) were 
between 26 - 30 years and 125 participants (36.2%) were 31 years or more, re-
spectively. Percentage and frequency distributions of participants’ marital status 
were given. According to that, it was detected 53.0% of the participants were 
single (f = 183), 45.5% were married (f = 157) and 1.4% were other (f = 5) (wi-
dow, divorced). When the distribution of educational status is examined, it is 
observed that the majority of participants are high school and university gra-
duates. The participants at the primary school level were 55 people (15.9%) 
while 142 participants (41.2%) were high school graduates. 140 participants were 
(40.6%) university graduates and 8 of them (2.3%) were at the post-graduate lev-
el. Among the participants, 118 (34.7%) were in the food and beverage depart-
ment, 106 (30.7%) were in the front office department, 71 (20.6%) were in the 
housekeeping department, 30 (8.7%) were in the sales and marketing depart-
ment and 20 (5.8%) were in accounting department. According to distribution 
by position variable, 9.3% (f = 32) was department manager, 3.5% was (f = 12) 
department vice manager, 13.0% (f = 45) was chief and 74.2% (f = 256), which 
made the majority, was the employees. When the experience of the participants  

 
Table2. Demographic characteristics of hotel employees. 

Variable Group f % Variable Group f % 

Gender 
Female 135 39.1 

Department 

Front Office 106 30.7 

Male 210 60.9 Food and drink 118 34.2 

Age 

20 and below 40 11.6 Housekeeping 71 20.6 

Between 21 - 25 102 29.6 Sales and marketing 30 8.7 

Between 26- 30 78 22.6 Accounting 20 5.8 

31 and more 125 36.2 

Position 

Employee 256 74.2 

Marital 
Status 

Married 183 53.0 Chief 45 13.0 

Single 157 45.5 Department Vice Manager 12 3.5 

Other 5 1.5 Department Manager 32 9.3 

Educational 
Level 

Primary 55 15.9 

Experience  
in Business 

 

Less than 1 year 110 31.9 

High School 142 41.2 Between 1 - 5 years 142 41.2 

University 140 40.6 Between 6 - 10 years 49 14.2 

Post-Graduate 8 2.3 More than 10 years 44 12.8 

Experience in 
Sector 

Less than 1 year 66 19.1     

Between 1 - 5 years 114 33.0     

Between 6 - 10 years 59 17.1     

More than 10 years 106 30.7     
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in the business is examined, it was concluded that the participants who worked 
in the business less than 1 year was 110 employees (31.9%) while 142 employees 
(41.2%) worked in the business between 1 - 5 years. On the other hand, the em-
ployees who worked in the business between 6 - 10 years were found to be 49 
people (14.2%) while 44 employees (12.8%) stated that they have been working 
for the business more than 10 years. 19.1% (f = 66) of participants have worked 
in the tourism sector less than 1 year and 33.0% (f = 114) of the employees have 
worked between 1 - 5 years. Additionally, 17.1% (f = 59) of the employees have 
worked between 6 - 10 years and 30.7% = 106) have been working in the tourism 
sector for over 10 years. 

Figure 1 shows the five factors in the organizational citizenship behavior in 
scale and the relationship between variables and the relationships of the factors 
between each other. When Figure 1 is examined, it is seen that VD represents 
the “Altruism” dimension of organizational citizenship behavior, VV “Con-
scientiousness”, VN “Courtesy”, VC “sportsmanship” and VS represents “Civil 
Virtue” dimension. In addition, VD1, VD2, VD3, VD4, VD5 represent the va-
riables of the Altruism dimension; VV6, VV7, VV8 represent the variables of the 
Conscientiousness dimension; VN9, VN10, VN11 represent the variables of the 
Courtesy dimension, VC12, VC13, VC14, VC15 represent the variables of the 
sportsmanship dimension and VS16, VS17, VS18, VS19 represent the variables 
of the Civil Virtue dimension. 

In this context, VD1 “I do the work of an employee who has taken a day’s 
leave” variable has positively been influential on the Altruism dimension with a 
rate of 0.71 by one unit increase. One unit increase in VD2 “I help a worker who 
is dealing with extreme workload” variable has positively been influential on the 
Altruism dimension with a rate of 0.97. Also, one unit increase in VD4 “I do not 
hesitate to share the materials with my co-workers to eliminate the job-related 

 

 
Figure 1. Organizational citizenship behavior and structural equation model of sub-di- 
mensions (Chi-Square = 273.16, df = 92, P-value = 0.00000, RMSEA = 0.076). 

VD 1 0.71
VD 2 0.97
VD 4 0.99
VV 6 0.94
VV 7 0.92
VV 8 0.61
VN 9 0.58

VN 10 0.95
VN 11 0.91
VC 12 0.89
VC 14 0.88
VC 15 0.81
VS 16 0.90
VS 17 0.92
VS 18 0.95
VS 19 0.87

Altruism
(1.00)

Courtesy
(1.00)

Sportsmanship
(1.00)

Conscientiousness 
(1.00)

Civic Virtue
(1.00)

0.16

0.06

0.30

0.30 -0.04

0.53

0.04

0.04

0.17

0.06
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problems” variable has positively been influential on the Altruism dimension 
with a rate of 0.99. 

On the other hand, VV6 “I spend most of my time in business related activi-
ties” variable has positively been influential on the Conscientiousness dimension 
with a rate of 0.94 by one unit increase. Also, the VV7 “I would like to partici-
pate in all the activities that will create a positive image for the institution I work 
for” variable has positively been influential on the Conscientiousness dimension 
with a rate of 0.92 by one unit increase. Additionally, VV8 “I do not spend time 
for my personal affairs during overtime period” variable has positively been in-
fluential on the Conscientiousness dimension with a rate of 0.61 by one unit in-
crease.  

As you can see in Figure 1, VN9 variable “I respect other people’s rights and 
law” in courtesy dimension has been influential with a rate of 0.58. VN10 varia-
ble “when unexpected problems occur, I warn other employees not to be harmed” 
has been rated as 0.95 while VN11 variable “I try my best not to create problems 
for other employees I work with” was found to be effective as 0.91. 

When the sportsmanship dimension of organizational citizenship behavior is 
examined, it was detected that VC12 “I do not waste time complaining about 
minor problems” variable has positively been influential on the sportsmanship 
dimension with a rate of 0.89 by one unit increase (Table 3). Besides, one unit 
increase in VC14 “I do not feel embarrassed or resentful about new situations I 
have experienced at work” variable has a positive influence on the sportsman-
ship dimension with a rate of 0.88 and VC15 “I take an active role in the resolu-
tion of the conflicts within the institution I work with” variable has made posi-
tive influence on the sportsmanship dimension with a rate of 0.81 by one unit 
increase. 

On the other hand, the variable of VS16 “I read the announcements, messages, 
procedures, and short notes published by the top management and keep them 
where I can reach them” has positively been influential on the civic virtue (VS) 
dimension with a rate of 0.90 by one unit increase. Also, the variable of VS17 “I 
voluntarily take part in the social activities of the organization I work for” was 
found to be positively influential on the civic virtue (VS) dimension with a rate  

 
Table 3. Values of compliance criteria for the established model. 

Goodness of Fit 
Criteria 

Perfect Fıt Acceptable Fıt Model 

RMSEA 0 < RMSEA < 0.05 0.05 ≤ RMSEA ≤ 0.10 0.07 

NFI 0.95 ≤ NFI ≤ 1 0.90 < NFI ≤ 0.95 0.95 

NNFI 0.97 ≤ NNFI ≤ 1 0.95 ≤ NNFI ≤ 0.97 0.95 

CFI 0.97 ≤ CFI ≤ 1 0.95 ≤ CFI ≤ 0.97 0.96 

GFI 0.95 ≤ GFI ≤ 1 0.90 ≤ GFI ≤ 0.95 0.91 

AGFI 0.90 ≤ AGFI ≤ 1 0.85 ≤ AGFI ≤ 0.90 0.87 
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of 0.92 by one unit increase while the variable of VS18 “I keep up with the 
changes made in the structure of the organization I work for” was found to be 
positively influential with a rate of 0.95. In addition, the variable of VS19 “I take 
part in research and project groups that perform all kinds of developing activi-
ties” has made positive impact on the civic virtue (VS) dimension with a rate of 
0.87 by one unit increase. 

When the relationship between the dimensions of organizational citizenship 
behavior is examined, it is indicated that in the relationship between the altruism 
(VD) dimension and (VV) conscientiousness dimension one unit of increase in 
both dimensions has a positive effect with a ratio of 0.30. On the other hand, as 
the relationship between the dimensions the altruism (VD) and the courtesy 
(VN) is investigated, it is noticed that one unit of increase in both dimensions 
has a negative effect with a ratio of −0.04. As the relationship between the di-
mensions the altruism (VD) and the sportsmanship (VC) is studied, it is un-
derstood that one unit of increase in both dimensions has a positive effect with a 
ratio of 0.17. Lastly, the relationship between the altruism (VD) dimension and 
civic virtue (VS) shows that one unit of increase in both dimensions has a posi-
tive effect with a ratio of 0.016. 

As we go through the relationship between conscientiousness (VV) and cour-
tesy (VN) dimensions, it is seen that one unit of increase in both dimensions has 
a positive effect with ratio of 0.06 while the relationship between conscientious-
ness (VV) and sportsmanship is studied; it was found out that it has a positive 
effect with ratio of 0.04. Finally, when the relationship between conscientious-
ness (VV) and civic virtue is investigated, it seems that it has a positive effect 
with ratio of 0.53. In this context, regarding the dimension of conscientiousness, 
it can be said that organizational citizenship behavior is positively influential on 
the other dimensions since the employees spend most of their time in busi-
ness-related activities; they want to participate in activities that will create a pos-
itive image for the organization they work with and do not spend time on their 
jobs during business hours. 

Once the relationship between courtesy (VN) and sportsmanship (VC) di-
mensions are examined, it is seen that one unit of increase in both dimensions 
has a positive effect between the two dimensions with a 0.06 ratio and has a pos-
itive effect on the civic virtue dimension (VS) with a 0.04 ratio. Finally, as (VC) 
the relationship between sportsmanship (VC) and civic virtue (VS) is studied, it 
can be noted that one unit of increase in both dimensions has a positive effect 
between the two dimensions with a 0.30 ratio. 

In the study by Sökmenve Boylu [39], it was found out that especially the ef-
fect related to the Conscientiousness dimension was higher. In hotel businesses 
where the study was conducted, employees were sensitive about continuity, re-
gularity and punctuality and developed positive attitudes. However, in this study, 
not spending time on private affairs during business hours, participating in ac-
tivities to be performed on behalf of the institution will make the employee feel 
himself or the business honored. In a research by Alioğulları [40], the effect of 
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the variables of “I respect my colleagues” and “I do not create problems for my 
colleagues” in the courtesy dimension were found to be high, and it was revealed 
that employees influence their colleagues’ business considerations and being in 
harmony with them. It is possible to say that the expressions like hotel business 
employees respect each other’s rights and be guiding and sacrificing have been 
influential in the courtesy dimension. In the study of Karaaslan, Ergun Özler and 
Kulaklıoğlu [41] stated that, behavioral examples within the scope of sportsma- 
nship dimension, some behaviors such as keep up offering positive suggestions 
without being hurt to those who do not support employees’ personal ideas and 
suggestions and who react against them could be evaluated as to evaluate infor-
mation sharing behavior. 

According to the results above, it can be interpret that employees are aware of 
the situations by expressing that they will not waste their time on minor prob-
lems; they will want to see the positive aspects of the problems, not the negative 
ones and they want to take an active role in resolving conflicts. In the study of 
Kalkan [42], the variable of “I keep pace with the business related developments” 
in the civic virtue was found to be with the highest average value while the varia-
ble of “I keep up with the changes made in the structure of the organization I 
work with” was detected as the most effective dimension in the civic virtue di-
mension. Hotel establishments have to stand out from the competition in re-
spect to developing modern management approaches and technology so that 
these labor-intensive hotel establishments should first ensure the participation 
and acceptance of employees. Aksoy [43] studied the dimensions of organiza-
tional citizenship behaviors separately and found that the majority of employees 
had a tendency to show organizational citizenship behavior. Baran [44] asserted 
that organizational citizenship behavior is mainly based on the voluntary partic-
ipation of members and Waris [45] set forth that organizational citizenship be-
haviors take place without an official request. Aras [46] exerted that these beha-
viors are behaviors that are not included in the duty and job descriptions of the 
employees and do not require punishment in case of negligence along with re-
quiring more personal preference. 

In this study, when the relationship between the Altruism dimension and the 
other dimensions is examined, it is seen that the Altruism dimension has been 
positively effective on all other dimensions. Therefore, it can be said that the be-
havior of organizational citizenship has a positive effect on other dimensions in 
some situation such as performing the work of an employee when this employee 
has taken a day’s leave, sharing the material that you have with others, helping 
the ones who face some job-related problems. In addition, these employees in 
our study voluntarily contribute to this situation, which is consistent with the 
previously actualized studies. As demonstrated in the study by Organ [8], it was 
concluded that organizational citizenship behavior is not directly and completely 
taken into account in the stylistic system but is an individual behavior based on 
volunteerism that helps to increase organizational effectiveness as a whole. In 
their research on hospital employees by İşsever, Söyük and Şengün et al. [47], it 
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was concluded that the participants exhibited organizational citizenship beha-
viors and found out that there are significant differences between participants’ 
demographic characteristics and organizational citizenship behavior. In the re-
search by Ugurlu and Demir [48] on their teachers, it was found out that the or-
ganizational citizenship behaviors of the participants were high. According to 
the research conducted by Yilmaz et al. [31] on teachers, In terms of general or-
ganizational citizenship behavior, female teachers compared to male teachers, 
teachers with 11 years and more seniority compared to teachers with 10 years or 
less seniority and class teachers compared to branch teachers exhibit more orga-
nizational citizenship behavior. In the research by Ipek and Sakli [49] on public 
employees in the tea sector, it was indicated that the organizational citizenship 
behaviors of the participants were moderate. In the research by Özdevecioğlu 
[23] on university students, it was figured out that there is a significant differ-
ence between the demographic characteristics of participants and organizational 
citizenship behavior. As you can see, it was ended that our study, exploring the 
relationship between organizational citizenship behavior and its factors, seems 
to support the previous studies on organizational citizenship behavior. 

4. Conclusions 

It is important to make the best use of the resources and facilities they have in 
order to achieve the aims and objectives of the enterprises. This state is also so 
important for the businesses to survive in the existing conditions. Especially, as 
the hotel companies operate in the service sector and to take place within the 
tourism sector where economic impacts are fast, it is necessary that the hotel 
companies keep up with technological changes and have a qualified workforce, 
and it requires paying the same importance to human resources in order to be 
able to talk about quality. Because the use of all the possibilities of the technolo-
gy in the hotel enterprises does not show that the comfort and the quality of the 
products are provided with the full service. The features such as “the ideas of this 
human resource, their point of view to the events, the ability to be practicality 
and regularity, the ability to solve problems, the contributions they make to the 
business when necessary conditions are given, the ability to perceive the change 
and apply these changes, the ability to express them well and self-confidence and 
the ability to notice in advance” have a vital pre-requisite for hotel business. As a 
matter of fact, hotel management employees are also required to perform their 
duties within the conditions necessary to achieve the aims and objectives. For 
that reason, it is clear that employees in businesses where working conditions are 
favorable may exhibit organizational citizenship behavior over time, which is a 
form of positive behavior. 

Compared with the recent studies carried out on organizational citizenship 
behavior examined in this study, similar results have been achieved. Indeed, it is 
evident that organizational citizenship behavior has positive effects on managers 
and employees in hotel businesses. 
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According to the results of the employees’ perceptions of sub-dimensions of 
organizational citizenship behavior, the expression with the highest rate in the 
altruism dimension is “I allocate the required time to help people who have 
problems during work” while the expression with the lowest rate is “I help the 
newly started employee to learn the job”. In addition to that, the expression with 
the highest rate in the conscientiousness dimension was found to be “I would 
like to participate in all the activities that will create a positive image for the or-
ganization I work for” whereas the expression with the lowest rate was found as 
“I spend most of my time in business related activities”. On the other hand, the 
expression with the highest rate in the courtesy dimension is “I warn other em-
ployees not to be hurt when unexpected problems occur” while the expression 
with the lowest rate was detected as “I respect other people’s rights and law”. 
Also, in the sportsmanship dimension, the expression with the highest rate of 
organizational citizenship behavior is “I try to see the positive sides of the events, 
rather than focusing on problems related to the business environment” and the 
expression with the lowest rate was found as “I do not feel embarrassed or re-
sentful about new situations I have experienced at work”. Finally, the expression 
with the highest rate of organizational citizenship behavior in the Civic Virtue 
dimension was detected as “I keep up with the changes made in the structure of 
the organization I work with” whereas the expression with the lowest ratio was 
figured to be “I take part in research and project groups that perform all kinds of 
developing activities”.  

According to the organizational citizenship behavior model of structural equ-
ation (Figure 1), there is a positive and meaningful relationship between the 
dimension of the altruism dimension and the conscientiousness and between 
sportsmanship and civic virtue dimensions in increase of one unit. Also, it was 
also found that there is a negative relationship with the courtesy dimension. It 
has been found that there is a significant relationship between the dimension of 
conscientiousness and courtesy and between the dimension of sportsmanship 
and civic virtue. It was observed that when one unit of increase is made in cour-
tesy and sportsmanship and civic virtue dimensions, meaningful relationships in 
the positive direction were achieved. In this context, it is seen that the dimen-
sions of the organizational citizenship behavior have positive effects among each 
other when hotel management employees display the organizational citizenship 
behavior. 

The study found that hotel employees’ perceptions of organizational citizen-
ship behaviors are positive. Employees seem ready to make a contribution to the 
goals of hotel businesses when the necessary working environment and condi-
tions are met. In this context, it is also revealed that steps can be taken to create a 
positive work environment in which employees are allowed to use their capaci-
ties at advanced levels and to solve problems, to set policies for their working 
environment, to determine policies for their own working environment, to de-
cide; and all employees are included in this process. 
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This study was performed in order to examine the reciprocal impact scores of 
the level of organizational citizenship behavior and the organizational silence of 
the employees in the hotel businesses operating in the province of Rize in the 
Black Sea Region of Turkey through structural equation model. In this context, 
it is possible to list the research suggestions that will be useful for future consid-
eration of researchers who will conduct research on the subject as follows: 

This research was conducted on employees of five-star hotel businesses in 
Rize. That is to say, there is a need for studies to examine the organizational ci-
tizenship behavior in other tourism businesses and other destinations or regions. 
This study is of importance to the destinations or regions where tourism move-
ments are beginning to intensify and develop, such as Rize Province. This is be-
cause they may enable practitioners to use this study a reference to compare with 
other business types. 

Researches to be carried out in accordance with the needs, ideas and expecta-
tions of the hotel employees may serve fruitful results for service businesses in 
the long-term. Therefore, a working environment will be created in which ap-
propriate conditions are provided for the employees, their ideas are given im-
portance, solutions are made to their problems, and the duties are fully fulfilled. 

Especially, once the hotel managers have knowledge about these perceptions 
and behaviors, they could be aware of the fact that how these organizational ci-
tizenship behaviors could be achieved more in their businesses and they would 
know that they be active in achieving them. 

It is natural that there are some limitations and incomplete sides of this study. 
However, this study also closes an important gap in the literature as it ap-
proaches the problem in respect to its sub-dimensions of organizational citizen-
ship behavior. In the future it will be appropriate to carry out similar studies in 
this regard, especially with different sample sizes. Performing similar studies in 
different sectors will allow us to better understand organizational citizenship 
behavior and will allow the practitioners to follow strategies that can change 
employees’ behaviors in a positive way. 
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