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The Effect of Service Climate, Ethical Values and Personal Characteristics on Organizational
Citizenship Behaviorand Workplace Deviance

Abstract

The purpose of this study is to investigate the effect of service climate, ethical values and personal
characteristics on organizational citizenship behavior and workplace deviance. The statistical population of
the study was 4 to 5 star hotels in Tehran, which by contacting the human resources department of hotels
and how to cooperate, 10 hotels were considered as a sample. To collect data from the standard
questionnaire, serviceatmosphere Schneider et al.(1998), ethical values (Huntet al.,1989), service-oriented
organizational citizenship behaviors Bettencourt, Meuter, and Gwinner (2001) and Bennett and Robinson
(2000) workplace deviance were used. Out of 300 distributed questionnaires, 170 were returned in usable
form with a response rate of 56.6%. The results showed: a ) Demographic characteristics have a significant
effect on service-oriented organizational citizenship behaviors and workplace deviance. b ) Service
atmosphere will havea positiveand significant effect on service-oriented organizational citizenship behaviors
and a negative impact on workplace deviation. c ) Employees' perception of a positive service atmosphere
can reduce deviant behaviors, but increase service-oriented organizational citizenship behaviors. d )
Employees who perceive more organizational ethical values are more involved in service-oriented
organizational citizenship behaviorsand areless likely to deviate. Finally, given that promoting ethical values
allows managers to participatein active monitoring and reduce workplace deviance issues and improve
service-oriented organizational citizenship behaviors, more attention to ethical values is a managerial
requirement.

Keyword:

“ Organizational citizenship behaviors “ , “Workplace deviance “, “ Service climate “ , “ Corporate
ethical values “ , “ Hotel industry “
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