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SUMMARY 
 

 

This study explores and empirically validates the concept of employee 

ecological behavior for environmental concern in view of greening the 

hospitality sector. The study contributes the conceptual linkage with HR 

attitudes that facilitate the causal relationships between employee attitudes and 

ecological behavior. The employee commitment and willingness to participate 

in effective environmental system is of vital importance in the context of 

greening the hospitality sector. HRM grounded in resource based value invokes 

ecological and market advantage to influence environmental management 

system on organizational performance. The study basis all the above 

relationships on Theory of Planned of Behavior (Aijzen, 1991).  

 

Extensive previous literature on customer oriented OCB and 

organizational commitment was explored to develop understanding regarding 

the sequential mediation effect in the relationship between environmental 

concern & environmental intent, and employee satisfaction & ecological 

behavior. The study basis these variables and their relationships while remaining 

focused on TPB. The literature helped in findings the research gapes regarding 

the role of employee contribution in greening the hospitality sector that provides 

a conceptual base for the proposed research framework.  

 

For research methodology every care has been exercised for the selection 

of appropriate research design. Survey research design on the basis of benefits 

associated to it and the objective of this study is decided. Demographic and 

variables items were carefully selected from the available data sets of the 

constructs with their previously tested reliability and validity. 

 

Analytical strategies require great deal of precision and accuracy. The 

study starts from descriptive statistics in order to see the trend of the data 

collected, followed by the reliability and validity. Correlations is useful in 

understanding the relationships between variables. Factor analysis helps in 

determining the instrument validity on the validity assessment criteria. They 

give us an insight to look into these relationships and find out issues which may 

be related conceptualization, methodology, data analysis or all of them.  

 

This research study is an attempt to provide analytical insight into the 

intention of employees hospitality sector to implement environmental green 

practices using the three main variables (i.e environmental concern, 

environmental intent and ecological behavior) and the three job attitudes , 

including too as mediators (i.e customer oriented OCB and organizational 

commitment) and one as predictable behavior (employee satisfaction) by 



xi 

 

designing an extended Theory of Planned Behavior model in the hospitality 

sector. The results of this study endorse that the intentions of hotel industry 

employees to implement the obligatory environmental green practices of their 

organization are a result of their attitudes towards ecological behavior, employee 

customer oriented discretionary behavior, and organizational commitment. The 

results also show that employees with positive environmental attitudes towards 

the customer oriented OCB and organizational commitment possibly engage in 

an ecological behavior in the workplace. The differences between the current 

results and those found in previous studies may reflect the varying determinants 

of ecological behavior intentions. The extended Theory of Planned Behavior 

model has allowed our study to provide useful insights for practitioners and 

academics concerning which psychological variables affect the intentions of 

hospitality sector employees to perform environmental behavior. The future 

research in this area may build on this study and develop understanding among 

managers as how to promote employee happiness and the overall well-being. 
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CHAPTER 1: 
 

INTRODUCTION 
 

 

1.1 BACKGROUND OF THE STUDY 

 

Historically speaking, industry had demonstrated marginal emphasis on 

the environmental issues, however, during the last decade, majority of 

manufacturing industries have intended to eradicate the waste produced during 

the fabrication and disposed of products, and therefore have enhanced 

organizational performance (Peng et al., 2018). Hospitality sector in recent era, 

in comparison with other sectors, is leading by embracing environmental 

protective measures (Kim et al., 2019). The propagation of environmental 

legislations and mounting market pressure have raised awareness among the 

organizations, working under the umbrella of hospitality sector (Chan & Hsu, 

2016; Yusoff et al., 2020). Therefore, hospitality sector has put great efforts for 

reducing waste, preservation of energy and water in their manufacturing 

process, and also educating employees, visitors and customers (Goh & Jie, 2019; 

Eriksson et al., 2019). Exploring further, restaurants are under mounting 

pressure because of carbon emission from chemical ingredients and ample 

amount of water, energy and non-recyclable nutrients (Filimonau et al., 2019). 

Most of the prior studies on environmental management research have 

investigated hospitality environmental management practices (i.e conservation 

of water and saving of energy) (Hsiao et al., 2014; Molina-Azorín et al., 2015). 

For instance, some studies have recommended the hospitality sector to use audit 

green hotels (Hsiao et al., 2014). The focus of the majority of former studies 

was the green marketing, related to the customer perspectives (Martínez & 

Nishiyama, 2019). Others have investigated the role of national culture in 

developing pro-environmental behavior (Chwialkowska et al., 2020). However, 

the role of employee attitudes in the context of environmental management 

performance requires further exploration. The objective of this research is to 

explore the significant impact of environmental attitudes on employee work 

attitudes and ecological behavior, perceiving what motivate employees to 

engage in labor intensive to demonstrate ecological behavior in greening the 

hospitality sector.  

 

While exploring previous literature, there are various theories including 

theory of altruism, expectancy theory of motivation, Self-determination theory, 

value-belief-norm (VBN) theory and structural goal/expectation that have 

discussed in the context of demonstration of cooperative behavior. Extensive 

discussion is being incorporated in the second chapter of literature review to 
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explain, how employee attitudes pursue the expected behavior. In this 

perspective to explore the predictors of employee behavioral intentions in the 

context of greening the hospitality sector, the Theory of Planned Behavior 

(TPB) is applied in this study is presumed to promote employee ecological 

behavior which is ultimate objective of current research. TPB argues that an 

employee’s behavioral intention is mutually stimulated by an attitude to 

demonstrate the specific behavior, subjective norms, and perceived behavioral 

control (Ajzen, 1991). TPB often has been practiced by social practitioners to 

envisage employee’s cooperative behavior (Fielding et al., 2008). Anchored in 

the TPB, this study investigates the relationships between employee 

environmental attitudes and job attitudes. Additionally, the collaborating 

impacts of the employee environmental and job attitudes on ecological behavior 

are investigated through empirical approach, applied to the hotel industry sited 

in an evolving, yet so far under-studied context: Pakistan. Consequently, this 

research is an effort to link two significant concepts in tourism management: 

employee environmental attitude (Okumus et al., 2019) and job attitudes (Xiong 

& King, 2019), in the context of greening the hospitality sector. 

 

Globally, the environmental influence, over the last few decades, has seen 

perceived as significant concern at both organization and government levels 

(Mejia, 2019; Rhead et al., 2015). In recent times, augmented concern 

demonstrated by the market, customers and recent legislations have increased 

the consciousness and understanding of organizations of managing the 

ecological problems, comprising hotels, restaurants and broader hospitality 

sector (Sharma et al., 2020). Therefore, the topic of environmental concern has 

become the preferred choice of management scholars (Kim & Hall, 2020; Masri 

& Jaaron, 2017), with an emphasis on assimilating environmental approaches 

with HRM, a synthesis worded “green human resource management” GHRM 

(Renwick et al., 2008). To increase environmental performance, employee’s 

participation in green behavior is compulsory, particularly customer oriented 

discretionary behavior (Hwang & Lee, 2019), organizational commitment 

(Singh & Pandey, 2020), because such behavior supports in addressing 

environmental problems and also increasing sustainable organizational 

development (Pham, Tučková & Jabbour, 2019).  

 

In the hospitality sector, management approaches for environmental 

sustainability has become vital for increasing the environmental performance 

and sustaining market advantage (Jang et al., 2017). Furthermore, 

implementation of green environmental practices in the hospitality sector, adds 

value to the HR by enriching their knowledge and skills (Fernández-Robin et 

al., 2019), which in response provoke their green behavior and intention to 

implement environmental practices in the organization (Otto et al., 2019). 

Earlier studies investigated the impact of environmental attitude on employee 
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ecological behavior and mediating effect of green human resource management 

between their relationships, however, this relationship was not tested. Employee 

job attitudes play a role in predicting ecological behavior. This study following 

the pattern of TPB attempts to investigate the mediating impact of employee job 

attitudes and behavior in the relationship of environmental attitudes with 

ecological behavior in hospitality sector (Figure-1.1).  

  

 

 
 

Figure 1.1: Conceptual Framework 
 

Customer oriented OCB refers to an individual voluntary discretionary 

behavior towards customer within organization that goes beyond job description 

(Dimitriades, 2007), whereas organizational citizenship behavior represents an 

individual contribution in the workplace that extends beyond defined role as 

specified in the job requirement (Organ & Rayan, 1995). Customer oriented 

OCB and organizational citizen behavior, both are an employee’s individual 

discretionary behaviors; however former one is particularly customer oriented 

and significantly important in the hospitality sector, where employee-customer 

collision chances are frequent. However, general organizational citizenship 

behavior of employee has no particular boundaries in terms of demonstrating 

behavior towards people. This type of behavior is important in predicting 

employees’ performance: the employee’s feels committed towards organization, 

inwards obligations towards assigned responsibility. Former studies posit that 

employees’ extra role behavior mirrors their willingness to coordinate with 

organization and colleagues beyond job description for the welfares of natural 

environment (Daily et al., 2009).  

 

In environmental perspective, employee discretionary behavior had been 

explored in three dimensions:(i) eco-civic engagement describes voluntary 

engagement in organizational environmental activities, (ii) eco-helping defines 

helping coworkers in resolving the environmental issues, and eco-initiatives 

reflects discretionary behavior to enhance organizational performance (Boiral & 
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Paillé, 2012). Previous research recommends that these dimensions promote the 

green images of the organization for customer and the community (Luu, 2017). 

This proposes that extra role behavior predicts employee ecological behavior. 

Ecological behavior refers to the activities which contribute towards 

environmental conservation and or preservation (Axelrod & Lehman, 1993). 

Elaborating this concept further, ecological behavior is the intention connected 

to the actions responsible for environmental preservation and or conservation. 

These actions are followed in anticipating to win the loyalty and satisfaction of 

customers in the hotel industry. Therefore, this discussion establishes 

relationships between employee customers’ oriented discretionary and 

ecological behaviors. In this study, employee customer oriented discretionary 

behavior has also been investigated in connection with the job satisfaction. Choi 

and Joung (2017) has studied that employees satisfied with their job demonstrate 

customer oriented discretionary behavior in the hospitality sector. Corollary, 

employee engaged in the discretionary behavior also demonstrates more 

satisfaction with the organization (Alsheikh & Sobihah, 2019). This debate 

supports that customer oriented behavior predicts employee satisfaction and 

ecological behavior.  

 

Employee work attitude (i.e organizational commitment) in the context of 

environmental management system, predicts employee satisfaction and 

ecological behavior. Research indicates that organizational commitment is the 

desirable factor in employees’ behavior (English & Chalon, 2011), and it has 

attracted the attention of scholars in the last decade in hospitality sector in the 

context of environmental management system (Huang, 2018). Allen and Meyer 

(1990) states that organizational commitment is psychological state that 

strengthens employees’ connection with organization. In the previous studies, 

employee organizational commitment has been discussed in three dimensions 

i.e., affective commitment support the environmental programs, normative 

commitment generates sense of obligation to support the initiatives, whereas 

continues commitment sustain the loyalty towards organization (Meyer et al., 

2002). Employees with high level of organizational commitment are expected 

to engage in the discretionary extra role behavior. Therefore, we expect that an 

employee having high level discretionary attitudes towards organizational 

value, would support environmental management practices (Stritch & 

Christensen, 2016). They believe that highly committed employees are engaged 

in discretionary behavior, and indirectly express satisfaction towards 

organizational policies and expected to predict ecological behavior.  

 

The integration of sense of organizational commitment from customer 

oriented discretionary behavior with the efforts of environmental safety has been 

less investigated with extra role behavior (Kim et al., 2020), job attitudes and 

behavior (Zhen & Mansor, 2019), organizational effectiveness (Kloutsiniotis & 
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Mihail, 2020) and employee performance (Günay, 2018) in the hospitality 

sector. The individual relationships of organizational citizenship behavior 

(Ocampo et al., 2018), organizational commitment (Kim et al., 2016) and job 

satisfaction (Kong et al., 2018) on environmental activities have been examined 

but the joint effect of these job attitudes on ecological behavioral intention yet 

deemed to be investigated. However, employee customer oriented discretional 

behavior and work attitudes are supposed to play joint positive impact on 

ecological behavior. Earlier studies have recommended that employee extra role 

behavior (Huang, 2018) and work attitudes (Rahman & Reynolds, 2016) assist 

in predicting ecological behavior. Thus the Theory of Planned Behavior is 

empirically examined with the employee extra role behavior and work attitude 

in place of TPB’s main constructs (i.e subjective norms, and perceived 

behavioral control).  

 

Environmental concern is another environmental global attitude that 

refers to an individual feeling for environment and environmental issues (Gill, 

Crosby & Taylor, 1986). For illustration, governments’ ineffective control in 

observing air pollution could be environmental concern of an individual. In 

hospitality sector, environmental concern is associated with the global attitude 

and recommended vital factor for predicting ecological behavior in 

implementing environmental management practices. Preceding studies has 

investigated its positive influence on ecological behavior (Chan et al., 2017). 

Mostafa (2006) has explored positive impact of environmental concern on 

consumer attitudes for purchasing green products, therefore, environmental 

attitude is positively interlinked with employees’ customer oriented service 

delivery. Employee intent, an environmental global attitude, refers to employee 

intentions to demonstrate green practices in the organization that had already 

been proven to positively influence employee ecological behavior (Okumus et 

al., 2019). This discussion recommends that employee participation plays 

significant role for greening the hotel industry. Previous studies have inspected 

the importance of consumer green behavior in adopting green practices in the 

hospitality sector. For instance, consumer perception to purchase green products 

is based on their ecological knowledge and green practices including relative 

advantage of reuse, repair and recycling, adopted by the hospitality sector 

(Kianpour et al., 2017). However, the contribution of human resource personals 

who are engaged in disseminating ecological knowledge among the consumer 

was less discussed in the previous literature. Therefore, this study based on the 

interventions of TPB is an attempt to examine the mediating impact of employee 

customer oriented OCB and organizational commitment between the 

relationship of environmental attitudes and ecological behavior. 

 

This study, therefore, articulates the description of customer oriented 

OCB and organizational commitment in the light of greening the hospitality 
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sector with intense emphasis on environmental attitudes and ecological behavior 

to culminate into improved organizational performance. This will help in 

developing employee’s positive discretionary behavior toward customer leading 

to high organizational commitment for better organizational performance. The 

study variables are extensively discussed in the literature review.  

 

 

1.2 SIGNIFICANCE OF STUDY  

 

The hospitality sector is one of the important components of service industry, 

which whirl around customer leisure activities including food and beverages, 

lodging, traveling, transportation, event planning and hoteling etc. These 

activities, collectively, generate businesses like accommodation, restaurants, 

travelling and tourism. This study considers business enterprises of hospitality 

sector in three categories; accommodation, restaurants and travel and tourism. 

The accommodation category includes hotels, motels, resorts, inns, rest houses; 

restaurants category embraces bars, coffee shops, dhabas; and travel and tourism 

contains travel agents and operators, leisure centers, etc. All over the world, the 

hospitality enterprise is an important economic activity, generating 322 million 

jobs and significant contribution of $ 2.3 trillion to the world economy, and this 

share is expected to raise to 11.5 % of the global GDP by 2028 (Goh & Okumus, 

2020). While reviewing hospitality sector of Pakistan, it generates significant 

contribution of $19.6 revenue which is 6.9% of overall to the country GDP and 

expected to raise $36.1 billion by 2028 (Manzoor et al., 2019). The hospitality 

sector enjoys prosperous perspective in Pakistan, being lucrative place for 

visitors by enjoying all kinds of weather, mountain areas, and historical culture. 

This business entity is being supported at government on having healthy 

prospects to the country’s economy.  

 

The business enterprises of hospitality sector and physical environment 

are interlinked, and in the recent past, environmental issues have caused 

negative impact on hotel industry business. Resultantly, there is paradigm shift 

in the consumers’ attitudes towards green product due to physical environment 

issues (i.e preservation and conservation of water and energy, reducing pollution 

etc.), therefore, during the last decade, devastating impact of environmental 

problems on hospitality business, has got substantial attention of research 

scholars (Choi & Johnson, 2019). The hospitality sector to win the loyalty of 

customers, spending considerable finance for the promotion of image for their 

businesses (Nastasoiu & Vandenbosch, 2019). However, they have ignored the 

significance of the contribution of employee for greening the hospitality sector 

(Pham, Tučková & Jabbour, 2019). Therefore, this study is an effort to highlight 

the significant contributions of employees in effective implementation of 

environmental management system. The findings of this study contribute to the 
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academic literature, describing the causal relationship between employees’ 

environmental attitudes and job attitudes in the hospitality sector, by several 

ways.  

 

First, this study addresses Okumus et al.’s (2019) suggestion to examine 

the role of various attitudes that stimulate employee intentions to raise the 

ecological behavior for effective environmental management system. This 

research explores the mediating impact of employee job attitudes (i.e customer 

oriented OCB and OC) for bridging the link between environmental attitudes 

(i.e environmental concern, environmental intent) and ecological behavior and 

employee satisfaction. They have also suggested to explore the impact of 

employee environmental attitudes on ecological green behavior by collecting 

data not only from hotels but also from other organizations of hospitality sector. 

Therefore, following the suggestions, this study investigate influence of 

employee environmental attitudes on their green behavior by collecting data 

from hotels, restaurants, rest houses and other categories of hospitality sector.  

 

Second, Su and Swanson (2019) have tested organizational trust, 

employee well-being and organizational identification as antecedents of 

developing employee green behavior. They have proposed that other constructs 

including employee satisfaction, organizational commitment and perceived 

organizational support could be investigated as a mediator to instigate the 

feelings of green behavior for organization. Similarly, Ahmed et al., (2020) have 

tested the impact of environmental attitudes (environmental awareness, concern, 

knowledge) on ecological behavior by exploring the indirect effect of employee 

well-being. They have also suggested that the relationship of environmental 

attitudes with ecological behavior should be investigated in the presence of 

employee organizational commitment, satisfaction and trust, other directions of 

employee well-being. This research explores the contributions of employee 

customer oriented discretionary behavior and organizational commitment for 

developing employee green behavior in the hospitality sector.  

 

Third, Passafaro et al., (2019) had assumed that employee personal 

attitudes and beliefs on the pattern of Ajzen’s TPB could be motivating factor 

for the promotion of behavior. Therefore, this study empirically examines 

employee job attitude (organizational commitment) and customer oriented 

behavior based on personal belief as motivational forces for developing 

environmental green behavior.  

 

Fourth, most of the previous studies considered the significance of 

execution of environmental green practices and addressing the ecological issues 

in the context to win the attention and loyalty of consumers in the hospitality 

sector. They have less focused the main stakeholders such as employees, and 
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mainly entails exploration of environmental management programs (Cai et al, 

2009; Chang et al., 2019), rationale, benefits (Mensah, 2019), hurdles (Chan, 

He & Wang, 2012) to the agendas in several industries including chemicals, 

construction and hotel industry (Chan & Hawkins, 2012). Research examining 

the significant contributions of employee participation in adopting green 

practices is considered less attractive (Chan & Hsu, 2016; Pham, Tučková & 

Jabbour, 2019), which are being addressed by this study.  

 

Fifth, previous research studies argue benefits of environmental 

management system (Mazzi et al., 2016). However, very few empirical studies 

examined what triggers employee intentions to predict ecological behavior for 

implementation of green environmental practices. An in-depth study to explore 

the influence of employee environmental attitudes on employee ecological 

behavior in the hospitality sector requires further exploration. Therefore, the 

present study aims to address this significant gap and endeavors to draw the 

attention of management of hotel industry to understand the important role of 

employee commitment and discretionary behavior towards customers for the 

effective implementation of green practices in the hospitality sector.  

  

Sixth, the majority of empirical work on employee satisfaction and 

ecological behavior is based on samples from the Western context (Kim et al., 

2016; Pham et al., 2019; Shen et al., 2018) etc. While empirical evidences from 

non-Western countries are very few, leaving it vague whether existing study 

outcomes could be generalized to the Asian perspectives particularly in Pakistan 

or not. There exist enormous dissimilarities in the economic, social and cultural 

environment of the Western countries and that of Asian countries (Li et al., 

2019). Our study investigates the relationships of environmental attitudes with 

employee satisfaction and ecological behavior in a non-Western context. This is 

particularly important since researchers noted that predictors of ecological 

behavior could be associated with a particular country and culture (Teo et al, 

2020). Thus, a sample of Pakistani hospitality sector provides the most suitable 

case. Growing evidence revealed that working in the hospitality sector in 

Pakistan is a stressful occupation where employees are frequently confronted 

with prolonged working hours, inflexible work schedules, demanding work 

conditions, aggressive and sometimes unrealistic customer attitudes (Khan et 

al., 2020). All of the aforementioned factors have differentiated the perception 

of employee satisfaction and ecological behavior of employees working in the 

Asian hospitality sector. Therefore, it is necessary for the hospitality 

management to identify the factors which might have a positive influence on 

employee satisfaction and ecological behavior of their workers. This study 

assists the management in doing so.  

 



 

9 

 

This research attempts to empirically examine the employee 

environmental attitude at work and ecological behavior relationship. With this 

contention in mind, we also trace the mechanisms through which employee 

organizational commitment and customer oriented discretionary behavior 

intervenes and influences the environmental attitudes and ecological behavior. 

Thus, the present study makes several noteworthy contributions in the domains 

of human resource management, positive organizational scholarship and 

positive psychology. Furthermore, by extracting on widely practiced theory of 

positive perceptions, we also provide an insight into the effectiveness of TPB in 

the Asian context. 

 

 

1.3 OBJECTIVES OF THE STUDY  

 

The main objective of this research is to observe the factors that influence 

the willingness of employees to execute the established environmental practices 

in the hospitality sector in Pakistan. Besides this the findings of Western studies 

on environmental management system may not authenticate the application of 

outcomes in the Asian context due to difference of cultural setting. Therefore, 

conducting this research in Pakistani culture is useful research area. Based on 

above discussion, following objectives are conceived: 

1. To explore the relations of employee environmental concern and 

their intentions in implementation of environmental green 

practices. 

2. To investigate the role of employee customer oriented 

discretionary behavior and organizational commitment in the 

context of hospitality sector. 

3. To observe the connection between environmental concern and 

intent, and ecological behavior. 

4. To probe the impact of environmental concern and intent on 

employee customer oriented OCB and organizational commitment. 

5. To observe the influence of employee customer oriented OCB and 

organizational commitment on employee satisfaction and 

ecological behavior. 

6. To study the mediating role of employee work attitudes between 

environmental attitudes and employee satisfaction & ecological 

behavior. 
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1.4 PROBLEM STATEMENT 

 

 Researchers have observed that during few decades, due to rapid 

industrialization and global warming, modern world is facing serious 

environmental challenges (Okumus et al., 2019; Qureshi et al., 2019). They 

have noticed that major stakeholders of hospitality sector, including consumers 

and other parties are showing concern for ecological issues, and they have 

shifted to the sustainable consumption of resources for the betterment of future 

generations (Wei et al., 2017). While reviewing the existing literature, it offers 

gloomy picture of Pakistan. The Environmental Performance Index (EPI) 

(2020), explores Pakistan poor ranking positing of 142nd with a score of 33.1 

(Shah & Longsheng, 2020) which could not be encouraged by any means. The 

EPI results convinces that Pakistan's industries and other institutions are facing 

specific problems while practicing eco-friendly measures (Raza, Wasim & 

Sarwar, 2020).  It also guide that in previous decade no long-term environment-

friendly policies were formulated neither at government level nor any 

comprehensive environmental management system model was presented by the 

research and development department by the universities. Furthermore, our 

universities lack research projects on environment-friendly practices such as 

environmental ethics and climate change (Tahir et al., 2020). The overall picture 

of environmental issues of Pakistan, indicates that very few studies were 

conducted on green practices in the Asian countries which are highly affected 

by the pollution and other environmental hazards (Mansoor et al., 2020; 

Renwick et al., 2013). The hospitality sector in the developed countries are 

practicing green activities including saving energy, controlled water and gas 

consumption, and also effective waste management system (Fernández-Robin 

et al, 2019), whereas Pakistan hospitality sector, yet does not understand the 

significance of adoption of green practices (Gilal et al., 2019), therefore, in this 

contextual gap motivated the researcher to conduct research study to address the 

issue. 

 

Notwithstanding the fact that scholars in the field of hospitality sector are 

becoming conscious of the role of relation between environmental attitudes and 

employee related issues. There are substantial research gaps in ascertaining and 

perceiving the relationships between environmental attitudes and ecological 

behavior (Kim et al., 2019) and, particularly the role of employee work attitudes 

on behavior to actively participate in implementing environmental programs 

(Pham et al., 2019). 

 

Further, research investigations are required to understand the role of 

employee job attitudes for effective implementing of green practices in the hotel 

industry (Sourvinou & Filimonau, 2018). Although, most of the employee work 

attitudes literature discusses the antecedents of employee commitment and 
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discretionary behavior towards customer, empirical study is required to explore 

how these employee commitment (Yuriev, Boiral, Francoeur & Paillé, 2018) 

and employee discretionary behavior (Pham, Thanh, Tučková & Thuy, 2019) 

promote to depict the ecological behavior to address the environmental issues in 

the hotel industry. Although several research suggests that employee 

environmental attitudes predict ecological behavior, and little research has 

examined the relationships of environmental attitudes with employee work 

attitudes, and further how these attitudes promote employee satisfaction and 

ecological behavior, therefore, it requires further investigation.  

 

In addition, several employee attitudes, such as employee commitment 

and discretionary behavior in collaborative environmental practices remain 

marginalized, whereas, certain consumers related environmental issues 

remained dominant in the previous research studies. Even though organizations 

encourage employee to demonstrate discretionary behavior to the customers, 

some employees lack in environmental commitment. Therefore, lack of 

employee commitment offers hurdle in the effective implementations of green 

practices in the hotel industry. There is a need to research the collaborative role 

of employee work attitudes in the relationships of environmental attitudes and 

ecological practices.  

 

 

1.5 PROPOSED MODEL  

 

The proposed research model is designed by reviewing the recent 

literature. The literature is recapped from the HR field and environmental green 

practices at both individual and organizational levels. The reasoning of the 

proposed research model is discussed in Chapter 2 of this research study, where 

theoretical and empirical literature has been reviewed. The logically developed 

proposed theoretical model presents the study variables (i.e environmental 

concern (EC), environmental intent (EI), customer oriented organizational 

citizenship behavior (COOCB), organizational commitment (OC), employee 

satisfaction (ES) and ecological behavior (EB)) and pattern of relationship 

among them (Figure 1.2).  
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Figure 1.2: Proposed Model 

 

 

1.6 RESEARCH QUESTIONS  

 

A study research question is considered an early step that provides point 

of direction for investigation to the social researchers (Bryman, 2007). It is the 

most crucial part of study design that links the study literature review to the 

study methodology for data collection and analysis. The study questions of this 

research are:  

1. Is there a causal impact of employee customer oriented 

discretionary behavior between the relationships of environmental 

attitudes and employee satisfaction and ecological behavior?  

2. Is there a positive associations of employee organizational 

commitment between the relationships of environmental attitudes 

and employee satisfaction and ecological behavior? 

3. Is there a positive influence of job attitudes between the 

relationships of environmental attitudes and employee satisfaction 

and ecological behavior?  

 

 

1.7 RESEARCH HYPOTHESIS  

 

The research hypothesis provides significant base to argue the causal 

association among the study variables, and support to build the research project. 

A research hypothesis is a clear, precise, and covers the essential foundation of 

the problem (Toledo, Flikkema & Toledo-Pereyra 2011). Hypothesis should be 

supported by the results of the protocol. The proposed hypotheses of this study 

are framed as under: 

Environmental 

Concern 

Employee 

Satisfaction 

Environmental 

Intent 

Ecological 

Behavior 

Customer 

Oriented OCB 
Organizational 

Commitment 
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H1: Customer oriented OCB indirectly influences the effect of 

environmental concern on employee satisfaction. 

H2: Employee organizational commitment indirectly influences the 

impact of environmental concern on employee satisfaction. 

H3: Customer oriented OCB and organizational commitment indirectly 

effect the impact of environmental concern on employee ecological 

behavior. 

H4: Customer oriented OCB mediates the relationships between 

environmental intent and employee satisfaction 

H5: Employee organizational commitment indirectly influences the 

effect of environmental intent on employee satisfaction 

H6: Customer oriented OCB and organizational commitment indirectly 

effect the impact environmental intent on employee satisfaction 

H7: Customer oriented OCB mediates the connection of environmental 

concern with ecological behavior 

H8: Employee organizational commitment linkage of environmental 

concern with ecological behavior 

H9: Customer oriented OCB and organizational commitment 

collectively effect the relation of environmental concern with 

ecological behavior 

H10: Customer oriented OCB indirectly influences the impact of 

environmental intent on ecological behavior 

H11: Employee organizational commitment indirectly influences the 

impact of environmental intent on ecological behavior 

H12: Customer oriented OCB and organizational commitment indirectly 

influence the effect of environmental intent on ecological behavior 

 

 
1.8 RESEARCH APPROACH 
  

To test the hypotheses, this research study administered a survey of the 
employees of hotel industry located in Lahore, Gujranwala, Sialkot, Jhang, 
Gujarat, Layyah, Mianwali, Bahawalpur and Faisalabad, nine big cities of the 
Punjab, the largest province of Pakistan. The questionnaire contains questions 
regarding demographical information of respondents and their perception about 
environmental attitudes, job attitudes and ecological practices. The participants 
were inquired to reply the questions on five point Likert scale that are ranging 
from ‘1=strongly agree’ to ‘5=strongly disagree’ which was aimed to assess 
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study variables. As the basic aim of this research study is to examine how 
different employee’s job attitudes influence the employee ecological behavior 
for the implementation of environmental green practices, therefore, it is co-
relational in nature. The unit of analysis is the individual employees of the 
hospitality sector. This study is conducted in non-contrived setting (i.e. normal 
work environment with minimum interference by the researcher) and is cross-
sectional in time horizon. Moreover, it has a time lag structure and data is 
collected in two waves in order to reduce common method variance.  
 

The data was gathered from an individual employee of hotel industry 
through the self-administered questionnaire. According to Sekaran and Bougie 
(2013), the survey is an effective and speedy method to collect data from 
correspondents. For data collection, multistage sampling technique has been 
utilized i.e., selection of organization is made by using simple random sampling 
while organizations are selected by proportionate sampling. The study received 
508 complete responses so an approximate response rate is 67.7 %. The 
complete detail of questionnaire design, administration and research 
methodology is discussed in Chapter 3. 

 
 

1.9 DATA ANALYSIS 
 

Data is computed and analyzed by employing SPSS 24 version. The 
current research performs descriptive analysis to assess the demographic 
characteristics of employees. Cronbach‘s Alpha values are measured to 
calculate the internal consistency for all study variables. The Pearson Bivariate 
Correlation is estimated for control and study variables. Further, SPSS 
PROCESS macro designed by Preacher and Hayes (2008), is applied to test the 
hypotheses. The extensive detail of data analysis ranging from simple frequency 
distributions to complex analysis is presented in Chapter 4. 
 
 
1.10 RESEARCH CONTRIBUTION 
  

The role of employees for effective execution of environmental 
management system in the perspective of greening the hospitality sector was 
less investigated. However, during the last decade the importance of employees 
has been recognized. This study, therefore, adds to the HRM research area in 
connection to the role of employee job attitude for addressing the environmental 
issues in hotel industry in many ways.  
 

The first role relates to HR attitudes that expedite the causal influence of 
employee attitudes on ecological behavior. Whilst earlier research has focused 
the broader perspectives pertaining to the environmental management system 
for developing consumer’s green behavior (Ting et al., 2019), this study 
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examines that both environmental attitudes and employee work attitudes are 
interlinked and influence each other. The role of employee attitudes for 
promotions of employee ecological behavior for resolving environmental issues 
is an emerging concept (Passafaro et al., 2019; Teo et al., 2020). Scholars in the 
field of business management recommend that employee is central force to turn 
business processes into result oriented entity, therefore, business policies should 
reflect the employee concern and willingness.  
 

This study focuses on employees of hospitality sector located in Punjab, 
the biggest province of Pakistan. The employee commitment is vital to green the 
hospitality sector, and their willingness to participate in effective environmental 
management system is debatable. Verma, Chandra and Kumar (2019) suggest 
that employee attitudes and willingness also significantly positively influence 
organizational management intention to implement green practices. Therefore, 
organizational management should influence employee attitudes through 
different ways, such as interdepartmental collaboration, team work, promoting 
trust, confidence and awarding incentives (Promnil, 2018). This strategy 
encourages working environment and, indirectly improves employees’ 
environmental commitment and discretionary behavior toward customer (Hayat 
et al., 2019). 
 

HRM grounded in resourced based value invokes economical and market 
advantage in accounting for the role of influence of environmental management 
system on organizational performance, and this aspect is not explicitly 
previously tested. By theorizing the mediating role of employee work attitudes 
in the environmental attitudes-ecological practices relationships, this study 
provides more rigorous test of the human resource based view. There is a belief 
that a competitive advantage based on strategic human resource management is 
an important means by which hotel industry can enhance its performance. This 
notion is supported by the previous studies, presenting the role of competitive 
advantage in human resource management process, and further suggesting to 
test the role of commitment in organizational environmental management 
system (Heydari & Lai, 2019; Hamadamin & Atan, 2019).  
 

Individual service oriented behavior posits positive influence on 
organizational performance in hospitality sector, because employees are the 
primary recipients of customer (Balaji, Jiang, Singh & Jha, 2020), therefore, the 
positive perception of environmental green practices, psychologically empower 
them, and enhances their quality of service to the customer (Trang, Lee & Han, 
2019). In this study, we extend research by empirically examining the indirect 
influence of environmental practices on employee service quality through 
discretionary behavior.  
 

Researchers have explored the contribution of employee organizational 
citizenship behavior, in background of task performance both at individual and 



 

16 

 

organizational level (Widiani et al., 2019), however the significant role of 
employee customer oriented discretionary behavior in predicting ecological 
behavior needs to explore further. Examining the role of employee customer 
oriented OCB on service quality at individual and organizational level enhances 
our understanding in predicting ecological behavior in hospitality sector. 
 

The theoretical knowledge pertaining to the role of employee attitude 
promoting ecological behavior needs to be empirically studied, in the context of 
greening hospitality sector. This study, therefore, empirically investigates the 
mediating role of employee commitment and discretionary behavior in 
predicting ecological behavior for resolving environmental issues. This study 
also extends and tests the theoretical framework of the Theory of Planned 
Behavior by the adding the roles of employee work attitude and behavior in 
developing ecological behavior in the hospitality sector.  
 
 
1.11 FINDINGS  
 

The empirical results of this research are consistent with the proposed 
theoretical framework and with the previous studies. The findings present that 
employee attitudes predict ecological behavior. This study finds the significant 
influence of employee’s discretionary behavior and employee commitment on 
ecological behavior to address environmental issues. Next, the study findings 
support the intervening role of employee attitudes between environmental 
attitudes and ecological behavior. Lastly, the outcomes also maintain that the 
sequential mediating positive impact of both employee customer oriented OCB 
and organizational commitment on employee satisfaction and ecological 
behavior-thus yielding the support for hypothesized mediation model. The 
thorough discussion of study findings, theoretical and practical contributions, 
limitations and future recommendations are discussed in Chapter 5. 
 
 
1.12 OVERVIEW OF THESIS STRUCTURE 
 

This study is organized in five chapters, followed by references and 
appendices. This chapter provides a brief background of environmental attitudes 
(i.e., environmental concern and environmental intent), employee work attitudes 
(employee organizational commitment, customer oriented OCB, employee 
satisfaction) and ecological behavior. This is followed by significance of study 
and objectives of study. This chapter proposes a research framework and 
research hypothesis, followed by research approach, methodology, findings and 
contributions. Finally, this chapter discusses a synopsis of dissertation structure.  
 

Chapter 2 reviews the previous and existing literature relevant to 
environmental attitudes, employee attitudes and ecological behavior, to 
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formulate research hypothesis and paves ways for empirical research work. This 
chapter presents an overview of conceptualization of environmental attitudes, 
employee attitudes and ecological behavior. This chapter then moves to discuss 
the TPB to base the conceptualization of relationships among study variables. It 
also reviews the hospitality literature regarding six study variables of the study, 
and finds several gaps that provide the base for proposing research frame work.  
 

Chapter 3 discusses an appropriate research methodology, data gathering, 
data analysis approach and proposed framework that are grounded on the studies 
recapped in Chapter 2. Hospitality sector of service industries in Pakistan, was 
chosen due to its rapid growth and bright future. This chapter also deliberates 
different frameworks and associated research approaches. The data analysis 
approach contains descriptive statistics and multivariate analysis. The 
descriptive information presents demographics information related to 
respondents whereas multivariate includes exploratory factor analysis (EFA), 
confirmatory factor analysis (CFA) and structural models results.  
 

Chapter 4 presents an overview of the different statistical techniques 
adopted in this research study. Before analyzing multivariate analysis, 
demographics data analysis was discussed further. Initially, EFA was performed 
and factors were extracted. CFA was conducted to design a measurement model. 
By using Amos software model fit was tested. On the basis of measurement 
model fit results, a full intermediated structural is tested followed by alternate 
model. Finally, chapter was concluded with a summary of results of the study. 
 

Grounded on the results of Chapter 4 of this research, Chapter 5 presents 
the findings, theoretical and practical contribution of the study, and conclusion. 
This chapter examines three set of causal relationships. First set includes, 
mediating effect of employee organizational commitment on the relationships 
of environmental attitudes and, employee satisfaction and ecological behavior. 
Second set discusses the intermediating impact of employee discretionary 
behavior between the relationships of environmental attitudes and employee 
satisfaction & ecological behavior, and thirdly the sequential mediating 
influence of employee attitudes on employee environmental attitudes and 
ecological behavior. These results are based on employee perception about 
environmental issues. This chapter deliberates the outcomes and the 
contribution of the study. Finally, chapter discusses the theoretical and practical 
implication in hospitality sector of Pakistan. 

  



 

18 

 

CHAPTER 2: 
 

LITERATURE REVIEW 
 

 

In global perspective, the unsustainable actions of human beings have 

caused serious environmental issues of weather change, migration and paucity 

that have endangered the existence of planet (Kurucz et al., 2017). 

Subsequently, environmental concern and challenge of sustainability are most 

preferred programs of global agencies (Orzes et al., 2018). The sustainable 

development projects of the United Nations for under developing countries are 

being highly effected by the socio-economic and environmental factors that 

needs to be addressed with the cooperation of the member countries (Hishan  

et al., 2019). Therefore, formal education is disseminating awareness of 

environmental knowledge and climate change for developing green 

environmental behavior (Hoffmann & Muttarak, 2020). This chapter presents a 

critical analysis of research studies regarding the significance of green 

environmental practices in connection with the employee customer oriented 

discretionary behavior and organizational commitment within the organization. 

The objective of this chapter is to investigate, how specific environmental and 

job attitudes add value to the organization through value-added individual and 

organizational competency. While examining the influence of the factors that 

elicits employees’ ecological behavior to implement environmental 

management practices, we propose that developing a frame work that contains 

all of the causes behind the intents might be difficult.  

 

Previous literature explores various theories applied to promote desirable 

employee behavior. The theory of altruism developed by Heberlein (1972) was 

extensively discussed in the environmental domain. According to this theory, an 

individual altruistic motive promotes environmental behavior. Heberlein is 

convinced that these individuals are characterized to carry altruistic and 

biosphere, therefore, they are more prone to participate in the environmental 

friendly activities. Later on this notion was also supported by the successor 

scholars that altruism characteristic of customers motivates their intentions to 

choose green hotels (Athar et al., 2021, Teng, Wu & Liu, 2015). Therefore, this 

theory strengthens employee discretionary behavior towards customers. In this 

context, the expectancy theory of motivation explains that motivation is 

stimulated by the belief that effort improves organizational performance 

(expectancy) and belief that higher performance would be rewarded which is 

valued by the employees (Robbins, 2001, p.173). This belief promotes employee 

organizational commitment that is significant for developing ecological 

behavior. Thus the expectancy theory of motivation assists to achieve the 
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expected behavior. Extending the discussion further, Ryan and Deci’s (2000) 

Self-determination theory also explains why employee engage in eco-friendly 

environmental behavior. They believe that those individuals who hold high 

degree of autonomous motivation and commitment are expected to demonstrate 

eco-friendly environmental behavior. The value-belief-norm theory (Stern, 

2000) explains that value of consequences for instances, environmental 

awareness, concerns, knowledge stimulate employees to demonstrate pro-

environmental behavior. The notion of presumed behavior is also discussed by 

structural goal/expectation theory (Pruitt & Kimmel, 1977). This theory posits 

that employee desired behavior is associated with the cooperation and 

expectation connected with the colleagues and management. This study suggests 

that the pro-environmental behavior of employee is associated with the 

leadership and management of hotel industry.  

 

All the above discussed theories explicitly and implicitly explain the 

motives of desired expected behavior. This study, however based on Theory of 

Planned Behavior extends the investigation to explore the antecedents of 

developing employee ecological behavior in the context to resolve the 

environmental issues. The preceding studies confirm that particular factors 

influence an individual job attitude to assist the environmental strategy within 

an organization and this employee attitude further predict employee behavioral 

attitudes (Chen & Knight, 2014). All the previous works cited in this chapter 

either support original empirical study, relevant to the search under discussion 

that recommend their inclusion or involved extensive literature review and 

discussion of the topic. While extending our discussion further, this chapter 

discusses the rational pertaining to the proposed research framework and also 

composes arguments in favor of suggested associations. We outline, how 

environmental concern and intent (independent variables) are associated with 

the mediators including employee customer oriented OCB and organizational 

commitment, and also present our reasoning to justify, how these mediators 

promote employee satisfaction and ecological behavior. We debate that 

employee customer oriented discretionary behavior and commitment potentially 

contributes to the positive employee contentment and ecological behavior.  

 

 

2.1 IMPACT OF GREEN ENVIRONMENTAL PRACTICES  

ON THE HOSPITALITY SECTOR 
 

Executing environmental proposals, whether casual environmental plans 

or proper an environmental management system (EMS), hotel staff are expected 

to perform extra job activities for the protection of environment and enhance 

organizational outcomes. For instance, office staff may be desired to use both 

side printing or photocopying, housekeeper may be directed to adjust guest room 
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temperatures and sort garbage for recyclable stuffs such as plastic bottles (Chan 

& Hawkins, 2010), cook may be advised to turn on cooking tools as when 

required and not keep it on at the end of shift as 15% of entire electricity and 

fuel is consumed by kitchen (Bohdanowicz, 2001; Solan et al., 2009), laundry 

staff are instructed to run full loads and broke linens into small bits for other 

purposes (Thongkao, 2002), procurement staff may have to stay for overtime to 

take care for environmentally friendly products and tools. A planned EMS may 

require better record keeping which demands responsible supervisory staff to 

insert honest extra effort to find ways to manage proper documentations. There 

is ambiguity that environmental initiates generate extra workload on hotel 

employees. Employees due to lack of environmental knowledge may feel fear, 

when asked to change or intimate about environmental initiatives.  

 

Environmental green practices referees recycling, avoiding waste, 

utilizing available resources efficiently, green procurement, green employee 

trainings programs and energy management etc. (Jang et al., 2015). To meet the 

increasing customers’ demand business entities are exerting substantial amount 

of effort to develop ecological green behavior in their employees (Green et al., 

2019; Han et al., 2011). However, the impact of adopting green environmental 

practices in context with hospitality sector, to gain competitive advantage; the 

hoteliers are seeking ways to improve environmental protection design and 

working of employees to sustain valuable customers (Chen & Chai, 2010; 

Zameer, Wang & Yasmeen, 2020).  

 

Thus it would be interesting to develop understanding regarding the 

driving forces that could increases chances of successful implementation of 

environmental initiatives. This study is an effort to green hospitality sector by 

examining the impact of employee job attitudes for promoting the employee 

satisfaction and ecological behavior that in turn gives competitive advantage to 

the organization. Some existing literature supports that environmental 

management system increases employee satisfaction and motivation (Pham et 

al., 2019). There are still little empirical studies focusing on, how employee 

work attitudes influences employees’ environmental concern and intent to 

develop ecological behavior in hotel industry. Much environmental research had 

been focused on planning environmental management (Martinez-Martinez et 

al., 2019), motivation (Goh & Jie, 2019), benefits, hurdles (Zutshi & Sohal, 

2004), green practices and facilities (DiPietro et al., 2013) and green marketing 

(Wang et al., 2018). These studies provide very little insight regarding the 

challenge faced by the hotel management for developing customer oriented 

discretionary behavior, job satisfaction and also developing ecological behavior 

to gain competitive advantage. 

 



 

21 

 

Furthermore, research studies have explored the recurring hospitality 

sector problem from the consumers’ viewpoint, such as consumers’ intents for 

purchasing green products, and how they view green hotel (Wang, Wong & 

Narayanan, 2020), the author, however, has discussed that over all image of 

green environmental practices could contribute to win the behavioral intention 

of customer. The impact of employees’ intention in implementing 

environmental green practices requires more investigation. Therefore, this study 

is designed to green hospitality sector, while investigating the role of impact of 

employee attitudes and behavior for promoting ecological behavior in context 

with greening hospitality sector.  

 

 

2.2 IMPORTANT TRIGGERS TO GREEN HOSPITALITY SECTOR 
 

Previous researches have discussed the role of environmental knowledge, 

concern and green as drivers of green buying behavior (Dhir et al., 2020), 

however, significance of employee job attitudes and behavior that serve as 

agents to promote consumer green behavior was less focused. To address the 

less investigated gap as discussed above, and to guide both scholars and hotel 

management, this study proposes important triggers-employee environmental 

concern, intent, customer oriented OCB, organizational commitment, job 

satisfaction-that could encourage employee ecological behavior for the 

implementation of environment friendly actions in the hotel industry. When 

employees are extra concerned regarding environmental problems and having 

intentions to implement environmental practices, their customer oriented 

discretionary behavior is empowered, which in turn strengthens their 

organizational commitment. The committed employees are more satisfied with 

their job and willing to execute ecological practices to protect the environment. 

The proposed relationships of aforementioned factors are discussed below in the 

light of recent literature. 

 

 

2.3 THEORETICAL PERSPECTIVE 

 

The aims of this study are to explore the role of employee job attitudes in 

promoting ecological practices in the hospitality sector. The participation of 

employee plays significant role in implementing the environmental strategies. 

Therefore, this study explores the impact of employee job attitudes in 

developing employee ecological behavior for greening the hospitality sector. In 

the context of greening the hospitality sector, there various theories that could 

explain the possible antecedents of demonstrating employee ecological 

behavior, however, this study applies TPB, assist in predicting the employee 

ecological behavior.  
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TPB was derived from the Theory of Reasoned Actions (TRA) (Ajzen & 

Fishbein, 1980). TRA argues that an employees’ intention to demonstrate a 

specific behavior effects the concrete behavior. Also, employees’ behavioral 

intention can be prophesied from a collective effect of two key elements: (1) 

employees’ attitude toward the behavior and (2) the subjective norms 

demonstrating employees’ understanding of the attitudes significant to others 

(e.g., subordinates, colleagues, and organizational management). In context of 

our point of view, TRA describes that the key factor of whether the employees 

of hospitality sector will participate in environmental protection is associated 

with their inclination to follow the direction. While expanding the purviews of 

behavior covered by the Theory of Reasoned Action to behaviors that are not in 

employees’ full control, Ajzen (1991) added an independent factor, with the 

name of perceived behavioral control, which is worded as the employees’ 

understanding of the scope to which consequences of the behavior is easy or 

difficult. Now the Theory of Planned Behavior contains three constructs: (1) 

attitudes toward the behavior, (2) subjective norms, and (3) perceived behavioral 

control.  

 

Theory of Planned Behavior, now is considered an important conceptual 

outline for reviewing the prediction of behavior, which is widely practiced in 

several sectors including hospitality sector too. For instance, Parker et al., 

(1992) observed drivers’ intentions to pledge four particular violations while 

driving by applying TPB. Godin and Kok (1996) confirmed the theory’s ability 

to forecast health-related behavior. O’Boyle et al., (2001) utilized TPB to 

examine the attitude of hand sanitization behavior in hospitals. Shih and Fang 

(2004) compared TPB with TRA for envisaging people’s intents to admit 

Internet banking. Kautonen et al., (2013) used TPB to forecast innovative 

behavior. For the tourism industry, TPB has been employed to assess tourists’ 

customer behavior (Huang et al., 2009), acceptance of the Internet (Lee & Choi, 

2009), behavior of employee’s hospitality sector (Huh et al., 2009), and young 

customers’ green hotel visit intention (Verma & Chandra, 2018). In relation to 

the Food Beverages sector, Trenda and Hillers (1997) studied food protection 

behavior at home, whereas Tarkiainen and Sundqvist (2005) observed into an 

organic-food buying aspect and tested an extended model. Researchers have 

shown great concern on food wastage due to mishandling of leftover, causing 

serious environmental issues (Dhir et al., 2020). Graham-Rowe et al., (2015) 

also used a prolonged TPB to forecast food waste reduction, motivation and 

behavior.  

 

TPB argues that an individuals’ intentions predict behavior, and 

intentions are strengthened (by attitudes towards behavior, subjective norms and 

behavior control (Ajzen, 1991), this study in line with TPB proposes that 
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employee environmental attitudes (i.e including environmental concern and 

intent) are the antecedents, that possibly predict the ecological behavior. These 

environmental attitudes have been associated with the willingness of employee 

to address environmental issues and accordingly take actions for 

implementation of environmental management system. The presence of 

employee discretionary behavior towards customer and organizational 

commitment would instigate the intentions of environmental attitudes to predict 

ecological behavior. Therefore, the prediction of ecological behavior is on the 

concept of TPB, where employee intentions are supported by the attitudes. This 

study, therefore, applying the concept of Theory of Planned Behavior, 

investigates the impact of employee attitudes in promoting the environmental 

attitudes to predict ecological behavior with the objective of greening the 

hospitality sector. We further elaborate the relationships in the following 

subsections. 

 

 

2.3.1 Conceptualizing Environmental Concern, Customer Oriented  

OCB and Employee Satisfaction 
 

Environmental concern refers to the degree of willingness, knowledge 

and recognizes the ecological problem, and also support the optimal solution to 

the issues (Bamberg, 2003). In broad sense, the concept of environmental 

concern is referred as the degree to which people are conscious of the problems 

and encourage the efforts to address / or shows willingness to eradicate the 

problematic factors (Dunlap & Jones, 2002). This idea highlights two different 

aspects, first one perception of magnitude of problems and second is to show 

willingness to support and personally contributes for resolving the issue. In the 

recent literature, these aspects are the foundation of two most common 

categories of environmental concerns including environmental attitude and 

willingness to protect the environment. Some scholars merely concentrate on 

environmental attitude (Wang et al., 2018), whereas other advocates to define 

environmental concern through willingness to pay for protection of environment 

(Shao, Tian & Fan, 2018). Besides this, the theory of hierarchical structure also 

associates environmental concern with casual attitudinal structure, which leads 

to predict specific attitude and outcomes as the behavioral intentions, which is 

termed as environmental concern (Best & Mayerl, 2013). Luo and Deng (2008) 

had also interchangeable used the term “environmental concern” with the 

environmental attitude, which is defined as collection of views, affects and 

behavioral intentions that an individual holds concerning environmental 

activities and problems (Schult et al., 2014).  

 

Researchers have noticed that in the recent past customers’ awareness 

regarding environmentally friendly products has been improved (Caniels & 
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Bhatti, 2017), therefore, employee customer oriented discretionary behavior is 

an integral factor in the context of greening the hospitality sector which refers 

to an employee individual volunteer behavior demonstrated at workplace to 

enhance customer satisfaction and service delivery (Dimitriades, 2007). This 

behavior anticipates customer needs and problems, and also facilitates the 

services to be customized with the objective to make the customer to feel 

importance. This sort of behavior, in context of performance, contains three 

critical components: individual behavior (i) is discretionary, (ii) formally not 

recognized by official reward system, and (iii) support operational activities of 

the organization (Organ, 1988). In hospitality sector, customer oriented attitude 

is highly important for improving the service quality and also for better 

functioning of hospitality firms (Wu et al., 2013). Keeping in view its 

significance, hotel administrations are arranging trainings and workshops for 

employees to adjust their attitude as per customer expectation. Scholars are 

investigating to evaluate the customer oriented behavior of both male and female 

employees of hotels firms for better outcomes (Bharadwaja, Lee & Madera, 

2018). Recent study shows that employee customer oriented discretionary 

behavior influences service quality, and customers’ perception of quality service 

is related to employee discretionary behavior (Kwak & Kim, 2015; Qiu et al., 

2019). An individual employee within a hospitality organization can cause 

significant impact on the outcomes of employees’ organizational sustainability 

approach. Therefore, all the enterprises and organizations are required to 

promote employee engagement for promotion of environmental green practices 

(Benn, Edward & William, 2014; Cheema, Afsar & Javed, 2020). 

 

Employee satisfaction is associated with an employee attitude and 

feelings towards job and other mechanism of job such as interaction with 

colleagues, acknowledgment, benefits, working environment and situation 

(Glisson & Durick, 1988). In hospitality sector, employee satisfaction is 

identified as one of the key factors contributing towards organizational success 

(Laskarin, 2017). Previous studies have recommended that performance and 

evolution of organization are supported by the customer loyalty which is won 

by the customer gratification (Heskett et al., 1994; Nobar & Rostamzadeh, 

2018). However, the loyalty of customers is characterized by the fulfillment of 

their expectation and satisfaction, both, are earned by the quality services 

offered by the loyal and satisfied employees (Cossio-Silva, 2016). Researchers 

are agreed that due the high labor intensity, constant human dealings, reliance 

on other coworkers, maintaining the employee satisfaction in hospitality has 

become a challenging task to hotel management as compare to other industries 

(Olugbade & Karatepe, 2019). Several empirical studies also have connected 

employee satisfaction with the organizational performance, and this relationship 

has been termed as “Holy Grail” by the industrial psychologist (Judge & Bono, 

2001; Landy, 1989). Therefore, keeping in view the significance of employee 
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satisfaction, hospitality sector has started spending of considerable revenue on 

their employees by arranging soft skills training workshops, awarding benefits 

and appreciating certificates by acknowledging their services (Miah & Hafid, 

2019). This study is designed to review the job satisfaction of employees 

working in hospitality sector, keeping in view of greening the hotel industry. 

The objectives of this study are to review, how environmental green attitudes 

influence employee satisfaction serving in hospitality sector.  

 

 

2.3.2 Mediating Role of Customer Oriented OCB: Environmental 

Concern and Employee Satisfaction 
 

Employee customer oriented discretionary behavior appeared promising 

impression due to its potential to express organizational behavior, particularly 

in service industries (Al-sharafi & Rajiani, 2013). To develop better 

understanding of customer oriented discretionary behavior in context with 

employee satisfaction; we need to explore the three dimensions of citizenship 

behavior i.e., loyalty, quality service delivery and contribution. The first two 

dimensions, loyalty and participation were conceptualized by Van Dyne et al. 

(1994). According to them, employee devotion is the commitment with the 

organization is the promotion of product to the people, whereas, contribution 

intentionally share concepts and suggestions for service enhancement. The third 

factor “service delivery” was earlier coined by George (1991), suggesting that 

customer-contact employees who respond politely, and ensure reliable service 

delivery. This behavior is highly appreciated, and occasionally rewarded 

(Thomas, Ambrosini & Hughes, 2019), particularly this recognition carries 

significance in hospitality sector, where employee often has to face nuance 

customer behavior, and also sometimes has to extend working hours (Ndofirepi, 

2020). The recognition of employee services and reward offered by the 

management, influence employee satisfaction and strengthen ties with the 

organization (Younies & Na, 2020). This indicates that, customer oriented OCB 

and employee satisfaction are interdependent, and both represent employee 

attitudes, first one is demonstration of discretionary behavior towards 

customers, whereas second is expression of contentment from organizational 

management, coworkers and working environment (Meynhardt, Brieger & 

Hermann, 2020). This relationship guides that, an employee engaged in 

discretionary behavior towards customer, possibly found to be contended with 

organizational practices. This discussion proposes that customer oriented OCB 

influences employee satisfaction.  

 

Earlier studies have induced that employees environmentally concerned, 

and satisfied with the organizational management are willing to support and 

execute the environmental initiatives (Rondinelli & Vastag, 2000, Kirk, 1998). 
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Investigation on concerning the connection of environmental programs with 

employee willingness to implement these policies requires further discussion, 

however, psychologists are agreed that successful implementation of 

environmental programs, requires employee cognitive understanding of the 

nature of environmental issues. Therefore, research scholars recommend that 

employees who have environmental awareness, knowledge, concern, and 

psychological satisfied with job and administration, would be willing to 

implement environmental practices by demonstrating green behavior toward 

customers (Kollmuss & Agyeman, 2002; Pinzone et al., 2019). The review of 

literature guides that in depth study requires to thoroughly exploring the linkage 

of employee environmental concern with employee customer oriented 

discretionary behavior. Therefore, this study is interested to further investigate 

how an employee who is environmentally concerned, cause psychologically 

positive influence on customer oriented discretionary behavior for further 

integration of employee job satisfaction. Research scholars, however agree, 

increasing employee’s environmental concern stimulates their discretionary 

behavior towards customers and organization, and also support in implementing 

environmental management programs (Pham et al., 2019).  

 

Human resource being integral component of business organization, 

therefore, employee customer oriented discretionary behavior in previous 

business research studies have been investigated in connection with employee 

commitment (Heydari & Lai, 2019), turnover intention (Memon et al., 2017), 

job satisfaction (Weikamp & Göritz, 2016), leadership (Arshad et al., 2021) and 

motivation (Rawabdeh et al., 2019) for improving organizational performance. 

However, in hospitality sector, employee customer oriented OCB has been 

encouraged for developing better organizational image, developing pleasant 

memories for the sustainability of customer (Wu et al., 2013), and also for 

reducing role stressors for the frontline employees (Martínez & Nishiyama, 

2019). Researcher in hospitality sector also have investigated the mediating role 

of employee customer oriented discretionary behavior for promoting the 

understanding the mystery of understanding between employees trust and their 

commitment with organization in the context significant role of organizational 

leadership (Hayat et al., 2019; Tang & Tsaur, 2016). 

 

However, the mediating role of customer oriented OCB between 

employee’s environmental attitude and employee satisfaction has been less 

explored. Therefore, this study is designed to investigate the mediating impact 

of customer oriented OCB on the relationship between environmental concern 

and employee satisfaction. This hypothesizes as under:     

 

H1: Customer oriented OCB intervene the association of environmental 

concern with employee satisfaction 
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2.3.3 Conceptualizing Organizational Commitment 
 

Organizational commitment represents an employee connection with 

organization and is referred to psychological state that portrays employee 

attachment with the working place and has implication to continue association 

in the organization (Meyer & Allen, 1991). Researchers of organizational 

comment had been showing consensus on a multidimensional model with three 

components (Mowday, 1998). Meyer and Allen (1990, 1991) had already 

developed these three different components mindsets: affective, continuance 

and normative. Employees’ affective commitment with the organization is an 

emotional attachment that represents their willingness to serve with the same 

organization. It also represents the degree to which an individual want to be part 

of the organization. Normative commitment is termed as sense of obligations 

and feelings of retention of employee in the same organization, whereas the 

attribute of continuance demonstrates employees’ intention to continue services 

with the same organization in the long run. The role of employees in hospitality 

sector has been considered as an essential entity (Ineson et al., 2013) and the 

basic issues had been to sustain their commitment by increasing salaries, 

rewards, working environment and other benefits (Guan et al., 2014; Yao, Qiu 

& Wei, 2019), however there remained misunderstanding on the part of hotel 

employees. The concentration of hospitality sector researchers was focused on 

motivational factors, therefore, they emphasized on recognition of employee 

achievements, commitment and importance to the organization (Mowday, 

Porter & Steers, 2013; Yao et al., 2019), in the background of their emotional 

exhaustion caused by hectic long working hours, interaction with customers of 

different mindsets (Li et al., 2019).  

 

Employee organizational commitment, in business research has been 

investigated in the background of achieving organizational goals. Employees’ 

efficiency is also based on commitment and involvement to the objectives of the 

organization; therefore, organizations to achieve their objectives and also to gain 

competitive advantage prefer to hire services of committed employees (Ebeh  

et al., 2017). Employee organizational commitment, in previous studies, have 

been discussed, in connection with turnover intention (Gatting, Kang & Kim, 

2016), discretionary behavior (Shepherd, 2017), organizational performance 

(Andrew, 2017), leadership (Ahmad et al., 2021), managerial support (Arshad 

et al., 2021) and job satisfaction (Chordiya, Sabharwal & Goodman, 2017) in 

perspective to maximize business shares. The term organizational commitment 

in hospitality sector carries more significance where customer satisfaction is 

associated with the commitment of employees. Therefore, hospitality sector is 

investigating psychological mechanism that influences intentional and 

behavioral commitment of personnel to pursue the reliability of customers (Yao, 

Qiu & Wei, 2019). The role of employee organizational commitment, in 
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previous studies was explored in connection with customer satisfaction (Ruiz-

Palomo, León-Gómez & García-Lopera, 2020) and significant contribution of 

employee commitment in achieving organizational goal was less explored, 

particularly greening the hospitality sector (Okumus et al., 2019). This study, 

therefore, is interested to pursue the significant impact of employee 

organizational commitment developing ecological green behavior for the 

effective implementation of environmental green practices in hospitality.  

 

 

2.3.4 Mediating Role of Organizational Commitment: Environmental 

Concern and Employee Satisfaction 
 

Environmental concern as discussed in previous lines is an employee 

global attitude towards environment and environmental problems, which shows 

willingness to support the initiatives for the eradication of the issues. Employee 

organizational commitment is also an attitude that depicts the nature of 

relationship with the organization. Therefore, both attitudes are associated with 

psychological mindset of an employee, having ultimate aims of achieving the 

organizational objectives. Employee environmental concern pertains to address 

the ecological issues to attract the customers, whereas employees’ strong 

attachment with the organization demonstrates resolution to address these 

environmental concerns (Zientara & Zamojska, 2018). Previous studies, 

explicitly, remained less concerned on the association of employee 

environmental concern with organizational commitment, however, implicitly 

the results of various researches recommend that individual, managerial and 

organizational factors influence the employee behavior through the sense of 

commitment to environmental concern (Pham & Tuckova, 2018; Raineri & 

Paillé, 2016). In recent times, scarce studies have discussed the impact of 

environmental concern on employee organizational commitment, therefore, this 

study empirically explore the influence of employees’ environmental concern 

on organizational commitments for developing employee green behavior.  

 

Organizational commitment and employee satisfaction are the most 

investigated themes in the background of employee’s management and 

organizational behavior. First term is associated the degree to which employees 

are attached with the organization where they work and whether they are ready 

to leave it (Greenberg & Baron, 2008), whereas employee satisfaction is 

emotional mindsets resulting from the appraisal and recognition & 

acknowledgement of employee achievements as results of organizational 

commitment (Schneider & Snyder, 1975; Locke, 1976). Several researches have 

discussed the association organizational commitment with job satisfaction 

(Porter et al., 1974). Employees demonstrating high organizational commitment 

comparatively are more satisfied with their organization, and less likely to leave 
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it (Ćulibrk et al., 2018; Malik et al., 2019). Organizational commitment is 

considered an extension of employee satisfaction, as both represent positive 

attitude of employee, not top personal but rather towards organization (Alkhateri 

et al., 2018), however, in organizational commitment, emotions are stronger 

than employee satisfaction, because in organizational commitment, employees 

are ready to sacrifice personal interest for the organization. The relationships of 

organizational commitment and employee satisfaction has been frequently 

researched in various context (Falkenburg & Schyns, 2007; Moynihan & 

Pandey, 2007; Morrow et al., 2015; Ekhasn, 2019), however, here in this study 

it is targeted to discuss the role of employee attitudes and behavior factors in the 

relationships of environmental attitude and ecological behavior for greening the 

hospitality sector.  

 

The relationship of organizational commitment has been studies in 

various contexts i.e., emotional exhaustion (Li, Mai, Yang & Zhang, 2019), 

employee satisfaction (Valaei & Rezaei, 2016), Leadership (Dappa, Bhatti & 

Aljarah, 2019), Turnover (Yao, Qiu & Wei, 2019), organizational performance 

(Berberoglu, 2018). The mediating role of organizational commitment in 

previous studies in business organization has been studied between leadership 

and turnover intention (Lim, Loo & Lee, 2017), motivation, organizational 

culture and performance (Rantesalu, Mus & Arifin, 2017), organizational justice 

and intention to leave (Al-Kilani, 2017), and talent management and 

organizational performance (Almaaitah, 2020). Mediating role of employee 

organizational commitment in hospitality sector was observed between 

emotional intelligence, supervisory support and job satisfaction (Azim, 

Sumethokul & Patwary, 2020). However, the review of previous literature 

demonstrates that mediating role in the hospitality sector, particularly in 

developing green employee behavior was less explored in the recent times. 

Therefore, this study has been designed to statistically experience the 

intervening role of organizational commitment with employee environmental 

concern and employee satisfaction. In the light of above discussion, the 

relationship is hypothesized as under: 

 

H2: Organizational commitment arbitrates the connections of 

environmental concern with employee satisfaction 

 

 

2.3.5 Accumulative effect of Customer Oriented OCB and Organizational 

Commitment in the relationship of Environmental Concern with 

Employee Satisfaction 
 

Organizational discretionary behavior refers to an employee voluntary 

behavior, not explicitly or implicitly acknowledged by prescribed reward system 
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(Organ, 1988). Based on objectives, employee discretionary behavior is 

classified into two subcategories (i) organizational citizenship behavior-

individual (OCBI) (ii) organizational citizenship behavior-organization 

(OCBO) (Williams & Anderson, 1991). OCBI denotes behaviors focused at 

individual level which assists organization implicitly. For instance, helping 

colleagues and solve their work related problems, and also demonstrate 

courteous behavior while dealing them. OCBO represents behaviors, 

representing devotion, conscientiousness and job commitment, which endeavor 

to explicitly support organizational objectives, such showing willingness and 

approving behavior to the outsiders and also accept the organizational policies 

for new changes (González & Garazo, 2006). Based on this new classification, 

Dimitriades (2007) recommended a new category, customer oriented 

organizational citizenship behavior. Customer oriented OCB is a constellation 

of non-mandated and individual initiated behaviors which exert efforts to satisfy 

customer by providing quality service. For instance, this behavior anticipates 

customer needs and expectation, and accordingly customizes the services to 

making customer feel important (Dimitriades, 2007). The importance of this 

type of behavior is echoed in working place, where constant and frequent 

interaction of employees and customers is observed to present organization to 

the outsiders (Kusluvan, 2003), therefore, customer oriented OCB is most 

favored for hospitality sector (Dimitriades, 2007; Wu et al., 2013), and 

significantly important for customer service delivery and satisfaction.  

 

Employee customer oriented discretionary behavior, and organizational 

commitment, a sense of strong attachment with the organization, are crucial 

factors for successful execution of the organizational objectives (Boiral, 2009; 

Lee & Maurer, 1999). Empirical evidence suggests both discretionary behavior 

and sense of obligation to remain committed with organization are interlinked 

and influence each other (Vipraprastha, Sudja & Yuesti, 2018). Williamson and 

Anderson (1991) had already expressed that OCBO stimulates employee 

devotion, conscientiousness and commitment with the organization, therefore, 

this study propose that discretionary behavior influences employee 

organizational commitment. To develop further understanding, we need to 

explore the antecedents of employee psychological attachment with the 

organization. Researchers have noticed that prevailing caring and supporting 

behavior in the workplace instigate the sense of commitment towards the 

organization (Chatman & O’Reilly, 2016), which support researcher stance that 

employee discretionary behavior influences employee commitment with the 

organization. This relationship, in the previous research studies, has been 

investigated in other way, where employee commitment is serving preceding 

role of discretionary behavior. For instance, previous research studies have 

investigated the positive impact of organizational commitment on employee 

discretionary behavior (Setyaningrum, 2017). Poadsakoff et al. (2014) also 
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claimed that employee commitment increases extra role beyond the formal job 

duties. The findings of previous studies have witnessed that employees’ strong 

attachment with the organization influences their contentment towards job and 

other mechanism including interaction with coworkers, management and 

working situation (Imran, 2019; Top & Gider, 2013). Researchers have observed 

that employees’ discretionary behaviors towards coworkers and organization 

intensify their commitments with organization, which encourages their 

contentment with organizational policies and working situations (Grego-Planer, 

2019).  

 

Researchers have observed that during the few decades, business 

organizations are confronting environmental problems; however, hospitality due 

mounting pressure is getting awareness regarding these issues (Tam & Chan, 

2018). Therefore, they are striving to develop green behaviors among their 

employees. Researchers of hospitality sector are agreed that employees, who are 

environmentally concerned and encourage efforts for resolving the 

environmental issues, are the preferred choice of hospitality sector (Dunlop & 

Jones, 20002). In the context, employee environmental concern is a global 

attitude, where an individual demonstrate concern towards environment and 

environmental issues, and employee environmental discretionary behavior also 

contribute to the effective implementation of environmental system (Boiral, 

2009). Therefore, both environmental attitudes and behavior are interlinked, and 

Theory of Planned Behavior suggests that attitudes influence behavior (Aijzen, 

1991), therefore, this study assumes that environmental global attitudes 

influence employee environmental customer oriented discretionary behavior.  

 

The individual mediating role of employee customer oriented 

discretionary behavior and organizational commitment in context with 

employee satisfaction have been investigated in the previous studies. However, 

the collaborating effect of customer oriented OCB and organizational 

commitment on employee satisfaction was less discussed in recent research 

studies. This research is, therefore, planned to statically investigate the 

accumulative effect of customer oriented OCB and organizational commitment 

between the relationship of employee environmental concern and job 

satisfaction, with reference to greening the hospitality sector. The hypothesis 

framed as under has been designed to examine the mediating effect of customer 

oriented OCB and organizational commitment between environmental concern 

and employee satisfaction: 

 

H3: Customer oriented OCB and organizational commitment mediates 

the relationships between environmental concern and employee 

satisfaction. 
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2.3.6 Conceptualizing Environmental Intent 
 

Environmental intent presents the disposition of an employee to use 

energy-saving or environmentally friendly resources with the objective to 

protect the environment (Chan & Hawkins, 2010). Earlier studies have 

associated the concept of environmental intent with environmental attitudes 

including environmental awareness, knowledge and concern. They have 

recommended that employees’ environmental attitude must be congruent with 

the employee intent to execute environmental green reforms (Okumus et al., 

2019). Another study suggests that employee intent in execution of green actions 

are interlinked with the work environment of a hotel, such as extra workload, 

participations of supervisors and leadership, and communication system that 

would influence employee ecological behavior (Martínez, Herrero & Gómez‐
López, 2019). Researchers of environmental practices also have discussed 

environmental intent in the context of hotel management. They believe that 

environmental management system (EMS) improves employees’ ecological 

behavior when organization is willing and intent to practice environmental green 

strategies (Gao, Mattila & Lee, 2016). Attitude of an individual employee 

serving in hospitality sector plays significant contribution in implementing 

environmental green practices (Kim et al., 2019). A comprehensive study of 

existing and previous literate convinces that environmental intent had has 

largely been focused in context of environmental attitudes, and its relationships 

with employee behaviors i.e citizenship behavior, organizational commitment 

and employee satisfaction have scarcely been deliberated.  

 

 

2.3.7 Mediating Role of Customer Oriented OCB: Environmental Intent 

and Employee Satisfaction  
 

Environmental intent is an environmental global attitude, and Theory of 

Planned Behavior suggests that attitude predicts particular behavior (Aijzen, 

1991). Previous researches also have recommended that employee intention 

influences employee ecological behavior (Chen et al., 2017). This view was also 

encouraged by another study, where environmental intention whether in the 

context of an individual employee or management, was associated with a 

significant antecedent of green behavior (Chan & Hawkins, 2010). In this 

content, employee customer OCB, is also employee discretionary behavior 

towards customer, therefore, following the protocol of Theory of Planned 

Behavior, employee intention is expected to stimulate employee customer 

oriented OCB for promoting the green behavior in the hospitality sector. 

According to the findings of previous studies, the employee customer oriented 

discretionary behavior is considered a significant factor for promoting employee 
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satisfaction (Bolon, 1997). Employee satisfaction is expression of attitude and 

feelings related to job and its other mechanism including interaction with 

colleagues and management of the organization (Glisson & Durick, 1988). Both 

are constructive attitudes, and cause constructive effect on the organizational 

performance. Previous studies have explored the interactions of environmental 

intent and employee satisfaction with environmental attitudes such as 

environmental concern (Okumus, et al., 2019), awareness (Trivedi et al., 2018), 

knowledge (Verma, Chandra & Kumar, 2019), employee ecological behavior 

(Okumus et al., 2019) and HR practices respectively i.e motivation (Hassan et 

al., 2013), impact of leadership style (Jaiswal, Pathak & Kumari, 2017), working 

environment (Chaudhry et al., 2017), extrinsic rewards (Lim, Lee & Bae, 2019). 

The review of existing literature has less discussed the direct relationships of 

environmental intent and employee satisfaction. However, research scholars 

agreed that job attitudes promote employee intent, awareness and commitment 

for the implementation of green practices (Tang et al., 2018), that indirectly 

convince that an employee holding environmental intent demonstrate 

satisfaction with organization. This study empirically evaluates the correlation 

between employee environmental intent with their satisfaction by discussion the 

mediating role of customer oriented OCB and organizational commitment, both 

individually and collectively.  

 

In recent literature, research scholars have acknowledged the significance 

of employee environmentally friendly behavior for effective implementation of 

green practices in the industry (Norton et al., 2015; Paillé et al., 2014). Hotels 

and restaurants are adopting green practices for improving environmental 

performance and sustaining competitive advantage (Luu, 2020). Customer 

oriented discretionary behavior of employee adds significant contribution to 

green the hospitality sector (Kim et al., 2020). Scarce literature exists on the 

influence of employee environmental intent on customer oriented OCB, 

however, scholars are convinced that environmental attitudes of customers and 

management of organization promotes employee customer oriented 

discretionary behavior (Chang, Chen, Luan & Chen, 2019).  

 

Previous literature has explored the associations of employees’ 

organizational citizenship behavior with their job satisfaction. Williamson and 

Anderson (1991) had supported and suggested affirmative linkage between 

OCB and job satisfaction. Several other studies have also empirically tested that 

employee organizational discretionary behavior and job satisfaction are 

significantly associated with each other (Foot & Tang, 2008; Nadiri & Tanova, 

2010). In recent literature, the findings of research studies have discussed this 

relationship in other ways, and impact of employee job satisfaction has 

investigated on organizational citizenship behavior (Arıkoğlu, İyigün & Sağlam, 

2019; Fitrio et al., 2019). This study is investigating the relationship of customer 
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oriented OCB with employee environmental intent and their job satisfaction. 

Therefore, this research has been designed to empirically examine the 

interacting role of customer oriented OCB between the relationship of 

environmental intent with employee satisfaction. This discussion is 

hypothesized as under: 

 

H4: Customer oriented OCB indirectly influence relationships of 

environmental intent with employee satisfaction 

 

 

2.3.8 Mediating Role of Organizational Commitment: Environmental 

Intent and Employee Satisfaction 
 

The conceptualized discussions on employee environmental intent and 

organizational commitment in the light of previous literature, have been worded 

in the previous lines. This paragraph extends the debates on the relationships 

between employee environmental intent and organizational commitment in the 

context of hospitality sector. Employee environmental intent is an integral 

component of environmental management system, and has drawn significance 

importance in the hotel industry (Chan & Hsu, 2016). Personnel when 

understand that their organization is interested to implement environmental 

management system, seeking ecofriendly attitude, feel gratified to be part of the 

organization that stimulate them to demonstrates more positive attitude at 

workplace (Yoon, Jang & Lee, 2016). Chan (2019) and Desphande (1998) had 

already conveyed that organizational ethical climate promotes employee 

attitude. Scholars are evinced that environmental management system promote 

ethical climate and employee feel pleased, that multiply their motivation to work 

hard to demonstrate effective commitment towards organization (Asgari et al., 

2019). Social identity theory also explores relationship between environmental 

management and organizational commitment: individuals pursue their 

communal identity to improve self-confidence (Tajfel et al., 1979; Patiar & 

Wang, 2016). Consequently, the employee who feels self-importance in joining 

and working in publically liable organization demonstrates positive work 

behavior (i.e organizational commitment) (Maignan & Ferrell, 2001; Peterson, 

2004). Drawing conclusion on the basis of this literature that Environmental 

Management System (i.e environmental intent) influence positive effect on 

employee organizational commitment. This study investigates positive impact 

of environment intent on organizational commitment.  

 

Prior discussion regarding the impact of employee organizational 

commitment on satisfaction proposed that employee environmental concern is 

linked with organizational commitment and employee satisfaction. Here in this 

section this relationship is being conversed in the context of importance of 
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employee environmental intention for implementing green practice in hotel 

industry. Exploring the literature further, it has been experienced that connection 

between employee organizational commitment and their contentment with the 

organization is bidirectional. Safi and Arshi (2016) have recommended that 

complements of affective and normative commitment have substantial positive 

influence on employee satisfaction, whereas Girma (2016) and Karem et al., 

2019) have examined this association in other way, where employee satisfaction 

is found to be improving organizational commitment. Researchers of human 

resource are strongly agreed that committed employees in hospitality sector 

contribute in positive ways. Significant number of discussions has discussed the 

positive relationship of organizational commitment with job satisfaction 

(Bateman & Strasser, 1984; Ibrahim, 2019; Maslach, 2001; Yousef, 2002). 

Employee environmental concern and intent, both are the environmental 

attitudes and determinants for strengthening the relations of organizational 

commitment and employee satisfaction and vice-versa. This study is reviewing 

the literature for understanding the influence of organizational commitment on 

employee satisfaction in the background of supporting the employee 

environmental intent for practicing the green practices in hotel industry.  

 

The influence of employee environmental intent on organizational 

commitment, and organizational commitment on employee satisfaction, in the 

light of previous literature, has already been examined in the previous lines. The 

findings of prior studies on the affiliation of employee environmental intent with 

organizational commitment suggest that the aim of environmental intent of 

implementing green practices remains insignificant in wake of poor employee 

organizational commitment (Turker, 2009; Kim et al., 2019). Therefore, social 

identity theory discusses the impact of ethical environment on employee 

attitude, proposes theoretical justification for the relationships between 

environmental management system and organizational commitment, by arguing 

that positive perception of social identity cause positive impact on the employee 

attitude and increase organizational commitment (Latan et al., 2018; Lee et al., 

2013). 

 

Employee’s organizational commitment and their satisfaction, both are 

interlinked, and play significant role in execution of environmental green 

practices. The mediating roles of organizational commitment in human resource 

studies have been explored in different connotation i.e., leadership and turnover 

intention (Lim, Loo & Lee, 2017), organizational support and employee 

retention (Arasanmi & Krishna, 2019), organizational justice and turnover 

intention (Suifan, Diab & Abdallah, 2017). The mediating role of employee 

organizational commitment with environmental attitude (i.e., environmental 

intent) and employee satisfaction has been less considered in the previous 

studies. Therefore, this study is deliberate to inspect the mediating influence of 



 

36 

 

organizational commitment between environmental intent and employee 

satisfaction. This relationship is hypothesized as under:  

 

H5: Organizational commitment indirectly influences the association of 

environmental intent and employee satisfaction 

 

 

2.3.9 Mediating Role of Employee Customer Oriented OCB and 

Organizational Commitment between the linkage of Environmental 

Intent and Employee Satisfaction 
 

Social Exchange Theory (SET) (Blau, 1964) have observed positive 

association between employee discretionary behavior and organizational 

commitment. The collaborative effect of both constructs, customer oriented 

OCB and organizational commitment, at organizational level, has been 

investigated very less in the previous studies (Chun et al., 2013). The 

relationship of both constructs has been argued in the previous lines. A highly 

committed employee, expected to demonstrate volunteer discretionary behavior 

towards working place (Yeh, 2019), and conversely an employee, according to 

William and Anderson (1991), engaged in OCBO-representing volunteer 

devotion, conscientiousness and job commitment, would also demonstrate 

strong organizational commitment. Employee environmental intention is also 

volunteer willingness to execute actions pertaining to green behavior (Chan & 

Hawkins, 2010), with ultimate objective to draw the attention of customers. 

Therefore, employee environmental intent and customer oriented discretionary 

behavior, represent volunteer attitudes and behavior, having perception to win 

the sustainability of customer in the long run, and also endeavor to explicitly 

support organizational objectives, such showing willingness and approving 

behavior to the outsiders and also accept the organizational policies for new 

change. Moreover, employees’ understanding regarding the organizational 

environmental initiatives is significant and important for effective 

implementation of environmental practices (Goh & Jie, 2019). In this research 

we presume that environmental intent promote employee intentions to 

demonstrate discretionary behavior and, also when organization is trust worthy, 

employees exceed from their contract to perform extra role.  

 

Hospitality sector is associated with people business, and customer 

service is linked the services offered by the employee at the workplace (Tang & 

Tang, 2012). The degree to which employees of hospitality sector are motivated 

to engage in discretionary behavior, would leave positive effects on the quality 

of service delivery, therefore, hotel management are interested to implement 

green practices in hospitality sector. Previous research studies have explored 

that hotel firms’ environmental programs promoting to environmental attitudes, 
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positively influence employee customer oriented discretionary behavior which 

ultimately improve organizational performance (Korsgaard, Roberson & 

Rymph, 1998). This indicates that environmental intent has positive impact on 

employee discretionary behavior towards visitors and customers. The direct 

relationship between employee environmental intent with the customer oriented 

OCB is less addressed, therefore, this is an attempt to empirically examine this 

relationship.  

 

The association among customer oriented discretionary behavior, 

employee attachment and their satisfaction with the organizations have been 

deliberated in the earlier discussions. The mediating roles of customer oriented 

OCB and organizational commitment have been addressed in depth in human 

resource management context, however scarce research studies exist 

deliberating the mediating roles of employee customer oriented discretionary 

behavior and work attitude. This research is empirically designed to inspect the 

sequential intervening effects of customer oriented OCB and organization 

commitment between the relationships of environmental intent and employee 

satisfaction. The hypothesis to investigate this sequential mediating impact is 

framed as under: 

 

H6: Customer oriented OCB and organizational commitment mediates 

the relationships between environmental intent and employee 

satisfaction 

 

Framework in Figure 2.1 is established on the basis of above discussed 

literature review. 

 

 

Figure 2.1: Indirect Influence of Employee Job Attitudes in the  

Association of Environmental Attitudes with Employee Satisfaction 

 

 

2.3.10  Conceptualizing Employee Ecological Behavior 

 

Ecological behavior describes the “actions” that contributes for 

environmental protection and /or conservation (Axelrod & Lehman, 1993). 

Employees’ ecological behavior and their effect on natural environment are 
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associated with public interest, and remained preferred theme for the research 

scholars of psychological field (Miroshkin et al., 2019). Numerous studies have 

discussed the predecessors of an individual ecological behavior, and also 

elucidates how these antecedents can be measured (Arnoled et al., 2018; 

Axelrod & Lehman, 1993; Kaiser, 1998). For instance, Kaiser (1998) referred 

the TPB to define the causes of ecological behavior that arises from behavior 

intention looking at two factors: attitude towards behavior and subjective norms. 

Also the findings of previous empirical studies also support the notion that 

connection to nature is linked with employees’ pro environmental behavior that 

provokes them to mitigate the negative ambitions towards nature, and promote 

the green practices at workplace (Whitburn, Linklater & Milfont, 2019). 

Another study conducted by Passafaro, Livi, and Kosic (2019) on housemates, 

neighbors, inhabitants of Italy, explored that both local and social (subjective) 

norms influence ecological behavior. Technological determinants including 

relative advantage, complexity and compatibility also significantly influence the 

innovative green behavior (Ruslan, Senin & Soehod, 2016)  

 

Kaiser and Wilson (2004) had developed universal determinants for 

measuring ecological behavior scale, including energy saving, movement and 

conveyance; waste evasion; reprocessing; and vicarious; communal conduct 

towards ecological behavior. In the recent years, researchers have triggered 

three factors, including environmental knowledge, awareness and concern, 

influencing ecological behavior (Chan et al., 2017). A study on the impact of 

these environmental factors was conducted in Turkey, and found a positive 

impact on employee ecological behavior (Okumus et al., 2019). Based on these 

previous researches, this current study further explores various other factors 

promoting employee ecological behavior. Grounded on empirical research, this 

study suggests a framework to explain the associations among the 

environmental factors and employee job attitudes with the aim to implement 

environmental green practices in the hotel industry.  

 

 

2.3.11 Mediating Role of employee Customer Oriented OCB: 

Employee Environmental Concern and Ecological Behavior 
 

Employee environmental concern is an important environmental triggers, 

and most significant determinant of predicting employee ecological behavior. 

For instance, customers having high level of environmental concern prefer to 

buy organic food and other green products (Hughner et al., 2007; Michaelidou 

& Hassan, 2008). According to Dunlap and Jones, 2002, environmental concern 

examine the level of concern employee demonstrate towards environmental 

problem, and also appreciate the initiatives to address the issues. The detailed 

discussion on environmental concern in the light of recent literature has been 
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reviewed in the previous paragraphs. This section extends the discussion on 

investigating the association of environmental concern with ecological 

behavior. Environmental concern represents cognitive determinant, whereas 

employee ecological behavior demonstrates the actions taken for the 

environmental protection and or preservation (Axelrod & Lehman, 1993). 

Previous studies had already explored the positive effect of employee 

environmental concern on ecological behavior (Arshad et al., 2020, Chain et al., 

2014). Kaiser (1998) and Okumus et al., (2019) also have noted employee 

environmental concern as antecedent of ecological behavior. Therefore, it is 

assumed that employee environmental concern predicts ecological behavior 

(Gkargkavouzi, Halkos & Matsiori, 2019). The prediction of ecological 

behavior by the employee who is environmentally concerned is based on the 

concept of Aijzen’s TPB.  

 

In the hospitality sector, management of environmental strategies is vital 

for environmental sustainability and also to gain competitive advantage in the 

market (Chan & Hsu, 2016), human factor is vital for effective execution of 

environmental green practices. In greening the hospitality sector, the topic of 

environmental concern has become the most preferred choice for scholars in the 

recent years (Masri & Jaroon, 2017), with an objective to integrate 

environmental practices with HR strategies (Renwick et al., 2008). Therefore, 

in order to improve environmental performance, employees’ participation in 

green behavior is obligatory (Robertson & Barling, 2017), to grab the potential 

environmental problems and to improve sustainable development of hotel 

industry (De Groot & Steg, 2010). Also for adoption of environmental practices, 

employee environmental knowledge, awareness and customer oriented 

discretionary behavior, is vital to develop green ecological behavior in 

hospitality sector (Robin, Pedroche & Atorga, 2017). This behavior ease and 

support the organizational management to make them ready to execute 

environmental practices in the organizations (Chan et al., 2014). Earlier studies 

had confirmed the positive relationship of environmental concern with pro-

environmental intentions and behavior (Okumus, et al., 2019).  

 

Previous literature has explored significant connotation between 

employees’ environmental concern and environmentally friendly behavior. For 

instance, a common attitude of environmental concern was predictor of 

procuring ecologically safe product and recycling (Abdullah et al., 2019). 

Furthermore, Uzun, Gilbertson, Keles and Ratinen (2019), have also stressed 

the connection between environmental attitudes and behaviors, while searching 

environmental education. Similarly, other scholars have investigated the 

relationship between environmental attitude and political participation while 

carrying discussion on gender differences in environmental concern and 

activism (Chan et al., 2014; de Paco, Shiel & Alves, 2019). Previous studies 
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suggest that environmental concern is positively associated with ecological 

behavior. However, some existing literature has explored weak relationship 

between environmental concern and ecological behavior (Axelrod & Lehman, 

1993; Smith-Sebasto & Fortner, 1994), even some studies have found no 

relationship (Oskamp, 1991; Lasana, 1992; Gamba & Oskamp, 1994). Ajzen & 

Fishben (1980) had also highlighted that attitude does not govern behavior 

directly but rather influence behavioral intention which implicitly stimulates for 

actions. On the basis of preceding inconsistencies and to authenticate previous 

results, this study suggests that employee environmental concern would stir the 

environmentally friendly behavior. The findings of some previous studies also 

recommended that hotel employees holding positive attitude provide better 

services.  

 

Employee service quality, particularly customer oriented organizational 

citizenship behavior (OCB) is an important source for hotel firms’ market 

advantage Lyu et al., 2016; Özduran & Tanova, 2017; Youn, Kim & Song, 

2017). It indicates extra friendly behavior, unconditional and concerned with 

well-being of the customer (Nasurdin et al., 2015). This sort of discretionary 

behavior is being highly appreciated in hospitality sector for improving the 

service quality of hotel firm (Wu et al., 2013). Example of this discretionary 

behavior to arrive in meeting early with positive mindset, ready to engage and 

coordinate with colleagues, assists coworker, cooperation with management. 

This discretionary attitude is expected from organizational management. To 

maintain this attitude hospitality sector is spending extra budgets on the 

employees for shaping their attitude and character. The management of hotel 

sector understands that quality of customer service determines the success of 

their enterprises (Redda & Van Deventer, 2017). Previous research studies 

recommend that customer oriented OCB improves service quality, that relate to 

employee customer oriented discretionary behavior (Kwak & Kim, 2015; Qiu  

et al., 2019). Now a day, hotel industry has attained the status of a very 

competitive industry, and this competitive advantage is based on employee 

customer oriented discretionary attitude towards customer. This customer 

oriented discretionary behavior includes delivery of food to the customer table 

in timely manner, avoiding keeping customers waiting for no particular reason, 

dealing customer politely and showing respect for old age customers, 

maintaining hotel rooms and dining hall clean and tidy (Wilkins, Merrilees & 

Herington, 2007).  

 

The relationship between environmental concern and customer oriented 

OCB has been less investigated. Previous studies have evinced that 

environmental concern positively guides employees’ ecological behavior in 

hospitality sector (Chan et al., 2014), however, the mediating role of customer 

oriented OCB between their relationships requires further discussion. This study 
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is designed to empirically investigate the mediating impact of customer oriented 

OCB between the relationship of environmental concern and ecological 

behavior. As discussed in the previous lines, the topic of environmental concern 

in recent literature has become an emerging theme for management scholars 

(Xiao et al., 2019). In this contact, employee engagement in green behavior is 

vital to enhance environmental performance, particularly for developing 

customer oriented OCB towards environment (Pham, Tučková & Jabbour, 

2019; Robertson & Barling, 2017). Therefore, recruiting an individual having 

environmental awareness and concern make it easy for organizations to 

implement environmental programs including recycling and waste management 

(Gilal et al., 2019). Employees having environmental concern are easy to 

motivate and promote their discretionary behavior for effective implementation 

of green practices (Yusoff, 2019). Therefore, in hospitality sector, hotel firms 

are adopting green practices to enhance employee discretionary behavior, which 

in turn win customer support (Pham et al., 2019). Previous studies also suggest 

that when environmental concern and awareness is valued by the organizations, 

the level of discretionary behavior of employee towards customer is enhanced 

(Raineri & Paillé, 2016). Environmental concern is a global attitude which 

predicts certain behavior, which is in line with the concept of Aijzen’s theory of 

planned behavior.  

 

In addition, the theory of organization citizenship behavior and previous 

research recommends the relationship between employee discretionary behavior 

and ecological behavior. This relationship contributes in understanding the 

employee ecological behavior backed by customer oriented OCB (Bashirun, 

2019). The association of customer oriented OCB with environmental practices 

exist, however, its mediating impact is yet less explored. Therefore, this research 

has aims to investigate the indirect effect of customer oriented OCB with 

environmental concern and ecological behavior. The hypothesis is framed as 

under.  

 

H7: Customer oriented OCB mediates the environmental concern and 

employee ecological behavior relationships. 

 

 

2.3.12 Mediating Role of employee Organizational Commitment: 

Employee Environmental Concern and Ecological Behavior  
 

Environmental concern refers to employees’ behavioral intentions 

pertaining to green issues that may cause potential loss to the hotel enterprise 

(Gill, Crosby & Taylor, 1986), whereas organizational commitment is referred 

to employee emotional attachment with the organization (Angel & Perry, 1981). 

Employee environmental concern is environmental global attitudes that 
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encourage the efforts made to eradicate the environmental problems (Dunlap & 

Jones, 2002) whereas organization commitment represents employees’ level of 

attachment with the organization that determines their attitudes towards job 

characteristics (Meyer & Allen, 1991). Environmental concern is associated 

with green issues having large impact on enterprises and customers located in 

that community (Kim & Hall, 2020), and employees’ organizational 

commitment only stir their disposition to exert extra effort beyond their 

obligations for his organization (Podsakoff et al., 2014). Previous studies have 

discussed environmental concern and organizational commitment in different 

perspectives. Environmental concern has been considered in connection with 

environmental attitudes, with the understanding to examine its effect on 

ecological behavior (Okumus, Köseoglu, Chan, Hon & Avci, 2019), whereas 

employee organizational commitment was inspected to explore its impact on 

employee satisfaction (Apridar, 2019), organizational citizenship behavior 

(Arumi et al., 2019) with ultimate objective for improving organizational 

performance (Almaaitah et al., 2020). This research is intended to examine the 

impact of employees’ environmental concern on their organizational 

commitment. 

 

Previous studies have established that employee commitment is crucial to 

organizational “greening”, adoption of environmental green practices for viable 

business processes (Daily, Bishop & Massoud, 2012; Renwick, Redman & 

Maguire, 2013). Employee, often, are well conversant with production 

processes, which enable them to monitor the progress of the ongoing green 

processes and also keep watching environmentally destructive doings. However, 

their participation in greening organization could be voluntary or termed as work 

attitudes (i.e organizational commitment. Research suggests that the dream of 

improving the environmental performance virtually impossible without the 

positive gesture of employees (Boiral & Paillé, 2012). Employee and 

organization, both combine in a holistic framework that encourages employees 

to involve in normative commitment and pro-environmental ecological behavior 

(King, Tosti-Kharas & Lamm, 2015). This indicates that employee 

organizational commitment cause positive influence on ecological behavior 

which is significant factor for greening the hospitality sector. Therefore, this 

research is intended to empirically investigate the understanding of employees’ 

environmental concern with their ecological behavior in the context of influence 

environmental concern on ecological behavior. 

 

The relationships of environmental concern with organizational 

commitment and ecological behavior was investigated in the light of previous 

literature in previous discussion. This section debates the indirect effect of 

employee organizational commitment in the relationships of environmental 

concern and ecological behavior. Detailed deliberations in the background of 
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previous literature have been made that environmental attitude (i.e 

environmental awareness, environmental knowledge and environmental 

concern) are global factors indicated by research scholars their findings (Gill, 

Crosby & Taylor, 1986; Henn, Otto & Kaiser, 2020). Employee environmental 

concern is a substantial environmental attitude (Kim et al., 2016), promote work 

attitude (i.e., organizational commitment) at workplace, an integral factor for 

demonstrating ecological behavior (Miroshkin et al., 2019). Employee 

involvement (i.e organizational commitment) plays significant contribution in 

strengthening the connection between environmental attitudes and ecological 

behavior (Zientara & Zamojska, 2018). This discussion proposes that employee 

organizational commitment mediates the correlation of environmental concern 

with ecological behavior. Therefore, in the light of discussion we postulate that: 

 

H8: Organizational commitment indirectly effects the relation of 

employee environmental concern with ecological behavior 

 

 

2.3.13 Collaborative Impact of Employee Customer Oriented OCB and 

Organizational Commitment: Environmental Concern and 

Ecological Behavior  
  

Despite the growing concern of environmental issues, and its potential 

impact, very limited studies have explored the role of employees’ environmental 

attitudes predicting ecological behavior (Chan, Hon, Okumus & Chan, 2017). 

There are few studies that recommended employee environmental concern as an 

antecedent of ecological behavior, however, the dominant theme of 

environmental research remained adoption of environmental management 

system (EMS) (Chan & Wong, 2006), marketing of green products (Dief & 

Font, 2010), significance of EMS (Chan, Li, Mak & Liu, 2013), and customer 

perception of green restaurants etc. (Teng, Wu & Liu,2015). The role of 

employee in implementation of environmental practices less discussed. 

Research on the willingness of employees in execution of green environmental 

practices yet requires further deliberation (Chan, Hon, Okumus & Chan, 2017). 

For instance, performing additional tasks including cutting useless material into 

small pieces for other purposes in housekeeping requires employee 

discretionary attitudes and commitment, therefore, for implementation of 

environmental green practices, HR play vital role. Therefore, this discussion 

argues that association of employee environmental concern and ecological 

behavior is catalyzed with the amalgamation of employee customer oriented 

discretionary behavior and commitment with the organization.  

 

Previous research recommends that executing green opportunities with 

the willingness of employee, motivate them to exert their commitment for 
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effective implementation of ecological practices (Daily et al., 2017) and help 

them to execute environmental strategies and develop a new effective 

environmental management system (Boiral & Paillé, 2012). Theory of planed 

behavior suggest that employee demonstrates more discretionary behavior to the 

customers and organization, and also extend their level of commitment when 

believe organization is committed initiate sustainable environmental initiatives 

(Barzoki & Ghujali, 2013).  

 

The individual mediating impact of customer oriented OCB and 

organizational commitment in the previous studies have been discussed in the 

context of organizational performance (Arshad et al., 2021, Tourigny, Baba, 

Han & Wang, 2013), role leadership (Khajepour, Baharlou, Montakhab 

Yeganeh & Hashemi, 2016), and job satisfaction (Farooq, 2019) in business 

organization. In hospitality sector, the mediation of employee discretionary 

behavior and commitment have been observed in the background of employee 

turnover intention (Rashid, Gul. and Khalid, 2018), impact of intrinsic 

motivation (Kim, Kim & Holland, 2020), and leadership behavior (Dartey-

Baah, Anlesinya & Lamptey, 2019). This section extends the discussion of the 

relationship between customer oriented OCB and organizational commitment 

with the aim to investigate its positive impact of environmental concern on 

ecological behavior. Customer oriented social behavior that is not formally 

recognized by formal reward but add value to the effective environmental 

system (Boiral, 2009; Yu et al., 2019), and organizational commitment is 

inclination to apply extensive effort on the part of organization to greening 

hospitality sector (Wiener, 1982). This discussion suggests that relationship 

between organizational discretionary behavior and organizational commitment 

contributes in developing ecological attitudes. Existing literature deliberated 

less on sequential mediating effect of customer oriented OCB and organizational 

commitment on the association between environmental attitudes and ecological 

practices. Therefore, this study aims to empirically examine the sequential 

mediating impact of customer oriented OCB and organizational commitment on 

the association between environmental concern and ecological behavior. This 

relationship is hypothesizing as under:  

 

H9: Customer oriented OCB and organizational commitment mediates 

the associations of environmental concern with ecological 

behavior 
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2.3.14 Mediating Role of Customer Oriented OCB: Environmental Intent 

and Ecological Behavior 
  

Business enterprises apply green practices to maintain sustainable market 

advantage, since green practices contribute substantial role in forming the 

positive brand image, and also meet the customers’ demands and expectations 

(Lozano, 2015). Preceding studies have investigated the impact of 

environmental green practices on optimal customization of financial resources 

(Dowell & Muthulingam, 2017; Miroshnychenko et al., 2017), business policies 

(Esfahani et al., 2015), environmental improvement (Rezai et al., 2016), 

customers (Shapoval et al., 2018) and human resource (Chan et al., 2017). A 

few previous studies have examined the antecedents of employees’ ecological 

behavior (Chan et al., 2014, 2017) and employee satisfaction (Tapia-Fonllem et 

al., 2013) in the context of greening the hospitality sector. These studies, 

embattled the antecedents of ecological behavior particularly, related to 

employees. However, previous literature has not empirically studied, how 

employees are determined to practice green activities which is connected to the 

environmental attitude to induce ecological behavior. Exploring the existing gap 

in theoretical knowledge, this study empirically examines how environmental 

attitudes (i.e environmental intent, environmental concern) execute the green 

practices, with the assistance of customer oriented discretionary behavior and 

organizational commitment expected to predict employee ecological behavior.  

 

Though employee involvement in the form of customer oriented 

discretionary behavior OCB, serves as magnifier in predicting the employee 

ecological behavior in connection with employee intention for implementing 

green practices (Kim, Lee & Fairhurst, 2017), but still there is scarce knowledge 

on the connection of environmental intent with ecological behavior. This 

literature guides us to further explore in-depth the relationship of employee extra 

role behavior and ecological behavior. Researchers are agreed that employee 

environmental friendly behavior is associated as willingness to practice 

environment friendly happenings (Scherbaum et al., 2008). The activities 

including turning off computers and light while out of office, both sides paper 

print, using disposal class, plates, reducing waste, all are pro-environmental 

actions. This sort of employee behavior is not included in formal working, rather 

associated with extra role behavior (i.e discretionary behavior), and essentially 

contribute to environmental performance (Djellal & Gallouj, 2016; 

Kangasniemi, Kallio & Pietilä, 2014). This discussion proposes that employee 

demonstrating extra role behavior should be engaged in pro-environmental 

attitudes, and would be effective source for implementing green practices. To 

engage employees in addressing environmental issues is useful strategy to be 

environmentally responsible organization and to improve environmental 

outcomes (Djellal & Gallouj, 2016; Kangasniemi et al., 2014). Discussion on 
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the relationship between customers oriented OCB and ecological behavior 

requires further deliberation, therefore, this study opted to empirically explore 

the affiliation between the employee customer oriented OCB and ecological 

behavior.  

 

The practical execution of green environmental intention by employees is 

a crucial factor for the sustainability of hotel and tourism industry (Chou, 2014). 

Recently scholarly consideration has been awarded to the individual 

environment friendly behaviors in the hospitality sector because employees are 

agent to ratify organizational green practices (Dumont et al., 2017; Rayner et 

al., 2018). The paradigm shifts of focus of research from organizational green 

behavior to individual green behavior (Kim et al., 2017; Luu, 2019), assist in 

understanding the contribution of organizational citizenship behavior for 

environmental performance. Findings based on previous studies recommend 

that an employee engaged in environmental practices, helps other colleagues to 

realize the significance of green practices for the sustainability of hospitality 

sector and community (Fredrickson, 2003; Liu et al., 2017). 

 

The indirect influence of employee customer oriented OCB have been 

investigated in business studies where employee is engaged in discretionary 

behavior promote the linkage of organizational impartiality and psychosomatic 

authorization, and also the impact of transformational leadership in the context 

of organizational performance (Azeem, Abrar, Bashir & Zubair, 2015; Jiang, 

Zhao & Ni, 2017), however, its mediating impact between environmental 

attitude and predicting of ecological with reference to greening the hospitality 

sector, yet requires further deliberation. This study strives to investigate the 

mediating impact of employee customer oriented discretionary behavior 

between the relationships of environmental intent and ecological behavior. This 

relationship is hypothesized as following:  

 

H10: Customer oriented OCB mediates the relationships between 

environmental intent and ecological behavior 

 

 

2.3.15 Mediating Role of Organizational Commitment: Environmental 

Intent and Ecological Behavior 
 

Previous literature has reviewed association between organizational 

commitment and ecological behavior with respect to environmental concern, an 

environmental global attitude. This discussion further explores, how this 

association supports employee environmental intention for implementing of 

environmental management system and also predicts ecological behavior. Two 

dimensions of organizational commitment, continuance (determine to remain 
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with organization and not to leave due potential loss of organization) and 

normative attachment (feel responsible to continue with the same workplace on 

ethical ground) strengthens employee relationship with organization and excites 

their ecological behavior (Robbins & Judge, 2007). Employee organizational 

commitment and its connection with several work territories and connected 

results, such as organizational outcomes (Zibarras & Coan, 2015), personnel 

participation (Lülfs & Hahn, 2013), service quality (Zsóka et al., 2013), work-

family conflict (Wayne et al., 2013) and turnover (Zopiatis et al., 2014), have 

been extensively studied in previous literature. However, the impact of 

organizational commitment and its effect on employee environmental attitude 

(i.e ecological behavior) in hospitality sector have scarcely been investigated. 

This study empirically strives to explore the impact of employees’ 

organizational commitment on their ecological behavior.  

 

The study of recent literature suggests that employees’ intention to follow 

the environmental green practices is the predictor of ecological behavior 

(Okumus et al., 2019). Previous discussion has noticed that an employee having 

environmental intention to demonstrate green practices is expected to hold 

strong attachment with the organization, and also follow the environmental 

practices to achieve the organizational objectives. This conversation in view of 

previous literature is stretched to review the influence of the relationship of 

environmental intent and organizational commitment on ecological behavior. 

Researchers have acknowledged that employee in individual capacity plays 

significant contribution in the achievement of greening the organization by 

demonstrating pro-environmental behavior in the hospitality sector (Albdour & 

Altarawneh, 2014). Hotel industry all around the world showing serious concern 

towards the environmental issues and formulating strategies to address 

environmental challenges by taking pro-environmental strategies (Atmojo, 

2015; Dhar, 2015). To achieve the objective of greening the hospitality sector, 

the attachment of an employee with the organization is vital (Angle & Perry, 

1981), however, this attitude is supported and significantly influenced, when an 

employee also have the environmental intention for the implementation of green 

practices, and also further enhance ecological behavior. Employee 

environmental intent and organizational commitment, both are individual 

attitudes (Okumus, Köseoglu, Chan, Hon & Avci, 2019), influence each other 

(Jawaad, Amir, Bashir and Hasan, 2019) and are also vital for effective 

implementation of environmental management system (Haider, Fatima, Bakhsh 

& Ahmed, 2019). This discussion in the light of previous discussion proposes 

that employee environmental intent influences organizational commitment 

which further encourages ecological behavior. Therefore, this study empirically 

inspects the affiliation of employee environmental intent with ecological 

behavior in the context of implementing environmental green practices.  
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The indirect impact of employee organizational commitment on the 

associations of environmental attitudes (i.e. environmental intent) with 

ecological practices remain less considered in the previous studies. Employee 

environmental intent represents the employee intentions to implement 

environmental green practices (Chan & Hawkins, 2010), whereas ecological 

behavior are actions taken for the preservation and conservation of environment 

(Axelrod and Lehman, 1993). Environmental intent is an attitude, a cognitive 

entity, whereas ecological behavior is a behavior which is demonstrated in the 

form of actions, therefore, environmental intent is prerequisite for ecological 

behavior. Theory of planned behavior recommend that ecological behavior 

emerges from intention of employee for implementing green practice (Kaiser, 

1998), however, these intentions get more determination when employee 

demonstrate organizational commitment which suggests that an employee 

should has intention for adopting ecological practices. The presence of 

employee commitment between the relationships of environmental intent and 

ecological will catalyze their relationship. Previous studies deliberated less to 

explain the intervening effect of employee organizational commitment between 

the relations of environmental attitudes and ecological behavior. This discussion 

proposes that organizational commitment arbitrates the association of 

environmental intent with ecological behavior. The discussion is hypothesizing 

as under:   
 

H11: Organizational commitment indirectly influence the connection of 

environmental intent with ecological behavior 
 

 

2.3.16 Collaborative Effect of Customer Oriented OCB and Organizational 

Commitment: Environmental Intent and Ecological Behavior  
 

Recent literature has investigated that employee intention to implement 

environmental practices predict employee ecological behavior (Okumus et al., 

2019). This relationship has already been explored in earlier discussion. This 

part of study extends the conversation by exploring the collaborating role of 

employee customer oriented discretionary and organizational attachment on the 

relation of environmental intention and ecological behavior in the wake of 

greening the hospitality sector. In addition, researcher has already discussed that 

employee demonstrating discretionary behavior towards customer, promote 

their commitment with the organization (Jeon & Koh, 2014), and also the 

employees having strong commitment with the organization explicit more 

discretionary behavior beyond their specified job characteristics (Shahjehan, 

Afsar & Shah, 2019). Previous conversation also recommended the proposal, 

that employees who are engaged in customer oriented discretionary behavior 

and organizational commitment are expected to take actions for the promotion 

of environmental green practices (Kim, Lee & Fairhurst, 2017). Employee 
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ecological green behavior, however, is encouraged by the employee 

environmental intention for implementing environmental management practices 

(Afsar et al., 2020).  
 

In addition, the individual mediation impact of customer oriented OCB 

and organizational commitment between the relationships of environmental 

intent and ecological behavior have been deliberated in the previous discussion. 

This section investigates the sequential mediating influence between the 

relationships of environmental intent and ecological behavior. When an 

employee intends to implement environmental green practices, his 

environmental commitment strengthen (Rahman & Reynolds, 2016) and 

demonstrate discretionary behavior towards customer (Pham, Tučková & 

Jabbour, 2019) and this attitude causes positive impact on the prediction of 

ecological behavior (Kim, Kim, Choi & Phetvaroon, 2019).  
 

Previous studies have recommended that green human resource practices 

in hospitality sector aims at improving employee capabilities, commitment, 

motivation, discretionary behavior which in turn raise organizational 

performance and influence ecological behavior (Appelbaum, Sarau & White, 

2000; Shen, Dumont & Deng, 2018). Thus the literature review suggests that 

customer oriented OCB and organizational commitment signifies the 

association of environmental attitudes with ecological behavior. The review of 

earlier studies explores that the sequential mediation of employee discretionary 

behavior and work attitude (organizational commitment). Thus, this research 

purposes to explore sequential mediation effect of customer oriented OCB and 

organizational commitment on the relationship of employee environmental 

intent and ecological behavior. This discussion is hypothesizing as under:  
 

H12: Customer oriented OCB and organizational commitment mediates 

the relationships between environmental intent and ecological 

behavior 

 

Framework in Figure 2.2 is established on the basis of above discussed literature 

review. 

 

 

Figure 2.2: Indirect Influence of Employee Job Attitudes  

on Environmental Attitudes and Ecological Behavior 

Environmental 

Concern 

Environmental 

Intent 
Customer 

Oriented OCB 

Ecological 

Behavior 

Organizational 

Commitment 



 

50 

 

 

2.4 RESEARCH FRAMEWORK 

 

The logically developed theoretical frame work (Figure-2.3) explains the 

set of study variables (i.e environmental concern, environmental intent, 

customer oriented OCB, organizational commitment, employee satisfaction, 

ecological behavior) and the pattern of relationships between them. This 

framework is established keeping in view the extensive study of previous in line 

with the concept of TPB. The framework develops the understanding of the role 

of employee job attitudes and behaviors in the effective execution of 

environmental management system in the background of greening the 

hospitality sector.  

 

 

Figure 2.3: Theoretical Framework 
 

 

 

  

Environmental 

Concern 

Employee 

Satisfaction 

Environmental 

Intent 

Ecological 

Behavior 

Customer 

Oriented OCB 
Organizational 

Commitment 



 

51 

 

CHAPTER 3 
 

METHODOLOGY 
 

 

This chapter explains the details of study design and methodology applied 

in this research to assess and authenticate the latent constructs discussed in the 

suggested framework. It includes background of philosophical perspectives, 

research design, research methods, study setting, population of the study, 

sampling techniques, characteristics of respondents, data source, sample size, 

control variables, development of instruments utilized for data collection and 

statistical techniques applied for data analysis. 

 

 

3.1 THEORETICAL PERSPECTIVES  
 

Every investigative work is stirred by a hypothetical supposition that 

guides social scientists to apply diversified patterns, approaches, and study 

protocols to explore the certain perspective. This philosophical context is 

grounded on particular set of perspectives, philosophies, and practices 

communicated by a defined communal group (Holden & Lynch, 2004). Social 

scientists and philosophers had been involved in the extensive discussion 

regarding the selection of appropriate methods for carrying out a study. Burrell 

and Morgan (1979) had recommended a strategy for investigating an assumption 

in the arena of social science. This strategy contains two philosophies, the 

ontological (refers to the nature of reality), and the epistemological (nature of 

knowledge and supposition relating to the human association and their relation 

with workplace).  

 

The scholars believe that communal authenticity and conflicts are 

important concepts that can be redrafted and discussed in different perspectives 

(Aliyu, Bello, Kasim & Martin, 2014). More recently, researchers have 

suggested three different fundamentally challenging study patterns: positivism, 

interpretative and critical social science (Myers, 2019). Myers & Avison (2002) 

had already presented these three perspectives in the form of following  

figure-3.1: 
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Figure 3.1: Fundamental Theoretical Conventions 

Source (Myers, 1997) 
 

According to him, the followers of positivists believe that truth is 

impartially given and can be defined in terms of quantifiable properties. This 

assumption assesses a concept to forecast underlying phenomena, whereas 

interpretative methodology, strives to develop commonness about the fact 

through meaning / or understanding of people, regardless of predefining 

independent and dependent variables of the study.  

 

The logical understanding of this study is positivist and appreciates the 

interpretation that reality is quantifiable. Congruently, the nature of collected 

information is factual and grounded on truth; the epistemology is empirical. This 

perspective supports in understanding the observable realities because the 

employee environment friendly behavior, well-defined as the activities, 

contributes towards environmental protection / or preservation (Axelrod & 

Lehman, 993), is backed by environmental concern. Furthermore, this 

environmental concern is logically assisted by the knowledge concerning 

significant problems.  

 

The preceding chapter has recapped the previous works concerned to the 

latent constructs of the assumed framework of study. The model of this study is 

positivist because it backs the idea that reality exists and is quantifiable (Bisel 

& Adame, 2017), and therefore, quantitative methodology is carried out in this 

research. A quantitative methodology was anticipated and adopted by the 

researcher to test hypothesis through an inferential method, whereas field survey 

was adopted to collect primary data.  

 

 

3.2 STUDY DESIGN AND SETTING 

 

The selection of choosing a research design ought to be fitting and suit to 

the theme being explored (Sogunro, 2002). Though, both qualitative and 

quantitative methodologies have prose and cones, but quantitative research 

Influences/Guides 

Social  

Research 

Critical Positivists Interpretative 
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design is more suitable for the business organization (Ghauri, Gronhaug & 

Strange, 2020). Similarly, Gray (2019) has also supported that empirical 

research methodology using survey questionnaire in the hard copy form for data 

collection has more response rate and, also better insight into the subject 

investigation. The key element in this type of research is to access the 

respondent. Furthermore, other features such as physical distance and time 

limitations bound the choice of selecting the quantitative research design for 

structured survey questionnaire. This study investigates the relationships among 

the variables of environmental concern, employee intent, ecological behavior, 

customer oriented organizational citizenship behavior, employee satisfaction 

and organizational commitment. Therefore, this research adopted quantitative, 

non-experimental and correlational design. The study setting was completely 

non-contrived as the researcher collected data from target respondents in routine 

working hours without interfering their working. The researcher’s role was 

limited to the explanation of queries and purpose of the study to the respondents. 

 

 

3.3 RESEARCH METHODS 
 

In the preceding section, two types of research methodologies, namely 

quantitative and qualitative, for social science were discussed. The quantitative 

research design follows certain protocol and techniques, whereas qualitative 

methodology is subjective in nature (Mellinger & Hanson, 2016). The research 

questions in this study investigate the influence of employee environmental 

concern and intent on employee satisfaction and ecological behavior. This 

relationship has already been inspected but it would be interested to observe the 

impact of independent variables on dependent variable in the presence of 

customer oriented organizational citizenship behavior and employee 

commitment.  

 

A self-administered survey was arranged for data collection. Social 

scientists are convinced that surveys, principally self-administered, are optimal 

as compare to other practices, particularly confrontational and telephonic 

interviews (Dalati & Gomez, 2018). Well-designed research and questionnaires 

surveys can increase response rate of respondents. There are also prose and cone 

of using questionnaires surveys techniques. The positive aspects are, it is 

economical in terms of time and money. It provides ample time to respondents 

to respond along with to maintain privacy and confidentiality, during data 

analysis, facilitates to apply rigorous and sophisticated statistical techniques, 

questionnaire is easily standardized, assessed and validated from the sample 

populations. Furthermore, results are considered accurate and can be generalized 

(Kerlinger, 1986). However, it provides less opportunity to redefine the 

response, once collected (Kidder & Fine, 1987). In this study, variable items, 
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already tested by the scholars, were applied from the current research work. Data 

was gathered to record the perception of respondents regarding the employee 

environmental and job attitudes over certain interval of times.  

 

 

3.4 RESEARCH PROCESS 

 

3.4.1 Development of the Study Tool and Information Statements 
 

The research instrument, questionnaire designed and developed on the 

basis review of previous research works in Chapter 2, assesses how 

environmental practices, including environmental concern and employee intent 

to implement green practices, produces ecological behavior. It also examines 

the relationship with the employee job attitudes and behaviors, comprising 

customer oriented discretionary behavior, employee commitment and 

satisfaction. All the constructs in the questionnaire were examined by applying 

pre-tested scales (See Appendix-A). The time-lagged format was employed, as 

suggested by Podsakoff et al. (2003) for collection of data on the standard and 

anticipated variables at different time intervals to avoid common method bias. 

Therefore, constructs were distributed into two survey questionnaires, T1 

(questionnaire) gathered the response of respondents on demographic variables, 

employee environmental concern, environmental intent and customer oriented 

OCB, whereas after two weeks, T2 (survey questionnaire) was distributed to the 

same participants for collection of feedback on employee organizational 

commitment, employee satisfaction and ecological behavior. Furthermore, this 

research is also cross-sectional because the data was gathered from participant’s 

one point in time (Bryman & Bell, 2018; Sekaran & Bougie, 2013). The units 

of analysis for this study were the individuals as the respondents of our study 

were employees of hotel and tourism industry. The both questionnaires T1 and 

T2 comprise three sections. The Sections A and B are same of both the 

questionnaire, whereas Section(s) C of T1 and T2 gather response of 

respondents on different constructs. Each section of survey questionnaire is 

explained as under: 

 

 

3.4.1.1 Section A: Information Statements 
 

The Section A of both T1 and T2 questionnaires contain information 

statements, prepared with the aim to inform respondents about the objective of 

study, significance and anonymity of the response of respondent, time required 

to complete the questionnaire. To enhance the rate of response, Dillman (2007) 

had proposed that scholar should explicitly communicate three key points 

related to the rights of respondent. The first key point is remuneration or 
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acknowledgement. In this study, the acknowledgement of the response of 

respondent was highly appreciated. This was reflected in the statement, “Thank 

you for giving the time and participation in the important research”. Second 

element as suggested by Labaw (1982), is length of time that would be required 

for completion of questionnaire. It is clearly highlighted, and reflected in the 

sentence “the questionnaire will take only 10-15 minutes” The third point is 

confidentiality of information and feedback. This element is clearly reflected in 

the statement “Your response will be highly valued and will remain completely 

confidential and anonymous”. A survey questionnaire summary is shown in 

Table 3.1, describing number of questions in each latent construct, number of 

items of each construct and name(s) of author(s) who had developed / used scale 

earlier:  

 

Table 3.1 

A Survey Questionnaire Summary 
Section/Constructs No. of items Scale used/Developed by 

Demographic  

Information 

Total items 6 - 

Designation - 

Gender - 

Age - 

Marital Status - 

Qualification - 

Experience - 

Environmental Concern 07 Minton & Rose (1997). 

Environmental Intent 05 Minton & Rose (1997). 

Customer oriented OCB 07 We et al.(2013) 

Organizational Commitment 06 Meyer, Allen & Smith (1993) 

Employee Satisfaction 03 
Cammann, Fichman,  

Jenkins & Klesh (1983) 

Ecological Behavior 07 Kilbourne & Pickett. (2008). 

 

3.4.1.2 Section B: Demographic Information 

 

Similarly, the Section(S) B of T1 and T2 questionnaires, consist of 

questions describing the demographic details including designation in the 

current organization, gender, age, marital status, qualification level, length of 

service in the current organization and total experience in the hotel industry. 

 

 

3.4.1.3 Section C: Questions / Items Measuring Constructs 
 

The Section(s) C of both T1 and T2 questionnaire, consist of questions to 

evaluate the different variables of the study (presented in the proposed frame 

work (Figure-2.3). All the 35 questions of six constructs in both questionnaires 

are constructed on five likert type scale, where 1(strongly disagree) to 5 



 

56 

 

(strongly agree), applied to evaluate the concepts. All measures include self-

reporting opinion, where participants quantified, whether, how often or how 

deeply they have practiced the realities in the workplace in the present study 

work.  

 

 

3.5 STUDY VARIABLES 

 

3.5.1 Dependent Variables 
 

Ecological behavior is criterion (dependent) variable in the research. It 

represents the steps that contributes towards environmental protection and /or 

preservation (Axelrod & Lehman, 1993). All the seven items of ecological 

behavior indicate that every action of employee is contributing for the 

betterment of environment that in turn would leave positive impact on the 

organizational performance. It reflects that employee demonstrating ecological 

behavior is committed and satisfied with organizational HR practices.  

 

Employee satisfaction, another dependent variable in this study, refers to 

a pleasant or affirmative emotional state that evolves from job or job experiences 

(Locke, 1976). Total three items are employed to assess the employee 

satisfaction. Measure. Items 1 and 3 reflect employee positive affection of 

employee with the job, whereas item 2 is a reverse item expressing negative 

feelings towards existing job experience. The objective of inclusion of reverse 

item is to minimize the common response biases by the respondents (Ray, 1983).  

 

 

3.5.2 Independent Variables 
 

The employee environmental concern and intent are the independents 

variables of this research work. As presented in Table 3.2, environmental 

concern and employee intent consist of 7 and 5 question items respectively. 

Employee environmental concern is an evaluation of, or an attitude towards 

facts, one's own behavior, or others' behavior with consequences for the 

environment (Fransson & Gärling, 1999). Question items 1 to 3 and 6 of 

independent variable, environmental concern express concerns of employees 

regarding the steps taken by authorities for the protection of environment, 

whereas question items 4, 5 and 7 record the suggestions to be taken the for 

ensuring clean and pollution free environment. Environmental intent is second 

independent variable of the study that represents the disposition of employee to 

use energy-saving or pro-environmentally friendly resources with the view of 

protecting the environment. Employees' environmental attitudes including 

environmental knowledge, concern, and awareness should be incongruent with 
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their intention to apply green practices (Chan & Hawkins, 2010). All the 5 

question items of environmental intent reflect the employee willingness to 

participate in any training program related to the implementation of the green 

practices. Employee is also ready to go into a petition or become part of 

committee notified for implementation of instruction related to the green 

practices.   

 

 

3.5.3 Mediating Variables 
 

In the current research, employee customer oriented organizational 

citizenship behavior and organizational commitment, are working as mediating 

variables that links independent variables (employee environmental concern and 

intent) with the dependent variables (employee satisfaction and ecological 

behavior). Customer oriented OCB is an employee discretionary behavior 

towards customers within an organization that extends beyond job description, 

and is demonstrated by the employee within an individual capacity (Dimitriades, 

2007). All the 7 question items used to assess employee customer oriented OCB, 

indicates employee demonstrates discretionary behavior with coworkers, 

customers, seniors and perform extra role in day to day workings for the positive 

outcomes. Organizational commitment is the second mediator that presents the 

comparative strength of an individual’s identification with and participation in 

a particular organization’ (Meyer, Allen & Smith, 1993). There are total 6 

question items used to evaluate organizational commitment of employees. These 

6 question items determine employee psychological attachment and affiliation 

with the working organization.  

 

 

3.5.4 Control Variables 
 

The impact of control variables is kept constant to assess the relationship 

of multiple variables. In this research, some demographic variables including 

age, gender (male=1, female=2), marital status (single=1, married=2), 

qualification level, length of service are controlled, because they may have 

indirect impact on research variables.  

 

Respondent age was controlled since previous research suggested that 

with the increase in age, people become more responsible and their level of 

commitment towards organization increases (Li et al., 2016). Researchers also 

claim, employees’ qualification level was controlled because, highly qualified 

employees, are more satisfied with their job and they demonstrate discretionary 

behavior towards customer and colleagues (Vieira, 2019).  
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Marital status was controlled because marriage life causes impact on 

employees’ attitudes. Previous research has explored, married people are more 

committed towards organization, display civic behavior and take care of the 

customer of organization (Akoto et al., 2014). Employee’s length of service is 

controlled because experienced people have strong affiliation with organization, 

and are considered valuable assets of the organization. They take care of the 

goals of the organization, and demonstrate discretionary attitude with the 

customer (Owens et al., 2016). 

 

Gender is controlled because masculinity strongly conscious about 

environmental concern and demonstrate affection for money and material thing, 

therefore, they are negatively related to life satisfaction (Weber, Lach & Steel, 

2017). 

 

3.6 POPULATION AND ACESS TO THE RESPONDENTS 

 

3.6.1 Target Respondents 
 

The target population of this study consisted of employees of the hotel 

and tourism industry operating in the following populated cities of the Punjab, 

the largest province of Pakistan (Table 3.2).  

 

Table 3.2 

Statistics of Targeted Cities and Hotel Industries 

Name of City 
Targeted Hotels & 

Restaurants 
No. of Respondents 

Lahore 12 120 

Gujranwala 04 040 

Gujarat 05 050 

Sialkot 10 100 

Rawalpindi 09 090 

Layyah 04 040 

Mianwali 05 050 

Faisalabad 09 090 

Bahawalpur 05 050 

Jhang 04 040 

Rahim Yar Khan 03 030 

Total 70 700 

 
The category of employees targeted in the hospitality sector were general 

managers, hotel managers, marketing managers, HR managers, supervisors, 
waiter, chef, chief chef, cook, housekeeping, receptionist, electrician and 
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plumber etc. The motives behind targeting the hotel industry of the province 
Punjab were, that its population is 53% population of Pakistan, and also 
dominant hotel chains, including international brands, are serving here (Hashim 
et al., 2016) . One of the reason for selecting hotel and tourism industry was, 
that it is the most growing sector in Pakistan, where more than 2 million people 
are employed in various trades, with the contribution of 3% in GDP (Sajjad  
et al., 2018).  

 
 

3.6.2 Hospitality Sector 
 

The hospitality sector exists in Pakistan since its independence in 1947 
(Richter, 1999) and has been contributing a large proportion in revenue 
(Manzoor et al., 2019). Pakistan is a beautiful country, having lush green 
mountains and historical places that attracts thousands visitors every year. The 
hospitality sector is a stimulant for the economic growth of Pakistan (Munir et 
al., 2019). This sector is in the phase of fast moving economy particularly in big 
industrial cities including Lahore, Faisalabad, Karachi and Rawalpindi (Anser 
et al., 2020). The China-Pakistan Economic Corridor (CPEC) would promote 
regional connectivity, and Pakistan being a beautiful country would be lucrative 
place for new ventures particularly hospitality sector (Kanwal et al., 2019) 
 
 

3.6.3 Approach to the Targeted Organizations  
 

Primarily personals of the nominated hotels, motels, rest houses and 
restaurants were contacted telephonically and with the consent, an email was 
forwarded which briefly described the research topic and objectives of the study. 
After a week, the resource persons were again contacted to know the suitable 
time and date for the visit. When organizations assured consent to participate in 
the study, the researcher physically made visit to each organization on appointed 
date and time. With the permissions of respective supervisors, survey 
questionnaires (T1) were distributed to the designated participants and filled 
questionnaire were collected as time convenient to the respondents. At the time 
of collection of questionnaires (T1), all the participants were conveyed that 
researcher would see them after two weeks for feedback on second part of 
survey questionnaires (T2). Accordingly, visits were repeated and survey 
questionnaires (T2) were collected.  

 

 

3.6.4 Ethical Consideration 
 

Before distributions of the survey questionnaires during both the 

occasions, the respondents were communicated about the purpose of visit, and 



 

60 

 

also the meanings of variables in the study to ensure maximum participation of 

respondents. It was also ensured that all the respondents were participating in 

the survey without any compulsion or coercion. The survey was conducted in a 

big hall in the absence of any senior or supervisors. Extra care was made to 

ensure privacy of respondents and not inquiring any person particulars including 

name or contact etc. 

 

 

3.7 DATA COLLECTION 

 

3.7.1 Sample Designing 
 

The scholar had desire to choose samples from all categories of 1 to 5 

stars’ hotels and restaurants serving in the Punjab province, but it was not 

possible due to time limitation for Ph.D. study and also access to the 

organizations. Previous studies have suggested, that sample selections should be 

made, where it is not feasible to gather data, and access the entire population 

due to scarcity of time and economic resources (Sekaran & Boguie, 2013). The 

sample frame in this research were included all full time employees, working in 

the same organization at least for one year. A convenient sampling technique 

was adopted to select the suitable number of organizations in the hospitality 

sector (Saunders et al., 2003).  

 

The targeted organizations were communicated to participate in the 

research study. Total seventy organizations of hospitality sector, serving in 

eleven big cities of the Punjab province were targeted. Survey questionnaires 

(T1) were served to the employees, voluntary participating in the research, of 

seventy organizations in the 2nd week of November, 2019 and collected in the 

3rd week of November, 2019. The questionnaires were handed over to the 

contacted person of the organization. The mechanism was repeated in the 3rd 

week of December, 2019 for survey questionnaires (T2), and collected in the 4th 

week of December, 2019. All the respondents participated in the research were 

Pakistani national and were employed by the organization on full time basis.  

 

To generalize our research findings, the sample size was designed by 

following the suggestions recommend by Kline (2015), wherein 10 participants 

were proposed against each item of the survey questionnaire (i.e., No. of items 

in the questionnaire × 10 respondents from targeted population) from the target 

population, which is necessary to extract best possible outcomes regarding the 

target population. The survey instrument was consisted of 35 items, so the 

sample size of 350 respondents is sufficient to analyze our model and to 

generalize the findings. By keeping in mind the possibilities of missing data and 
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non-respondents, we have targeted 700 employees of hospitality sector 

(approximately 10 employees from each organization). 

 

 

3.7.2 Data Collection Process 
 

Initially a letter of introduction and purpose of study, together with the 

request to participate in the research was written to the HR dealing officers of 

selected seventy organizations. The researcher physically visited seventy 

organizations, and met with the HR officers. The purpose of visit was to explain 

the purpose of research and also to share the management of the organization 

regarding the benefits of the study. Extra care was made, not to interrupt the 

working hours of employees.  

 

To avoid the interruption of senior, and also to increase the response of 

the respondents, the researcher took special measures. For instance, to circulate 

the survey questionnaires, researchers use gate keeper as a contact person to 

increase response of respondents and also to maintain privacy and 

confidentiality of the feedback (Talmon, Smith & Booth, 2011). Therefore, 

researcher requested HR officer to appoint a contact person of from the 

supporting staff who is familiar with faces of respondents, who would be 

responsible to distribute and collect the survey questionnaires to the 

respondents. The contact person was responsible to identify responsible 

respondents and keep in contact with them. The researcher handed the survey 

questionnaire and a sheet where records of questionnaire were listed, to the 

contact person. The respondents were asked to avail extended time period of one 

week for the response. The researcher had advised the contacted person to guide 

the respondents not to attempt the survey questionnaire in presence of their 

seniors. The contacted person was also guided to collect the survey 

questionnaires after one-week interval, and during this interval any respondents 

could contact researcher to resolve any query regarding the survey questions if 

required. 

 

A total of 700 survey questionnaires (T1) were distributed in 70 

organizations to ensure maximum possible participation of respondents. Out of 

700 survey questionnaires (T1), 588 were returned. After interval of two weeks, 

588 survey questionnaires (T2) were distributed to the same respondents 

through the contacted person of 70 organizations. After due period, 545 

questionnaires were recollected, by showing a response rate of 78%. Out 545 

survey questionnaires of both T1 & T2, 508 survey questionnaires were selected 

useable. Therefore, out of 700 survey questionnaires, 508 (response rate 72%) 

were recorded in SPSS 24 for data analysis. Keeping in view the nature of 
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questionnaire, quantitative methodology was adopted to calculate the causal 

affiliations among the study variables.  

 

 

3.8 MEASUREMENT AND SCALES 
 

To measure study variables, we employed well renowned and most 

extensively practiced scales in previous studies. The survey questionnaires (T1 

& T2) consisted of 35 five Point-Likert scale questions items. The participants 

of the study were asked to choose the number along with scale which closely 

illustrates them and their point of references. 

 

 

3.8.1 Environmental Concern 
 

Employee environmental concern was measured by using 7 questions 

items scale developed by Minton and Rose (1997). Respondents were inquired 

to specify their level of environmental concern at workplace using Five-likert 

scale range was defined as 1=strongly disagree to 5=strongly agree. Internal 

consistency reliability for this measure was 0.85. 

 

 

3.8.2 Environmental Intent 
 

Employee environmental intentions were measured by using 5 question 

items scale developed by Minton and Rose (1997). Respondents were inquired 

to specify their level of intentions for implementing green practices at workplace 

using Five-Likert scale ranging from 1=strongly disagree to 5=strongly agree. 

Internal consistency reliability for this measure was 0.83. 

 

 

3.8.3 Customer Oriented OCB 
 

Employee customer oriented discretionary behavior was assessed by 

applying 6 question items scale developed by Wu et al., (2013). Respondents 

were inquired to specify their level of feelings for discretionary behavior 

towards customers at workplace using Five-Likert scale that was ranged from 

1=strongly disagree to 5=strongly agree. Internal consistency for this measure 

was 0.76. 
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3.8.4 Organizational Commitment  
 

Employee organizational commitment was evaluated by applying 6 

questions items scale established by Meyer, Allen, and Smith (1993). 

Employees were asked to indicate their level of organizational commitment at 

workplace using Five-Likert scale ranging from 1=strongly disagree to 

5=strongly agree. Internal consistency reliability for this measure was 0.81. 

 

 

3.8.5 Employee Satisfaction  
 

Employee job satisfaction was measured by using 3 questions items scale 

developed by Cammann et al., 983). Respondents were inquired to specify their 

level of job satisfaction at workplace using Five-Likert scale that was ranging 

from 1=strongly disagree to 5=strongly agree. Internal consistency reliability for 

this measure was 0.79. 

 

 

3.8.6 Ecological Behavior  
 

Employee ecological behavior was measured by using 7 questions items 

scale established by Kilbourne and Pickett (2008). Respondents were inquired 

to specify their level of ecological behavior at workplace using Five-Likert scale 

that was ranging from 1=strongly disagree to 5=strongly agree. Internal 

consistency reliability for this measure was 0.85. 

 

 

3.9 ANALYTICAL APPROACH  

 

Prior to analyzing hypothesis relations in our proposed frame work, mean, 

standard deviations and Cronbach’s alpha of our study variables were computed 

by using SPSS version 24. Regression analysis was applied to check the 

relationships between all study variables and also control variables. The validity, 

reliability and internal consistency of environmental concern, employee 

environmental intent, customer oriented organizational citizenship behavior, 

organizational commitment, employee satisfaction and ecological behavior 

were investigated by applying Exploratory Factor Analysis (EFA) test. EFA 

highlighted the factor structure of the model whereas Confirmatory Factor 

Analysis (CFA) test evaluated several model fit indices like Root Mean Square 

Error of Approximation (RMSA), Tucker-Lewise Index (TLI), Incremental Fit 

Index (IFI), Confirmatory Fit Index (CFI), Normed Fit Index (NFI) and Relative 

Fit Index (RFI) by using AMOS version 24. 
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Next, hypotheses were investigated in two steps. In first step, direct 

impact of independent variables (environmental concern and environmental 

intent) on dependent variables (employee satisfaction and ecological behavior) 

by SPSS PROCESS macro established by Preacher and Hayes (2008), that has 

examined the impact of environmental concern on employee satisfaction and 

ecological behavior and indirect impact of environmental concern on employee 

satisfaction and ecological behavior, explaining the effect of customer oriented 

discretionary behavior and organizational commitment (mediators). In the 

second step, we apply same method but independent variable is environmental 

intent. This time direct impact of environmental intent is examined with 

employee satisfaction and ecological behavior, and then indirect impact of 

environmental intent on employee satisfaction and ecological behavior through 

mediating impact of customer oriented organizational citizenship behavior and 

organizational commitment (mediators).  
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CHAPTER 4 
 

DATA ANALYSIS 
 

 

This chapter presents the analysis of data along with interpretation and 

explanation of study’s results. Data was analyzed to examine and describe the 

relationships between controls and study variables. The researcher has used 

descriptive and inferential statistics for explaining the study results in better 

way. 

 

 

4.1 DESCRIPTIVE ANALYSIS  

 

4.1.1 Data Screening 
 

When the data had been typed, it was vetted to confirm that no error in 

data entry had been made. The error may be made during data entry or 

respondents that may influence the outcomes. All the negative-worded question 

items were reverse scored so that higher scores specified higher level of 

settlement. 

 

 

4.1.2 Descriptive Statistics Analysis of Participants’ Characteristics  
 

 In empirical research descriptive statistics summarizes quantitative data 

in convenient and better style, and also support the scholar to comprehend the 

overview of the study data (Selvamuthu & Das, 2018). To achieve the objective 

of this study, descriptive statistics were measured for reporting on the profile of 

sample. Table 4.1 presents the frequency analysis of respondents by gender, age 

and their work experience. The results indicate the majority of research 

participants were male (395, 77.76%) whereas female were almost one-fifth of 

the target population (113, 22.24).  
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 Table 4.1 

Frequency Analysis of Respondents  

Gender, Age and Work Experience 

  Frequency Percentage (%) 

Gender     

Male 395 77.8 

Female 113 22.2 

Total 508 100.0 

Age     

Less than 20 years 73 14.4 

21-30 years 243 47.8 

31-40 years 165 32.5 

41-50 years 20 3.9 

51-above 7 1.4 

Tenure     

1-5 years 282 55.5 

6-10 Years 168 33.1 

11-15 Years 39 7.7 

16-20 Years 09 1.8 

21 & above 10 2.0 

 

The age of 508 respondents ranged from 19 to 59 years (mean=31.36, 

SD=7.47). Majority of the participants belonged to 21-30 years’ age cluster 

(47.8%), succeeded by the 31-40 years’ age group (32.50%) and 41-50 years 

(3.90%). They were also asked to record their current experience with the 

organization. Table 4.1 indicates that 55.5% (282 out of 508) of research 

respondents had experience of 0-5 years with the current organizations, 33.1% 

(165 out 508) participants had 6-10 years of work experience, whereas 7.7 % 

employees (39 out 508) were working with the current organization for the last 

11-15 years, and 1.8% were there in same organization for the 16-20 years and 

only 2% were there for more than 20 years. The results are encouraging to 

convince that our respondents had considerable tenure of working experience 

with the current organization. Therefore, the information shared by them were 

reliable.  

 

 The distribution of research respondents’ level of education by their 

gender is presented in the Table 2. The results were quite interesting, because 

majority of males 140 out of 395(35.44%) were intermediate, whereas among 

females (37 out 113), majority were master degree holders (32.74%). Moving 

ahead, graduated male respondents were 18.23% and female graduates were 

30.09%.  
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Table 4.2 
Respondents Education Level by Gender 

Education 
Level 

Gender 
Total 

Male Female 

Freq. % Freq. % Freq. % 

Matric 129 32.66 10 8.85 139 27.36 

Intermediate 140 35.44 30 26.55 170 33.46 

Graduation 72 18.23 34 30.09 106 20.87 

Master 51 12.91 37 32.74 88 17.32 

Postgraduate 03 0.76 02 1.77 05 0.99 

Total 395 100 113 100 508 100 

 
 Similarly, in our research the male master degree holders were only 
12.91%, whereas female respondents were leading, highest in any other category 
of education (32.74%). Among 5 postgraduate respondents, 3 out of 395 
(0.76%) were males, whereas 2 out of 113 (0.99) were females. Table 4.3 
presents comprehensive information about the frequencies and percentages of 
education level of both males and female research participants.  
 
 Exploring further the descriptive statistics of respondents, Table 4.3 
displays that in our research, 52.56% respondents were married whereas rest of 
47.44% were single. The majority of the respondents, 76.57% (389) were 
engaged in serving (supporting), whereas 23.43% (119) were performing 
supervisory role.  
 
 

Table 4.3 

Respondents Characteristics 

Characteristics  Min Max Mean SD 

Gender 1 2 1.22 0.42 

Age(years) 1 5 2.30 0.81 

Marital Status 1 2 1.53 0.50 

Job Type 1 2 1.77 0.42 

Qualification 1 5 2.31 1.08 

Tenure 1 5 1.62 0.86 
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The vast majority of respondents were intermediate (33.46%), followed 
by 27. 36% matriculation and 20.87% graduates. This table also demonstrates, 
that majority of employees had working experience ranged 0-5 years (55.5%), 
and followed by respondents holding experience in the range 6-10 years 
(33.1%). 
 
 

4.1.3 Descriptive Characteristics of Organizations and Employees 
 

Table 4.4 describes the different categories of organizations, serving in 
the populated cities of the Punjab, the largest province of Pakistan, were targeted 
during the data collection. The majority of the hotels (45, 64.29%) where people 
visit to take meals. After hotels, second highest category were restaurants (20, 
28.57%), followed by rest houses (2, 2.86%). 
 

Table 4.4 

Characteristics of Organizations and Employees 

Category Frequency Percent 

Rest Houses 02 02.86 

Hotels 45 64.29 

Restaurants 20 28.57 

Other 03 04.29 

Total 70 100 

Supervisors etc. 119 23.4 

Supporting staff 389 76.6 

Total 508 100 

Supervisors: General Managers, Hotel Managers, Marketing Managers,  
HR Managers 

Supporting Staff: Waiter, Chef, Chief Chef, cook, Housekeeping,  
Receptionist, Electrician and Plumber etc 

 
 Table 4.4 also indicates, vast majority of respondents belonged to the 
category of supporting staff (389, 76.6%), following by supervisors (119, 23. 
4%).The results show, majority of people of Punjab hospitality sector of 
Pakistan love to visit hotels, for taking their meals. This study is targeting all 
categories of organizations  serving under the umbrella of hospitality sector of 
Punjab, Pakistan, including all types of 1-5 five stars hotels, motels, small, 
medium and big restaurants, rest houses, where at least 20 to 500 employees 
working, were targeted for the data collection. These organizations are working 
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in the most popular and populated cities of the Punjab province, which is the 
largest among four provinces of Pakistan. Furthermore, honest intense efforts 
were made to collect from the all ranking of employees who were willing to 
participate in the research process.  
  
4.1.4 Descriptive Statistics Analysis of Study Variables  
 
 Table 4.5 provides summary of descriptive statistics of each study 
variable. The variables of this study were measured d by applying Five-likert 
scale. The descriptive statistics results indicate that all studied variables’ 
minimum response range lie between 1.00 to 2.00 and maximum value is 5. The 
array of mean values ranged from 3.97 to 4.23, while standard deviation of 
responses range lies between 0.54 to 0.61. The mean score for items evaluating 
environmental concern, environmental intent, and customer oriented OCB, 
ecological behavior and employee satisfaction were high and significantly 
exceeds from midpoint. Statements of employees’ environmental concern at 
work had mean=4.00 and SD=0.54, which implies that sampled respondents at 
work feel highly environmental concerned.  
 

Table 4.5 
Descriptive Statistics of Study Variables 

Variables Min Max Mean SD 

Environmental Concern 1.43 5.00 4.00 0.54 

Environmental Intent 1.40 5.00 4.23 0.52 

Customer Oriented OOCB 2.00 5.00 4.16 0.50 

Organizational Commitment 1.33 5.00 4.07 0.55 

Ecological Behavior 1.71 5.00 3.97 0.61 

Employee Satisfaction 1.00 5.00 4.14 0.61 

 
Similarly, responses of environmental intent had mean=4.23 and 

SD=0.52, which indicates that respondents were highly motivated to implement 
green practices at work. Additionally, the responses of customer oriented OCB 
and organizational commitment study variables, produced mean=4.16 & 
SD=0.50 and mean=4.07 & SD=0.55 respectively, communicate that 
respondents were intensely protecting the interests of organization, in terms of 
showing customer care and commitment towards organization. Finally, the 
statements of the employees, ecological behavior and job satisfaction, calculated 
mean=3.97 & SD=0.61, and mean=4.14 & SD= 0.61 respectively, which 
suggested that employees were satisfied with the services of organization and 
resultantly, they were tilted to demonstrate ecological behavior.  
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4.2 INTERNAL CONSISTENCY 
 
 To ensure the reliability of the survey questionnaire, internal consistency 
was calculated. Previous studies explain Cronbach’s alpha, a suitable coefficient 
to measure internal consistency (Bland & Altman, 1997). The threshold value 
of Cronbach’s alpha as recommended by the scholars is 0.70 (Hair et al., 2010). 
Moreover, Elmasri (2005) had advocated that value of Cronbach’s alpha 
(reliability coefficient) greater than or equal to 0.90 is regarded as “excellent”, 
an alpha value near to 80 is considered “very good” and an alpha value close to 
0.70 is accepted as an “adequate”. Table 4.6 displays the results of reliability 
test for the study variable and Cronbach’s alpha met the threshold value, ranging 
from adequate to very good (i.e 0.76 to 0.85). The results indicate that all study 
variables have internal consistency of 76% to 85% and ensure, there is no 
reliability issue in our study data.  
 

Table 4.6 
Reliability Matrix 

Variable No. of Items 
Reliability 

Index 

Level of 

Reliability 

Environmental Concern 7 0.85 Very Good 
Environmental Intention 5 0.83 Very Good 
Customer Oriented OCB 6 0.76 Very Good 
Organizational Commitment 6 0.81 Very Good 
Employee Satisfaction 3 0.79 Very Good 
Ecological Behavior 7 0.85 Very Good 

 
 
4.3 CORRELATION MATRIX 
 
 Prior to hypothesis testing, we performed bivariate correlations analysis 
among the study variables. The mean, standard deviation (SD), correlations 
values and Cronbach’s alpha are presented in Table 4.7. The correlations 
coefficients are in the projected directions and present preliminary support to 
our hypothesis. In line with our proposed hypothesis, results reveal that 
employee’s environmental concern is positively and significantly associated 
with employee job satisfaction (r= 0.49, p<0.001) and ecological behavior 
(r=0.50, p<0.01) which is in accordance with H1. The results also indicate that 
employee’s environmental intent is positively and significantly related with 
employee job satisfaction (r= 0.46, p<0.01) and ecological behavior (r=0.33, 
p<0.01), which is in accordance with H2. Findings present that environmental 
concern has significant effect on employee customer oriented OCB (r=0.51, 
P<0.01) and organizational commitment (r=0.55, p<0.01), which was supposed 
in H3.  
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Note: n=508,Cronbach’s alphas are on the diagonal in parenthesis.**Correlation is significant at the 0.01 level (2-tailed). 

*Correlation is significant at the 0.05 level (2-tailed). EC: Environmental concern, EI: Environmental intent, CUOOCB: 

Customer oriented organizational citizenship behavior, OC: Organizational commitment, EB: Ecological behavior. 

  

Table 4.7 

Means, Standard Deviation and Correlations for the Study Variables 
 Variables Mean SD 1 2 3 4 5 6 7 8 9 10 11 12 

1. Gender 1.22 .42 -            

2. Age 2.30 .81 -.04 -           

3. Education 2.31 1.08 .30** .32** -          

4. Job Type 1.77 .42 .17** -.30** -.28** -         

5. Tenure 1.62 .86 -.22 .48** .09 -.36** -        

6. Marital Status 1.53 .50 -.11* .37** .13** -.12** .25** -       

7. EC 4.00 .54 .13** .03 .15** -.01 .01 .00 (.85)      

8. EI 4.23 .52 -.02 .04 .04 -.04 .02 .10* .48** (.83)     

9. CUOOCB 4.16 .50 .04 .01 .09* -.01 .03 .05 .50** .51** (.76)    

10. OC 4.07 .55 .10* .03 .09* -.01 .03 .00 .77** .55** .56** (.81)   

11. ES 4.14 .61 -.07 .06 .08 -.12** .06 .06 .51** .46** .33** .49** (.79)  

12. EB 3.97 .61 .13** -.01 .13** .01 -.03 -.03 .57** .33** .48** .50** .36** (.85) 
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Overall the results also explore significant effects of education on employee 

environmental concern (r= 0.15, p<0.001), customer oriented OCB (r= 0.09, 

p<0.05), organizational commitment (r= 0.09, p<0.05 and ecological behavior 

(r= 0.13, p<0.01), which indicates highly educated employees demonstrates 

more responsibility and commitment towards organization and implementation 

of green practices. Results further explore significant negative effect of job type 

on employee satisfaction (r= -0.12, p<0.01), which indicates that supporting 

staff was not satisfied with the organizations. 

 

 

4.4 EXPLORATORY FACTOR ANALYSIS 

 

 Prior conducting CFA, we apply EFA by using SPSS 24 version to check 

factor structure of questions items (Table 4.8).  

 

Table 4.8 

Exploratory Factor Analysis 

Component 
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EC1 0.56      0.66 

EC2 0.61      0.71 

EC3 0.61      0.64 

EC4 0.56      0.46 

EC5 0.77      0.78 

EC6 0.70      0.76 

EC7 0.66      0.68 

EI1  0.53     0.58 

EI2  0.57     0.71 

EI3  0.66     0.68 

EI4  0.54     0.56 

EI5  0.90     0.59 

COOCB1   0.55    0.52 

COOCB2   0.73    0.94 

COOCB3   0.72    0.64 

COOCB4   0.62    0.55 

COOCB5   0.64    0.59 

COOCB6   0.41    0.56 

OC1    0.90   0.65 

OC2    0.78   0.72 
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OC3    0.58   0.72 

OC4    0.53   0.60 

OC5    0.83   0.58 

OC6    0.60   0.61 

ES1     0.74  0.72 

ES2     0.75  0.71 

ES3     0.68  0.59 

EB1      0.65 0.71 

EB2      0.72 0.73 

EB3      0.79 0.66 

EB4      0.79 0.60 

EB5      0.70 0.69 

EB6      0.51 0.52 

EB7      0.47 0.94 

Eigenvalue        

% of Total 

Variance 
0.59       

Note: Extraction Method: Principal Component Analysis (n=508). Rotation Method: 

Varimax with Kaiser Normalization. Factor loadings<0.40 are suppressed. EC= 

Environmental Concern, EI= Environmental Intent, COOCB= Customer Oriented OCB, OC= 

Organizational Commitment, ES= Employee Satisfaction, EB= Ecological Behavior  
 

A principal component factor analysis of 35 Five-Likert scale items was 

performed. According to Osborne and Costello (2009), in social sciences, 

communalities within the range of 0.40 to 0.70 are acceptable. All factors of 

environmental concern, environmental intent, customer oriented organizational 

citizenship behavior, organizational commitment, employee satisfaction and 

ecological behavior have communalities within the range 0.46 to 0.94 which 

further validate that each question item share with common variance with other 

items in the data set (Table 4.8). Given these aforementioned indices supported 

the inclusion of all 34 items in the factor analysis.  

 

 

4.5  FURTHER ANALYSIS OF CONVERGENT AND 

DISCRIMINANT VALIDITY  

 

 CFA was conducted for the purpose to determining the instrument 

rationality by following Fornell and Larcker (1981)’s validity determination 

criteria. Before assessing convergent and discriminant validity through CFA, 

model fit indices were evaluated for our measurement model and alternate 

models. Initially, full six factor measurement model was examined. For this 

reason, we draw all our questions item of our six study variables in AMOS 24 

and then permitted the items to correlate liberally on to their respective factors. 
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The results of our hypothesized six factor model (environmental concern, 

environmental intent, customer oriented OCB, organizational commitment, 

employee satisfaction, ecological behavior) was plausibly depicting our good fit 

as shown in Table 4.9 as Incremental Fit Index (IFI) =0.96, Normed Fit Index 

(NFI) =0.97, Relative Fit Index (RFI) =0.94, Tucker-Lewis Index (TLI) =0.93, 

Confirmatory Fit Index (CFI) =0.98 and Root Mean Square Error of 

Approximation (RMSEA) =0.06. All of these indices fall into fit the satisfactory 

limit: TLI>0.90 (Bentler, 1990; Hu & Bentler, 1999; Kline, 2015), IFI>0.90 

((Bentler, 1990; Hu & Bentler, 1995, 1999), CFI>0.90 (Anderson & Gerbing, 

1988; Bentler, 1990; Holmes-Smith, 2000; Hu & Bentler, 1995, 1999; Kline, 

2015) and RMSEA <0.08 (Browne & Gudeck, 1993; Holmes-Smith, 2000; 

Hooper, Coughaln & Mullen, 2008; Kline, 2015). 

 

Table 4.9 

Confirmatory Factor Analysis 

Models IFI NFI RFI CFI TLI RMSEA 

Six factor Model 0.96 0.97 0.94 0.98 0.93 0.06 

Five Factor Model 0.84 0.82 0.75 0.82 0.81 0.07 

Four Factor Model 0.8 0.75 0.71 0.74 0.72 0.07 

Three Factor Model 0.74 0.71 0.62 0.71 0.69 0.08 

Two Factor Model 0.71 0.65 0.58 0.64 0.61 0.08 

One factor Mode 0.62 0.58 0.52 0.59 0.54 0.11 

 

Six Factor Model: All the Factors Individually, Five Factor Model: 

Environmental Concern and Environmental Intentions combine into one factor, 

Four Factor Model: Environmental Concern and Environmental Intentions 

combine into one factor, Employee Satisfaction and Ecological Behavior 

combine into one factor, Three Factor Model: Environmental Concern and 

Environmental Intentions combine into one factor, Employee Satisfaction and 

Ecological Behavior combine into one factor, and Customer Oriented OCB and 

Organizational Commitment combine into one factor, Two Factor Model: 

Environmental Concern, Customer Oriented OCB and Environmental Intentions 

combine into one factor, Employee Satisfaction, Organizational Commitment 

and Ecological Behavior combine into one factor, One Factor Model: All the 

variable combine into one factor. 

 

The full (six-factor) measurement model was also compared with the 

alternate nested models in order to find a best fit model to our data. The results 

described in Table 4.9 that demonstrated that six-factor model defines a best fit 

to study data and none of the alternate nested models presented an adequate 
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model fit at p<0.001. Thus the results presented support for the idea that 

environmental concern, environmental intent, customer oriented OCB, 

organizational commitment, employee satisfaction and ecological behavior are 

distinct constructs. 

 

Furthermore, construct validity was evaluated through the convergent and 

discriminant validity. For convergent validity, the factor loading of constructs, 

Composite Reliability (CR) and the Average Variance Extracted (AVE) are 

needed to be evaluated (Hair et al., 2016). The values of factor loading should 

be greater than 0.40 (Hair et al., 1998), Composite Reliability should be greater 

than .70 and Average Variance Extracted should be greater than .50 (Fornel & 

Larcker, 1981; Hair et al., 2016). 

 

The findings collected from data are presented in Table 4.9 and Table 

4.10. The results indicated that factor loadings for all variables were greater than 

.40. Moreover, all variables have CR and AVE greater than .70 and .50 

respectively. Thus, fulfilling the criteria of for convergent validity. 

 

Table 4.10 

Factors Loading 

Variables No. of items Factors Loading 

Environmental Concern 7 .56, .61, .56, .77, .70, .66 

Environmental Intention 5 .53, .57, .66, .54, .90 

Customer Oriented OCB 6 .55, .73, .62, .64, .41 

Organizational Commitment 6 .90, .78, .58, .53, .83, .60 

Employee Satisfaction 3 .74, .75, .68 

Ecological Behavior 7 .65, .72, .79, .79, .70, .51, .47 

 

Finally, the discriminant / divergent validity was calculated by following 

Fornell and Larcker (1981) approach which asserted the square root of AVE of 

each construct should be greater than the correlations of this construct to all the 

other constructs. Table 4.11 presents square root of AVE in bold and diagonal 

elements. All diagonal values were greater than inter-construct correlations 

values (e.g. environmental concern √𝐴𝑉𝐸=.77>.48, .50, .76, .51, .57 and for 

environmental intent √𝐴𝑉𝐸=.77>.51, .55, .46, .33). So the criterion for both 

convergent as well as discriminant validity is supported (Table 4.11). 

 

 

 



 

76 

 

 

Table 4.11 

Over all Reliability and Validity of the Constructs  

Convergent Validity Discriminant validity 

# Constructs CR AVE MSV 1 2 3 4 5 6 

1 Environmental  

Concern 

.82 .59 .46 .77      

2 Environmental  

Intention 

.78 .59 .35 .48** .77     

3 Customer Oriented  

OCB 

.79 63 .38 .50** .51** .79    

4 Organizational  

Commitment 

.86 .51 .49 .76** .55** .56** .71   

5 Employee  

Satisfaction 

.77 .52 .47 .51** .46** .33** .49** .69  

6 Ecological  

Behavior 

.85 .55 .57 .57** .33** .48** .50** .36** .74 

Note:*** .denotes a significance level of .001; Values in diagonal represent the squared 

root estimate of AVE; CR represent composite reliability; AVE represents the average 

variance extracted; MSV stands for maximum shared variance 
 

4.6  HYPOTHESIS TESTING 
 

The research hypotheses were tested in two steps. At first step, we 

measured simple mediation test model  

 

 

4.6.1 Path Analysis 
 

Path analysis is a statistical technique to test the proposed correlations 

among the study variables (Lleras, 2005). It represents the estimates of the 

magnitudes and significance of hypothesized connections among the variables 

(Tomic et al., 2018). It is straightforward extension of multiple regressions. The 

results of path analysis are represented best through a path diagram. Three types 

of path analysis are discussed in this research. Direct or linear relationship, 

mediation analysis and sequential path analysis. Although, this study has 

hypothesized to evaluate the mediation and sequential correlation among the 

research variables, however, linear relationships of study variables have also 

been tested and findings are being discussed in the context of recent literature. 

The results of linear, mediation and sequential relationships among the study 

variables of this study are shown in the Tables 4.12, 4.13, 4.14 and 4.15 

respectively.  

 

 



 

77 

 

 

4.6.1.1 Linear Relationships among Study Variables 

  

The linear or direct path analysis represents the direct effect of the 

exogenous variables on the dependent variables (Gupta & Somers, 1996). All 

the linear associations of the study variables, with each other’s, are presented in 

the Table 4.12. The findings show positive influence of employee environmental 

concern with customer oriented OCB (β=.46**, P<.05), organismal 

commitment (β=.65**, P<.05), employee satisfaction (β=.38**, P<.05) and 

ecological behavior (β=.45**, P<.05). The outcomes explain that an employees’ 

global environmental attitudes (i.e environmental concern) influence their work 

attitudes and behavior (i.e customer oriented OCB, organizational commitment 

and employee satisfaction). This impact further stimulates their ecological green 

behavior which is prerequisite for greening the hospitality sector. The positive 

impact of environmental concern with OCB (Pham, Tučková & Jabbour, 2019) 

and ecological behavior (Okumus, Köseoglu, Chan, Hon & Avci, 2019) had 

already been tested positive, however its positive influence on organizational 

commitment and employee satisfaction has been examined by this study. These 

results guide the management of hotel industry that environmental concern is an 

important trigger among the employee environmental attitudes to promote the 

ecological practices for greening the hospitality sector.  

 

While encompassing the discussion, the outcomes discussed in the Table 

4.12, demonstrate that employee environmental intention to execute green 

practices have also been tested positive with employee job attitudes including 

customer oriented discretionary behavior (β=.49**, P<.05) and commitment 

(β=.38**, P<.05) with the organization. In addition, an employee who has 

intention to display green practices, is expected to demonstrate contentment with 

the working situation and other mechanism of job characteristics (β=.32**, 

P<.05). These findings are similar to the outcomes of previous studies (Turker, 

2009; Kim et al., 2019). Surprisingly, the linkage between employee 

environmental intent and ecological behavior is not significant (β=.00). These 

are contrary to the previous study results (Kim et al., 2017; Luu, 2019), The 

variation in the findings possibly be due to cultural variances, because the 

previous works have investigated that employee ecological behavior is cultural 

specific (Okumus, Köseoglu, Chan, Hon & Avci, 2019). The respondents might 

could not comprehend the meaning of the statement of question items. The result 

also supports researcher’s stance that personnel job attitudes (i.e employee 

discretionary behavior and organizational commitment) influence the 

relationship between employee environmental intent and ecological behavior. 

However, this study proposes in future direction that a research study should be 

conducted on the impact of culture on employee ecological behavior.  
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The results in the Table 4.12 also indicate that employee customer 

oriented discretionary behavior encourages the commitment of employee with 

the organization in hospitality sector (β=.26**, P<.05). This relationship has 

already been tested positive in the previous research (Heydari & Lai, 2019). The 

finding of this relationship improves the understanding of hotel management of 

organization toward distinctive positive perception to the employees engaged in 

discretionary behavior. However, the result of employee customer oriented 

discretionary behavior with employee satisfaction are not significant (β=.06, 

P<.05), which indicates that employees engaged in customer oriented 

discretionary behavior, do not necessary means, they are satisfied with their job 

and other characteristics of the working situation. These outcomes are 

contradictory to the results of previous study (Weikamp & Göritz, 2016). The 

contradiction in the results may be the difference in the perception of the 

respondents of both the studies. The employees might be demonstrating 

discretionary behavior towards customers because they are prioritizing to 

address the challenging environmental issues, and might not be convinced with 

the policies of their organizations. However, the relationships among the 

employees having customer oriented discretionary behavior and employee 

ecological behavior are positive (β=.29**, P<.05). This relationship was not 

investigated in the previous literature, however, both behaviors, pertaining to 

job and environment, are influencing each other. Therefore, the result of this 

relationship are very close to the findings of González and Garazo, 2006, who 

have claimed that employee engaged in customer oriented discretionary 

behavior are more devotees, conscientiousness and express strong commitment 

towards organizational goals, which endeavor to explicitly support 

organizational objectives, such as showing willingness and approving behavior 

to the outsiders and also accept the organizational policies for new changes. 

Organizations expect from their employees to demonstrate green behavior at 

workplace, therefore, employee showing discretionary behavior are willing to 

execute ecological practices at workplace.  
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Table 4.12 

Linear Path Analysis 

Structural Path 
Path 

Coefficients 

Environmental Concern → Customer Oriented OCB .46** 

Environmental Concern → Organizational Commitment .65** 

Environmental Concern → Employee Satisfaction .38** 

Environmental Concern → Ecological Behavior .45** 

Environmental Intent → Customer Oriented OCB .49** 

Environmental Intent → Organizational Commitment .38** 

Environmental Intent → Employee Satisfaction .32** 

Environmental Intent → Ecological Behavior .00(N.S) 

Customer Oriented OCB → Organizational Commitment .26** 

Customer Oriented OCB → Employee Satisfaction .06(N.S) 

Customer Oriented OCB → Ecological Behavior .29** 

Organizational Commitment → Employee Satisfaction .23** 

Organizational Commitment → Ecological Behavior .06** 

 

 The linear relations of employee organizational commitment with 

employee satisfaction (β=.23**, P<.05) and ecological behavior (β=.06**, 

P<.05) are significant (Table 4.12). The correlation of organizational 

commitment with employee satisfaction have already been tested positive in 

different context. The earlier studies have discussed the association of 

organizational commitment with the employee satisfaction in context of 

organizational performance (Kabir, 2018) and turnover intention (Clugston, 

20000). The findings suggest that employee express strong connection with the 

organization demonstrate satisfaction with the job characteristics. The result of 

this connection draw the attention of practitioners of hospitality sector to keep 

on assessing the employee organizational commitment, which is vital for 

achieving the organizational objectives. In addition, the positive impact of 

employee organizational commitment with employee ecological behavior 

indicates, employee commitment is vital factor for developing the green 

behavior for greening the hospitality sector. Therefore, the results of this 

research suggest that management of the organizations working under the 

umbrella of hospitality sector should take initiatives to promote employee strong 

connection with the organization for achieving the goal of greening. All linear 

relationships are presented in Figure 4.1. 
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Figure 4.1: Linear Relationships among Study Variables 

 

 

4.6.1.2 Tests of Mediation 

 

Statistical mediation analysis is applied to determine the impact whether 

the influence of one variable is transmitted on other variable through a third 

variable. This test is used for data analysis in social sciences to observe, how the 

impact of third variable effects the correlation among independent and 

dependent variables (MacKinnon, Cheong & Pirlott, 2012). The variable which 

influences the connections between independent and dependent variable is 

called, mediator. Mediator is a variable that change the nature of relationship 

between two variables (Morgan & Morrison, 1999). This study examines the 

association between the independent variables and dependent variables by two 

mediators in the name of employee customer oriented discretionary behavior 

and organizational commitment. The mediations result of employee customer 

oriented OCB and organizational commitment are presented in the Table(s) 13 

and 14 respectively. 

 

 

4.6.1.2.1 Mediation of Employee Customer Oriented OCB 

 

The objective to test the mediation of employee customer oriented 

discretionary is to validate the individual impact of employee environmental 

concern and environmental intent on employee satisfaction and ecological 

behavior in the context of greening the hospitality sector. Table 4.13 indicates 

that employee customer oriented OCB mediates in the relationships of 

environmental concern (H7: β=.13***, P<.05) and environmental intent (H10: 

β=.17***, P<.05) with ecological behavior. The results specify that employee 

customer oriented discretionary behavior partially mediates the relationships of 
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employee environmental concern with ecological behavior, which approves the 

stance of Pham, Tučková & Jabbour (2019), who have observed that employee 

devotee and commitment is significant for turning the dream of greening the 

hospitality sector into reality. Table 4.12 shows that there was insignificant 

correlation between employee environmental intent and ecological behavior 

(β=.00, P<.05), whereas the presence of customer oriented OCB turns this 

insignificant association into significant positive relationship (full mediation) 

(β=.17***, P<.05) which addresses the gap identified by the previous research 

study (Kim, Kim, Choi & Phetvaroon, 2019), where researchers have identified 

the considerable gaps between employee environmental intent and ecological 

behavior in respect of developing green behavior among the employees of 

hospitality sector. These findings draw the attention of organizational 

management in hospitality sector to sustain the employee customer oriented 

discretionary behavior to address the environmental challenges in the modern 

era.  

 

Table 4.13 

Mediating Effect of Customer Oriented OCB 

Bootstrapping 
Path 

Coefficient 

BC 

(95% CI) 

H1: Environmental  

Concern 

→ Customer Oriented 

OCB 

→ Employee 

Satisfaction 
.03 (-.04, .11) 

H7: Environmental  

Concern 

→ Customer Oriented 

OCB 

→ Ecological  

Behavior 
.13*** (.07 , .20) 

H4:  Environmental  

Intent 
→ Customer Oriented 

OCB 

→ Employee 

Satisfaction 
.00 (-.07, .08) 

H10: Environmental  

Intent 
→ Customer Oriented 

OCB 

→ Ecological  

Behavior 
.17*** (.09 , .25) 

  

The Table 4.13 also specifies that employee customer oriented OCB 

insignificantly mediates the relationships of employee environmental concern 

(H1: β=.03, P<.05) and environmental intent (H4: β=.00, P<.05) with employee 

satisfaction. The results are interesting because the linear relationships of 

employee environmental concern (β=.38**, P<.05) and environmental intent 

(β=.32**, P<.05) are significantly positive with employee satisfaction, however, 

the employee customer oriented discretionary behavior has turned the table, and 

has converted the significant relation into insignificant. The finding has 

approved the outcome of Table 4.12, where the linear relation of customer 

oriented OCB with employee satisfaction of was insignificant (β=.06, P<.05). 

The mediation result of customer oriented OCB in the relationships of 

environmental concern and environmental intent with employee satisfaction 

contradicts what we conceptualized in the Introduction Chapter of this study. It 

appeals to the logic that employee customer oriented discretionary behavior 

would magnify employee satisfaction, however, this view was not validated 
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empirically by our research study. There may be various reasons for this 

insignificant result. To the best of researcher knowledge, this mediation test has 

not been examined in the previous studies, therefore, there may be error while 

developing constructs of the study. Also there is possibility that respondents 

could not comprehend the meanings of questions item of the variable, or they 

may have understood in other way. In addition, error may be occurred while 

analyzing the study data. However, these are the limitations of the study, and 

are being incorporated in the section of future research direction. The mediating 

influence of customer oriented OCB between in the relationships of employee 

environmental attitudes and ecological behavior and employee satisfaction is 

shown in the Figure 4.2. 

 

 
 

Figure 4.2: Mediating Impact of Customer Oriented OCB  

 

 

4.6.1.2.2 Mediation of Employee Organizational Commitment 

 

 The Table 4.14 presents the mediating results of employee organizational 

commitment in connection with the relationships of environmental concern and 

environmental intent with employee satisfaction and ecological behavior. The 

results indicate that employee organizational commitment carries significant 

positive impacts in the relationship of environmental concern (H2: β=.03***, 

P<.05) and environmental intent (H5: β=.14***, P<.05) with employee 

satisfaction. The finding develops our understanding that employee attachment 

with organization partially intervenes the association of employee 

environmental concern with environmental intent and employee satisfaction. 

Thus our hypothesized statements of H2 and H5 are empirically validated. The 

findings confirm our understanding that employees who express concern to the 

environment and environmental challenges, they view these environmental 

issues in global perspective due to serious consequences, therefore, they likely 

to show satisfaction with the awarded job characteristics and other mechanism 

including interaction with coworkers and organization policies. In addition, 

employee organizational commitment will leave significant positive in the 

relationship of environmental concern and employee satisfaction. This result, 

therefore, suggest that hospitality sector should continually keep check the 

employee organizational commitment to win their contentment with the 
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organizational policies. Therefore, employee commitment would be key factor 

to achieve the goal of greening the hospitality sector.  

 

 Likewise, employees who have intention to follow ecological practices in 

the context of greening the hospitality sector, also is hypothesized to express 

satisfaction with the organizational direction. The mediation result affirmed our 

supposition and empirically validated that employee organizational 

commitment contribute significant positive effect in the connection of 

environmental intent and employee satisfaction (H5: β=.14***, P<.05) in the 

context of greening the hospitality sector. The finding also addresses the 

suggestion of previous study, that participation of employee is vital in the 

connection of developing green behavior (Pham, Tučková & Jabbour (2019). 

 

 The Table 4.14 also presents that indirect effect of employee 

organizational commitment in the association of environmental concern with 

ecological behavior is insignificant (H8: β=.04, P<.05). The results are quite 

interesting, and contradict of our supposed proposition framed in the 

Introduction Chapter of this research. The linear associations between 

environmental concern and ecological behavior presented in the Table 4.13, was 

significantly positive (β=.45**, P<.05). It was perceived while framing the 

hypothesis (H8), that the employee strong connection with the organization 

would further signify this relationship, however, the empirical result of this did 

not approve our supposition which appear to be contradictory to the logic. The 

variation between the expected and actual results may due to misperception of 

the meaning of questions items by the respondents. 

 

 The indirect influence of organizational commitment in the correlation of 

environmental intent with ecological behavior is significantly positive (H11: 

β=.15***, P<.05), however, the linear association as shown in Table 4.13, the 

connection between environmental intent and ecological behavior was 

insignificant (β=.00, P<.05). The result appreciates employee organizational 

commitment, which turns the insignificant relationship into significantly 

positive, a positive signal for greening the hospitality sector. The result of this 

relationship invite the organizational management in the hospitality sector that 

the participation of employees should be ensured for implementing 

environmental green practices as suggested by the previous studies (Kim et al., 

2019; Pham et al., 2019). 
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Table 4.14 

Mediating Effect of Organizational Commitment 

Bootstrapping 
Path 

Coefficient 

BC 

(95% CI) 

H2: Environmental 

Concern 

→ Organizational 

Commitment 
→ Employee  

Satisfaction 
 .03*** (.00 , .06) 

H8: Environmental 

Concern 

→ Organizational 

Commitment 
→ Ecological  

Behavior 
.04 (-.05 , 13) 

H5:  Environmental 

Intent 
→ Organizational 

Commitment 
→ Employee  

Satisfaction 
.14*** (.07 , .25 

H11:  Environmental 

Intent 
→ Organizational 

Commitment 
→ Ecological  

Behavior 
.15*** (.08 , .24) 

 

 The mediation results of both the mediators, employee customer oriented 

discretionary behavior and organizational commitment, in the relationships of 

environmental concern and environmental intent with employee satisfaction and 

ecological behavior, convince that employee participation as suggested by 

previous studies (Kim et al., 2019; Pham et al., 2019) in the execution of 

environmental practices is an integral factor for greening the hospitality sector. 

There are, however, some mediating results that were contrary to the 

hypothesized views, the possible reasons have been worded but overall the 

results are encouraging and are in line with the proposed idea. The mediating 

impact of organizational commitment is shown in Figure 4.3: 

 

 
 

Figure 4.3: Mediating Impact of Employee Organizational Commitment 
 

 

4.6.1.3.3 Sequential Mediation Effect of Employee Customer Oriented 

OCB and Organizational Commitment 

  

 A sequential mediation analysis is applied to estimate the collective and 

individual contribution of each mediator, grounded on a casual order, while 

handling in-between complex relationships (Zhang et al., 2016). The aim to 

employ sequential mediation in this research is to explore the indirect impact of 

employee customer oriented discretionary behavior and organizational 

commitment in the relationships of employee environmental concern and 

environmental intent with employee satisfaction and ecological behavior. The 

Table 4.15 indicates that the employee customer oriented OCB and 
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organizational commitment sequentially mediates between the association of 

environmental concern and employee satisfaction (H3: β=.15***, P<.05). 

However, the employee attributes of customer oriented discretionary behavior 

and strong attachment with the organization further signifies the connection of 

environmental concern and employee satisfaction. In depth analysis of the 

outcome, explores that mediation result of employee customer oriented OCB 

between the association of environmental concern and employee satisfaction, is 

not significantly positive (H1: β=.03, P<.05), which proposes that employee 

customer oriented behavior is not sufficient to achieve employee organizational 

satisfaction, however, in addition to the customer oriented OCB, the presence of 

employee commitment with the organizational objectives, stimulate employee 

satisfaction to develop green behavior. Employee customer oriented extra-role 

behavior, being individual volunteer willingness did not affect the association 

between environmental concern and employee satisfaction, whereas the 

employees feelings of strong attachment with the organization, link their 

contentment with job characteristics and other mechanism of job features 

including relation with coworkers and organizational policies. However, the 

presence of employee discretionary behavior, signifies employee commitment 

(β=.26**, P<.05) indicated in Table 4.12, which support employee satisfaction. 

The finding guides the managers of hospitality sector to encourage employee 

organizational commitment in the context of greening the hospitality sector. The 

sequential mediation impact of employee discretionary behavior and 

organizational commitment has not been tested in the recent literature, and 

follows the suggestion of previous studies regarding the importance of employee 

participation in the wake of greening the hospitality sector (Kim et al., 2019; 

Pham et al., 2019). The finding also supports the views that employee extra-

role-behavior and genuine commitment contribute to the effective 

environmental management system (Boiral & Paille, 2012; Zientara & 

Zamojska, 2018). The sequential mediation result approves our hypothesized 

statement, proposed in the Introduction Chapter. Therefore, the outcome in the 

context with our aim of greening the hospitality sector suggests that the 

employees’ concern towards environment and environmental issues, show their 

contentment with the coworkers and other organizational initiatives. 

 

 The impact of sequential mediation of employee customer oriented extra-

role behavior and organizational commitment in the association of employee 

environmental concern with ecological behavior described in the Table 4.15, is 

not significant (H9: β=.01, P<.05). To develop our understanding, we need to 

review the mediation results of employee customer oriented behavior and 

organizational commitment presented in Table 4.13 and 4.14 respectively. The 

positive association between employee environmental concern and ecological 

behavior (β=.45**, P<.05) had already been tested positive in this study (Table 

4.12) and previous studies (Chain et al., 2014; Gkargkavouzi, Halkos & 
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Matsiori, 2019). We have already tested that employee customer oriented 

discretionary behavior indirectly influence the environmental concern and 

ecological behavior (H9: β=.13***, P<.05), whereas employee organizational 

commitment did not facilitate this association (H8: β=.04, P<.05). The critical 

reviews of the results of individual and sequential mediation of employee 

customer oriented OCB and employee commitment in the relationships of 

environmental concern and ecological behavior suggest that employee 

individual volunteer willingness stimulates ecological behavior, whereas 

commitment remains insignificant (H8: β=.04, P<.05. In addition, employee 

commitment with the organization is associated with the goals concerning 

business processes, therefore, in purview of greening the hospitality sector, its 

role remains short fall. This view is also supported by the mediation effect of 

employee customer oriented OCB and organizational commitment in the 

relationship of employee environmental concern and satisfaction, where 

employee organizational commitment is engaged in instigating the feelings of 

contentment with the organization (H2: β=.03***, P<.05), and employee 

customer oriented discretionary behavior remained ineffective (H1: β=.03, 

P<.05). Therefore, employee job attitude in terms of organizational 

commitment, turned the table in the sequential mediation influence between the 

association of environmental concern with ecological behavior, and role of 

mediating impact of employee customer oriented discretionary behavior 

remained significant in the wake of promoting ecological green behavior.  

 

Table 4.15 

Sequential Mediation 

Bootstrapping 
Path  

Coefficient 

BC 

(90% CI) 

H3: EC → CUOOCB → OC → ES .15 *** (.01, .28) 

H9: EC → CUOOCB → OC → EB .01 (-.01, .03) 

H6: EI → CUOOCB → OC → ES .07*** (.04, .12) 

H12: EI → CUOOCB → OC → EB .08*** (.05, .12) 
EC= Environmental Concern, EI= Environmental Intent, COOCB= Customer Oriented OCB, 

OC= Organizational Commitment, ES= Employee Satisfaction, EB= Ecological Behavior  
 
 The results of hypotheses (H3, H9) signify the importance of employee 
customer oriented-role behavior in our proposed concept for greening the 
hospitality sector. This view suggests to the practitioners of hospitality sector to 
promote the employee discretionary behavior to achieve the goal of developing 
greening behavior for effective implementation of environmental management 
system. The results are in line with the proposed idea of researcher and also 
address the suggestions of previous studies to explore the role of participation 
of employees for greening the hospitality sector.  
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 The table 4.15 also presents the sequential mediation effect of both 
mediators, employee customer oriented extra-role behavior and organization 
commitment and confirms our study hypothesis H6. This results of indirect 
effect show that both mediators carry significant positive effect of employee 
environmental intention for predicting employee satisfaction (H6: β=.07***, 
P<.05). The intensity of indirect impact, though reduced as compare to the 
individual mediating impact of organizational commitment (H11: β=.15***, 
P<.05), yet it partially mediates the relationships between employee 
environmental intent and employee satisfaction. While recapitulating, the 
mediating impact of employee customer oriented extra-role behavior in the 
relationship of employee environmental intent and employee satisfaction, the 
results are insignificant (H4: β=.00, P<.05). This outcome provoke interesting 
facts, that employee customer oriented discretionary behavior does not support 
the employee environmental attitudes such as environmental concern (H1: 
β=.03, P<.05) and intent (H4: β=.00, P<.05) with the employee satisfaction, 
whereas employee affectionate attachment with the organization encourages the 
associations of employee environmental concern (H2: β=.03***, P<.05) and 
intent (H5: β=.15***, P<.05) with employee satisfaction. In addition, the 
mediation impact of customer oriented discretionary behavior is significant the 
relationship of environmental concern (H7: β=.13***, P<.05) and intent (H10: 
β=.17***, P<.05) with ecological behavior. The results suggest that employee 
who are engaged in discretionary behavior are pronged to demonstrate 
ecological green behavior in the perspective of greening the hospitality sector, 
whereas the intervening role of employee organizational commitment is 
particularly more significant the background of organizational performance.  
 
 The calculation of total indirect effects (H12: β=.08***, P<.05) of both 
mediators such as employee customer oriented OCB and organizational 
commitment show partially sequential mediation in the relationship of employee 
environmental intent and ecological behavior (Table 4.15). Although the 
intensity of indirect effect reduces, yet it remains significant and supports the 
individual indirect impacts of customer oriented discretionary behavior (H10: 
β=.17***, P<.05) and organizational commitment (H11: β=.15***, P<.05) in 
the relationships of environmental intent and ecological behavior presented in 
Table(s) 4.13 and 4.14. Interestingly, this study have tested insignificant impact 
in the linear relationship of employee environmental intent with ecological 
behavior (β=.00, P<.05), however, it was calculated significantly positive in the 
individual mediation analysis of customer oriented OCB (H10: β=.17***, 
P<.05) and organizational commitment (H11: β=.15***, P<.05) which 
continues to be positive in their collaborative effect between the relationship of 
environmental intent and ecological behavior. Therefore, the sequential 
mediation results support the argument of researcher that employee contribution 
plays significant role in promoting ecological green behavior in the hospitality 
sector. Again the study results address the suggestions that role of employee 
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contribution is significant in greening the hospitality sector (Kim et al., 2019; 
Pham et al., 2019; Zientara & Zamojska, 2018). 
 
 The sequential mediation results of both mediators in the relationship of 
employee environmental concern and environmental intent with employee 
satisfaction and ecological behavior, captivate our attentions that the impact of 
employee environmental concern is insignificant on ecological behavior in the 
presence of mediators, whereas it carries positive effect of employee 
environmental intention on ecological behavior. Exploring further, the indirect 
effects remained significant, while calculating the sequential mediation impact 
of both mediators in the relationships of employee environmental concern and 
intent with employee satisfaction. To develop in depth the understanding 
regarding the variation in the results, we need to review the concepts of 
employee environmental concern and environmental intent. Environmental 
concern is one of the three import triggers of employee ecological behavior 
(Chain et al., 2017), which shows concern towards environment and 
environmental issues (Dunlap & Jones, 2002). Whereas, environmental intent 
refers to employee environmental intentions to implement green practices 
related environmental issues of the organization such additional workload, 
contribution of managers and leadership, and active internal communication 
(Chan & Hawkins, 2010). This explanation of both environmental attitudes 
suggest that employee environmental intent-attitude is more tilted towards green 
practices, therefore, employees who have environmental intent and engaged in 
discretionary behavior supported by strong affection with the organization, are 
expected to demonstrate more ecological green behavior, as compares to the 
employees who are showing environmental concern. The employee 
environmental intent-attitude is more closed to the implementation of green 
practices, and eventually influence ecological behavior, whereas employee 
environmental concern-attitudes fall short in predicting ecological behavior in 
the presence of employee job attitudes.  
 
 The majority of sequential mediation findings are supporting the stance 
of researcher, proposed in the Introduction Chapter, and follow the suggestions 
of previous studies (Kim, Kim, Choi & Phetvaroon, 2019; Okumus, Köseoglu, 
Chan, Hon & Avci, 2019; Pham, Tučková & Jabbour, 2019), where it was 
observed that customer oriented theme remained dominant in hospitality sector 
research, and the role of employee participation in the context of ecological 
green behavior was not investigated in depth. This study followed the 
suggestions of previous study, and explored the importance of employee 
attitudes and behavior in greening the hospitality sector. The empirically tested 
results of mediation and sequential mediation of this study recommended that 
employee environmental attitudes are driven by the employee discretionary 
behavior and organizational commitment for developing green behavior in the 
wake of greening the hospitality sector. 
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4.6.1.3.4 Sequential Mediation Model 
  
 This study examined the sequential mediation hypotheses by adopting the 
procedure proposed by Preacher and Hay (2008) with Bootstrap methods. The 
sequential mediation model represents the mediating effects of independent 
variables on dependent variables through a chain of mediators (Preacher & Hay, 
2013). All the paths empirically tested by this study are presented in the 
Sequential Mediation Model in Figure 8. The sequential mediation model 
represents all the paths for full process model and coefficients are displayed in 
the Table (s) 4.13, 4.14 and 4.15. The model presents the sequential mediation 
results of customer oriented OCB in the relationships of environmental concern 
(H7) and environmental intent (H10) with that employee ecological behavior. 
Also the mediation impact of organizational commitment in the relationship of 
environmental concern (H2) with employee satisfaction, and environmental 
intent with employee satisfaction (H5) and ecological behavior (H11) are 
displayed the sequential model in Figure 4.4. 
 
 

 

Figure 4.4: Sequential Mediating Impact of Employee Customer  
Oriented OCB and Organizational Commitment 

 
 The sequential mediation analysis results are shown through hypotheses 
(H3, H6 and H12). The results of hypotheses such as H1, H4, H8 and H9, that 
were not significant, are not displayed in sequential mediation model. The 
results of both mediation paths and sequential mediation analysis of our study 
address the study gapes proposed in the previous research. The sequential 
mediation model explains that employee participation of hospitality sector, in 
the employee customer oriented extra-role behavior and organizational 
commitment is significantly import for successful implementation of ecological 
green practices to resolve the environmental challenging issues.  
 
 
4.6.3 Summary of Hypotheses 
 
 This chapter explains the results of data analysis of our study, including 
outcomes like EFA, CFA, and reliability of scales, standard deviation, means, 
and correlation analysis. In addition, it also describes the results of study 
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hypotheses concerning direct and indirect impacts of variables on each other. 
The results of mediation and sequential path analysis of this study are presented 
(Table 4.16) are discussed in the light of proposed hypotheses presented in 
literature review chapter. In the last, but not the least, sequential mediation is 
presented, where value of coefficients of the hypotheses, showing significant 
positive impacts are also displayed. In addition, the summary of all hypotheses 
whether supported or not supported by the empirically results of our study are 
shown in the Table 4.16. 
 

Table 4.16 
Summary of Hypotheses  

Hypotheses 
Supported 

/Not 
Supported 

H1: Customer oriented OCB indirectly influences the association of 
environment concern and employee satisfaction 

Not Supported 

H2: Organizational commitment indirectly effects the association of 
environmental concern and employee satisfaction 

Supported 

H3: Customer oriented OCB and organizational commitment 
indirectly the effect the relation of environmental concern and 
employee satisfaction. 

Supported 

H4: Customer oriented OCB indirectly influences the association of 
environmental intent and employee satisfaction 

Not 
Supported 

H5: Organizational commitment indirectly effects the association of 
environmental intent and employee satisfaction 

Supported 

H6: Customer oriented OCB and organizational commitment 
indirectly the effect the relation of environmental intent and 
employee satisfaction 

Supported 

H7: Customer oriented OCB indirectly effects the association of 
environmental concern and employee ecological behavior  

Supported 

H8: Organizational commitment indirectly effects the association of 
environmental concern and ecological behavior 

Not 
Supported 

H9: Customer oriented OCB and organizational commitment 
indirectly the effect the relation of environmental concern and 
ecological behavior 

Not 
Supported 

H10: Customer oriented OCB indirectly effects the association of 
environmental intent and ecological behavior 

Supported 

H11: Organizational commitment indirectly influence the association of 
environmental intent and ecological behavior 

Supported 

H12: Customer oriented OCB and organizational commitment 
indirectly the effect the relation of environmental intent and 
ecological behavior 

Supported 
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CHAPTER 5 
 

DISCUSSION AND CONCLUSION 
 

 

5.1 DISCUSSION OF STUDY FINDINGS 

 

5.1.1 Introduction 
 

 The preceding chapter briefly explained and conversed the findings 

acquired from the hypotheses testing of the final model described in the figure 

8. This chapter recapitulates the objectives of the study and also summarizes the 

salient findings of hypotheses. The detailed discussion of study findings, follows 

the academics and managerial applications of the study results. Some limitations 

of the research and recommendations for the future study are also recorded out 

in the last sections of this chapter. Conclusion is the last section of the chapter.  

 

 The main objectives of this research study were to investigate the positive 

effect of employee environmental attitudes on employee satisfaction and 

ecological behavior and to develop an understanding regarding the complex 

mechanism prevailing in the bond between positive environmental attitudes and 

ecological behavior for revolving the environmental issues pertaining to 

greening the hospitality sector. Initially, we anticipated employee customer 

oriented discretionary behavior to act as a mediator between environmental 

attitudes and employee satisfaction. In the second stage, we examined whether 

employee commitment positively mediates the indirect association between 

environmental attitudes and ecological behavior. Lastly, the combined 

intervening effect of employee job attitudes (i.e customer oriented OCB and 

organizational commitment) was examined in the relationships of 

environmental attitudes and ecological behavior. Research outcomes appraise 

our hypothesized model. These findings are discussed in the sections as follows: 

 

 

5.1.2 Antecedents of Employee Satisfaction 
 

 The antecedents of employee satisfaction, as proposed in the Chapter 1 

are presented the Figure(s) 9 and 10. This breakdown presents antecedents of 

employee satisfaction in the model. This part investigates the causal 

understanding among the antecedents of employee satisfaction. With regard to 

the antecedents of employee satisfaction, the results of the model in the Figure 

5.1, suggest that employees who are environmentally concerned and have 

environmental intent cause strong effect on employee customer oriented 



 

92 

 

discretionary behavior, but this discretionary behavior does not necessarily 

mean that they are satisfied with their jobs and organization. The findings of 

hypotheses H1 and H4 suggest that the employees of hospitality sector, who held 

environmental concern and intention to address the environmental issues, come 

forward to support the organizational management for implementing the green 

practices, by demonstrating discretionary behavior to the customer, however, 

these attitudes do not convey that they are contented with the organizational 

polices, workplace, colleagues and rewards. The results are demonstrated in 

Figure 9. Previous studies have noted that employees engaged in discretionary 

behavior, experience positive feelings and effects on employee job satisfaction 

(Lambert, 2010; Singh & Singh, 2019), however, the findings of this study argue 

that presence of discretionary in the relationships of employee environmental 

attitudes and employee satisfaction, converse the influence of environmental 

attitudes on employee satisfaction  

 

 

Figure 5.1: Mediating Effect of Customer Oriented OCB 
       

 In line with hypothesis 2, the findings presented the positive intervening 

effect of employee organizational commitment with the connections of 

environmental concern and employee satisfaction (Figure-10). The finding of 

this hypotheses presents that attitude of environmental concern empowers 

employees to demonstrate organizational commitment, which in turns promote 

employee satisfaction. These outcomes in consistent with the results of previous 

studies, where employee environmental concern predicts employee commitment 

to eradicate the environmental problems (Mayerl & Best, 2019), and this high 

level of commitment develops with formal and informal interaction of employee 

with individuals and organization, and concluded that employee commitment is 

antecedents of employee satisfaction (Yao, Qiu & Wei, 2019). These employees 

interpret the adverse situations optimistically and also serve as valuable support 

for the implementation of green practices in the hospitality sector (Hidalgo-

Peñate, Nieves & Padrón-Robaina, 2020). Consequently, environmentally 

concerned employees experience greater organizational commitment which 

indicates their higher level of job satisfaction.  
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Figure 5.2: Mediating Effect of Customer Oriented OCB 

 

 In provision of hypothesis 5, the outcomes disclosed that environmental 

intent to implement green practices stimulates employee organizational 

commitment by improving their contentment with colleagues and management 

in terms of job satisfaction (Figure-5.2). Employees having a high 

environmental intent desire to explore environmental issues and express 

willingness to address problems for greening the hotel industry (Verma, 

Chandra & Kumar, 2019). These employees are vigorous (Shirom, 2003), show 

commitment while dealing with environmental problems and have the capacity 

to modify the circumstances according to organizational plan and job 

requirements (Alkhateri et al., 2018). Moreover, environmental intent also helps 

employees in building strong and rewarding relationships with their coworkers. 

Therefore, employees who demonstrates strong environmental intention for 

implementing the environmental management system, indirectly demonstrates 

their satisfaction with the job mechanism, collogues, organizational 

environment and working situation.  

 

 

5.1.3 Antecedents of Ecological Behavior  
 

 Favoring hypothesis H7, the results indicated that employee with highly 

environmental concerned are found to be predicting ecological behavior 

(Figure-5.3). This relationship has already been tested in the previous studies 

and triggered three factors influencing employee ecological behavior: 

environmental awareness, knowledge and concern (Chain et al., 2014; Chain  

et al., 2017; Okumus et al., 2019). This study however, investigated the positive 

mediating effect of customer oriented OCB between the relationship of 

employee environmental concern and ecological behavior. This test remained 

unchecked in the previous studies. The finding of Hypothesis H7, suggested that 

employee environmentally concerned are found to be engaged in customer 

oriented discretionary behavior, which is antecedent of employee ecological 

behavior. The results of previous studies also claimed that employee engaged in 

discretionary behavior lead to high level ecological heavier (Kim et al., 2019; 

Ng and Feldman, 2011), however, the presence of employee customer oriented 

behavior further strengthen the relationships of environmental concern and 

ecological behavior.  
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Figure 5.3: Mediating Effect of Organizational Commitment 

 

 In line with the Hypothesis H10, interestingly the results indicated that 

employees demonstrating willingness to implement environmental green 

practices in hospitality sector are less expected to take actions for environmental 

preservation and conservation. These results are contrary to the findings of the 

study conducted by Okumus, Köseoglu, Chan, Hon and Avci (2019), however 

the results are overturned, when employees expressing willingness to implement 

green practices, are also engaged in customer oriented discretionary behavior. 

This result indicates the significance of employee customer oriented 

discretionary behavior for greening the hotel industry. The findings of study 

invite the management of hotel industry to consider the vital role of employees’ 

willingness for the effective implementation of environmental green practices 

in the hospitality sector. The results suggest that an employee engaged in 

discretionary behavior towards customers, would put great effort and dedication 

to the actions pertaining to the eradication of environmental problems, and also 

adopt the green practices to gain the competitive market advantage.  

 

 The study results of the hypothesis H8, presented in the Figure-5.4, 

provide favor for the hypothesized mediating model, corroborating that 

employee environmental concern indirectly influences ecological behavior 

through organizational commitment. The finding of the hypothesis 8 indicates 

that significant positive influence of organizational commitment raise 

perception of employee environmental knowledge, emotions, values, attitudes 

and behavior, which in turns accelerates the actions to eradicate environmental 

problems. The investigation of this relationship was missing in the previous 

literature. Previous research works have explored positive impact of employee 

environmental concern on ecological behavior (Chan et al., 2014; Okumus  

et al., 2019), but the intermediating effect of employee organizational 

commitment (Figure 8), in strengthening the linkage of environmental concern 

with ecological behavior is contribution of this study.  
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Figure 5.4: Mediating Effect of Employee Environmental  

Attitudes and Ecological Behavior 
 

 In support of hypothesis H11, the results indicated that an employee 

environmental intention to implement green environmental practices weakly 

influence ecological actions to address the environmental complications. The 

finding of this hypothesis are inconsistent with the outcomes of the previous 

research studies, where employee having intention to practice of green activities 

promote ecological behavior to handle the environmental issues (Haider, 

Fatima, Bakhsh & Ahmed, 2019). However, the attitude of this relationship 

conversely turns to positive, when employee demonstrates emotional 

attachment with the organization; perceive feelings of obligation and 

willingness to continue in the same organization. This study also examines 

positive effect of employee environmental intent on organizational 

commitment. The results further convince that employee environmental intents 

stimulate employee commitment towards organization, and also following the 

same pattern, a committed employee of hospitality sector predicts to take actions 

for the preservation and conservation of natural environment.  

 

 

5.1.4 Mediation Impact of Employee Satisfaction and Ecological Behavior  
 

  In consistent with the results of hypothesis H3, the findings, indicate that 

employee environmental concern found positive influence on employee 

customer oriented discretionary behavior and organizational commitment 

(Figure-5.5). The combined effect of these work attitudes of employees are 

carried forward to cause positive impact on employee satisfaction. These 

findings are in consistent with the views of previous study, claimed that attitudes 

do not regulate behavior but rather stimulate the intent, which implicitly work 

outs individual actions (Ajzen & Fishbein, 1988). While extending the 

discussion on the results of hypothesizes H3 in the context of above mentioned 

study, employees’ perception of environmental problems motivates the 

employee to demonstrate discretionary behavior to the customer, which in turn 

increase employee job commitment and engender the sense of satisfaction to the 

job and other mechanism including cordial relationship with the colleagues and 

contentment the organizational policies. Thus the combined mediating effect of 

employee job attitudes (i.e employee customer oriented discretionary behavior 
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and organizational commitment) working in hospitality sector, generate feelings 

of contentment with the organizational management, working situation and 

environment, and, this level of employee satisfaction supports the 

implementation of green practices. This view was also supported by the previous 

studies, where it was revealed that positive feelings of hotel employees towards 

organizational policies, management, colleagues assist in impanation of green 

practices (Chan & Hawkin, 2010). To the best of researcher’s’ knowledge, this 

relationship less investigated in the previous studies in the context of hospitality 

sector. 

 

 

Figure 5.5: Sequential Mediating Impact between Environmental 

Attitudes and Employee Satisfaction 

 

 In favor of hypothesis H6, the outcomes (Figure-5.5) examine that how 

the employees’ intention to apply green practices interrelate with their customer 

oriented discretionary behavior and organizational commitment to predict 

employee satisfaction of the hotel industry. The findings of this hypothesis 

explore the presence of employee commitment that is a significant factor in the 

relationship of employee environmental intent and employee satisfaction. The 

results of hypothesis H4 discussed above, have already investigated that 

presence of employee customer oriented OCB was insufficient to cause the 

positive influence on the relationship of employee environmental intent and 

employee satisfaction. The results of hypothesis H6 explored that employees’ 

emotional attachment with organization and, willingness to continue services 

predict employee satisfaction. The mediating effect of employee customer 

oriented OCB and organizational commitment is considered to be the 

motivational factor of employee environmental intention to execute green 

practices, and also to express the contentment with organization, colleagues, 

working situation and environment. The results of this hypothesis in consistent 

with the findings of the previous study that has claimed that psychological 

association of employee with the organization predict employee satisfaction, 

personnel job attitude for the effective implementation of environmental 

management system in the hospitality sector (Alagarsamy, Mehrolia & Aranha, 

2020), however, the mediating combined impact of employee work attitudes (i.e 

customer oriented OCB and organizational commitment) was fist time 

investigated by this research in hospitality sector.  
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 While supporting hypothesis H9 and H12, the findings (Figure-5.6) 

suggest that both environmental attitudes and employee work attitudes are 

antecedents of ecological behavior. The results of hypothesis H9 found support 

for the combined positive effect of employee customer oriented OCB and 

organizational commitment on the relation between environmental concern and 

ecological behavior. The result explains that employees of hotel industry, who 

demonstrate concern to environmental problems, are prone to exhibit 

discretionary behavior to the customers. This discretionary behavior towards 

customers determines employees’ organizational commitment, and persuades 

them to take actions for the natural environmental conservations and or 

preservations. Previous studies have discussed the antecedents’ role of 

employee work attitudes (i.e OCB and organizational commitment) in the 

context of human resource management in business enterprises (Harwiki, 2016; 

Pohl, Vonthron & Closon, 2019), however, the results of this hypothesis have 

also explored the antecedents’ role of employee customer oriented OCB and 

organizational commitment in respect of employee environment friendly 

behavior in the context of hospitality sector. Thus result suggest that employee 

with high environmental concern put great effort and dedication towards their 

job. They also develop respectful and bonding to the customer, and are 

ultimately motivated to take result oriented action for the preservation of natural 

environment.  

 

 

Figure 5.6: Sequential Mediating Impact between Environmental 

Attitudes and Employee Satisfaction 

 

 Last but the least, the study findings of the hypothesis 12 presented the 

sequential mediating positive effects of employee customer oriented 

discretionary behavior and organizational commitment on the association of 

employee environmental intention to implement green practices on ecological 

practices (Figure-14). Interestingly, the employee intention of practicing green 

efforts was found to be least effective to predict employee ecological behavior, 

however, the converse results were conceived of this relationship, when 

employees expressing environmental intention also hold either discretionary 

behavior towards customers or organizational commitment. According to the 

Theory of Planned Behavior, when an individual having environmental attitudes 

undergoes positive discretionary behavior to the customer, resultantly their 

commitment to the organization increases, and they take prompt actions for the 
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environmental preservation and or conservations. Thus the mediation of 

hypothesizes H9 and H12 results reveal that employees’ environmental attitudes 

exert impact on employee job attitudes to exercise environmental green 

practices in the hospitality sector. 

 

  

5.2 RESEARCH IMPLICATIONS  

 

 One of the aims of this research study is to investigate the influence of 

employee job attitudes on ecological behavior and employee satisfaction. The 

results obtained from data analysis have several implications for predicting 

employee activities that contribute in environmental protection and or 

preservation. In context of hospitality sector, this research also investigated the 

antecedents of employee satisfaction, being integral factor for the contribution 

of success of organization in service sector (Laskarin, 2017). Keeping in view 

of nature of findings, the applications of the study are categorized in theoretical 

and practical implications. These implications should be recognized through the 

eye of research limitation as conversed in the proceeding lines. Furthermore, 

these implications provide valuable contribution to the previous works by 

recommending and adding to the previous findings and extending the previous 

results by various ways. These implications are discussed in the following 

sections:  

 

 

5.2.1 Theoretical Contribution 
 

 This study does several theoretical contributions. The study results 

suggest that employee job attitude (organizational commitment) and behavior 

(customer oriented OCB), both are important antecedents of ecological behavior 

and employee satisfaction in greening the hospitality sector. They also support 

the suggestions of previous study that employee organizational commitment 

signifies the impact of employee environmental attitudes on their ecological 

behavior (Ahmed et al., 2020). While reviewing the present literature on 

environmental management practices in respect of ecological behavior, which 

was mainly focused on HR practices (Chan, Hon, Okumus & Chan, 2017; 

Wiernik, Dilchert & Klein, 2018 ; Pham, Tučková & Jabbour, 2019), customer 

purchase of green products (Galeazzo, Ortiz-de-Mandojana & Delgado-

Ceballos, 2020; Wang, Wong & Narayanan, 2020), green marketing (Mele, 

Gomez & Garay, 2019; Yoon & Chen, 2017) and barrier to implementation of 

EMS (Chan, 2011; Mak & Chang, 2019). Very little research works have 

investigated individual employee level predictors of ecological behavior. This 

research discourse this gap in the literature by exploring the significant 

contribution of employee in greening the hospitality sector as suggested by 
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previous studies (Pham, Tučková & Jabbour, 2019; Okumus et al., 2019; Su & 

Swanson, 2019). Since this study is investigating the antecedents of developing 

employee ecological behavior, therefore, in this context as suggested in previous 

studies, this study not only explores the role of employee commitment but it also 

empirically proves its catalytic effect in the relationship of employee 

environmental attitudes and ecological behavior. Besides, exploring the 

mediating role of employee commitment, this study also adds academic 

contribution to the employee customer oriented discretionary behavior in the 

promotion of ecological practices which was not explored in the previous 

literature. Therefore, the accumulative significant effect of employee work 

attitude and customer oriented citizenship behavior on the impact of employee 

environmental attitudes on their ecological behavior is a significant theoretical 

contribution in the academic literature.   

 

 This research study also presents critical understanding the 

intention of hospitality sector employees to execute environmental green 

practices expending the three main variables (i.e environmental concern, 

environmental intent and ecological behavior) on the pattern of TPB. The job 

attitudes and behavior are serving as mediators (i.e customer oriented OCB and 

organizational commitment) and one as predictable attitude (employee 

satisfaction) by designing an extended TPB model in the hospitality sector. In 

this way, the present research widens the boundaries of investigation on 

ecological behavior and employee satisfaction in context of implementing green 

practices in hospitality sector, and provides a frame work for understanding how 

ecological behavior and employee satisfaction should be influenced by 

employee environmental attitudes. Furthermore, this research assists in better 

understanding, how positive emotions (i.e., employee customer oriented OCB 

and organizational commitment) promote the ecological behavior by making a 

positive approach to towards customer and stimulating contentment with their 

job and life conditions. This study posits new avenue for extending the 

boundaries of framework of the Theory of Planned Behavior. It widens and tests 

the theoretical framework of the Theory of Planned Behavior by the adding the 

roles of employee work attitude and behavior in developing ecological behavior 

in the hospitality sector. Therefore, this study made theoretical contribution to 

the study variables of employees’ organizational commitment and their 

customer oriented discretionary behavior in the context of applications of TPB. 

 

 Another unique feature of our study is that it utilizes TPB for prediction 

of employee positive behavior emotions (Ajzen, 1991) as a theoretical 

foundation for assessing how environmental attitudes influences ecological 

behavior and employee satisfaction through employee customer oriented 

discretionary behavior and employee commitment. According to this theory, the 

best way to predict the behavior is to ask the individual employee if they 
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intended to behave in certain way. Extending the discussion on this theory to 

while implementing green practice, an individual undergo positive emotions 

such as customer oriented discretionary behavior and sense of obligation and 

commitment, their thought-action repertoires broadened. These customer 

oriented emotions and the subsequent improved cognitive and behavioral tactics 

encourage the growth of organizational commitment (Kim, Bonn, Lee & Kim, 

2019) and stimulate them to demonstrate customer oriented discretionary 

behavior that predict their ecological behavior which is vital for the execution 

of environmental management system, particularly in the context of greening 

the hospitality sector.  

 

 This study also adds theoretical contribution in the study variable of 

employee satisfaction by exploring the connection with the environmental 

attitudes i.e environmental concern and intent. This study convinces both  

environmental attitudes i.e environmental concern and intent promote employee 

satisfaction, however, the presence of customer oriented discretionary behavior 

is not sufficient to promote employee satisfaction, one should has organizational 

commitment to demonstrate contentment with the organization. This research 

adds theoretical contribution to the academic literature of ecological behavior. 

In the previous research environmental attitudes including environmental 

concern, knowledge, awareness and intents were antecedents, however, this 

study also explores the significant contribution as antecedents of employee work 

attitude and extra role behavior in developing ecological behavior. 

 

 

 Our study extends the existing ecological practices and employee 

satisfaction research works by counting environmental attitudes as an 

imperative antecedent that enhance the magnitude of the impacts of 

environmental attitudes on ecological behavior and employee satisfaction 

through employee work attitudes. While analyzing study findings, it is 

concluded that high environmental concern and intent among employees 

enhance the positive customer oriented discretionary behavior and 

organizational commitment, that resultantly predict employee ecological 

behavior and sustain employee satisfaction. These findings posit that association 

of employee environmental attitudes with ecological behavior and employee 

satisfaction may call the presence of employee job attitudes (i.e employee 

customer oriented discretionary behavior and organizational commitment) to 

implement green practices in the hospitality sector. These findings also 

contribute to the employee job attitudes literature. The research on linkage 

between the implementation of environmental green practices by management 

of organization and employees’ willingness to support the environmental 

management system is still remained less explored. This requires the attention 

of researcher to identify the significant role employees consent and commitment 
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to the implementation of green practices in the hospitality sector. Our study fill 

the gap in the previous research works because the study findings suggest that 

when employees are highly motivated and willing to demonstrate discretionary 

behavior towards customer and devote their efforts to assist coworkers to 

achieve the effective execution of environmental management system in hotel 

industry, the dream of greening the hospitality sector could be realized.  

 

 

5.2.2 Practical Contribution 
 

 Hospitality and tourism is an emerging sector, contributing significant 

contribution in both national and international economy. Also due to rapid 

globalization, global warming is producing significant environmental problems. 

In this context, particularly the current circumstances, natural resources are 

depleting, that promotes the significance of greening the hospitality sector, 

where natural resources are consuming in abundance. To achieve this significant 

goal, human resource development contributes in many ways. 

 

Our study findings have many numbers of suggestions for the executives and 

practitioners of hospitality sector of Pakistan pursuing to promote and sustain 

the ecological behavior and contentment of their employees. Since there is 

dismay picture of green practices in Pakistani Industry including hospitality 

sector, therefore, HR/Training departments should devise policies to promote 

green behavior including Green performance (stimulate employees to actively 

participate eco-friendly behavior, Green recruitment (recruit employees already 

having environmental concern), Green reward (award reward employee 

demonstrating ecological behavior), Green training (Awareness program about  

natural environment importance). Furthermore, at Govt. level Environmental 

Management Programs with particular focus of green practices may be initiated 

to disseminate the culture among masses at grass root level. At grass root level 

massive campaign of tree plantation programs should be made to create 

awareness among people regarding the environmental issues. Furthermore, this 

research study has special practical recommendations for improving the 

presentation of green environmental practices in hotel industry. First, majority 

of hotel employees may be awarded the importance of pro-environment friendly 

behavior, but they do not often practice ecological behavior. 

 

 Organizations should deliberate for substantial investments in human 

capital with the objective to enhance the employee discretionary behavior and 

level of satisfaction rather than a greater emphasis on improving productivity. 

The promotion of discretionary behavior by the organizational management 
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would serve in many ways in greening the organizations, particularly hospitality 

sector. The discretionary behavior as supported by the Theory of altruism, 

develop environmentally friendly behavior, because the altruistic characteristics 

of employees stimulate them to save the resources of the organization.  

Furthermore, sustaining significant standard of employee commitment and 

satisfaction is a grave concern for HR managers because motivated employees 

are expected to demonstrate ecological behavior to perform their job efficiently 

(Yao, Qiu & Wei, 2019), demonstrate discretionary behavior towards customer 

(Tuan, 2018), lower absenteeism (Ozturk & Karatepe, 2019), high level 

commitment (Jaiswal & Dhar, 2017) and marketing of the organization (Rather, 

Tehseen, Itoo & Parrey, 2019), therefore, the management by the footsteps of 

expectancy theory of motivation would promote employee commitment with the 

organization. The understanding of this theory convince the management that 

employee expect some reward in return after demonstrating organizational 

commitment. This stance is line with the theory of planned behavior which 

argues that attitude promote behavior. Therefore, by enhancing the employee 

commitment we expect employee would demonstrate and practice ecological 

practices for resolving the environmental issues. This study draws the attention 

of management to formulate HR policies that would stimulate employees’ 

commitment with the organization  

 

 The study outcomes present that employee environmental attitudes is 

associated to the employee job attitudes and ecological behavior. Therefore, 

hotels and restaurants etc. should make honest exertions to encourage optimum 

employee environmental awareness, concern, knowledge and intention to 

implement green practices. Human resource managers should carefully recruit 

individuals who are highly environmental concerned, having discretionary 

behavior, enthusiastic, committed and demonstrate positive attitude even in 

contrary and traumatic conditions. We recommend that managers focus on 

fostering employee environmental attitudes by encouraging them to behave 

discretionally and to show commitment even when they encounter negative 

situations. The empirical results of this study indicates and guide the managers 

to arrange workshop, seminars and training programs to promote the 

environmental concern, which is environmental attitude and TPB proves that 

this attitude promote ecological behavior. 

 

 Our study suggests that when employees demonstrate discretionary 

behavior towards customer they display more positive emotions and 

commitment and report an elevated satisfaction with life and workplace. Good 

management practices can promote employee commitment and discretionary 

behavior. In order to encourage psychosomatic functioning, administration 

could formulate HR strategies to train its workforce and also design Employee 

Support Programs (ESP) and Employee Assistance Programs (EAP) for their 
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career enhancement. To improve communal functioning and to tie strong 

relations among employees, managers, organizations should arrange social 

events.  

 

 Finally, our findings support the impact of employee positive job attitudes 

on employee ecological behavior and job satisfaction. To promote this culture, 

supervisors on regulatory basis might monitor intended at governing employee 

job attitudes when employees at workplace interact with customers in rush 

hours, start giving higher preference to other-orientation over self-orientation 

and their helping behavior starts distracting their concentration from personal 

growth, job duties and objective accomplishment towards others ‘goals. While 

summarizing the previous policy should be formulated on the national level to 

address the significant environmental issues. Keeping in view the grave concern 

of environmental issues, Punjab government should consider the situation and 

formulate policy at province level to communicate to the all the sectors, 

particularly for the hospitality sector to practice the ecological practices at 

organizational level. After the promulgation of 18th amendments, all the 

provinces of Pakistan enjoy the autonomy and allow industry to formulate 

policies independent of the Fedral government keeping in view the interest of 

the people of Punjab province (Khawar, Arif & Gull, 2021) 

 
 

5.3 RESEARCH LIMITATIONS 

 

 Every study has its shortcomings; this investigation also has some 

limitations that are concerning to the sampling, the study tool, and the data 

analysis techniques. These are conversed as below:  

 

 First, the study sample was selected from the hospitality sector of Punjab 

province of Pakistan; consequently, the generalization of the findings to the 

other areas of the country is the major shortcoming of this research study. Also 

the sample was chosen from the Punjab Province, and thus the outcomes may 

differ from national sample of Pakistan as a whole. However, Punjab is the 

largest province, having 53% (Pakistan Bureau of Statistics, 2017) population 

of the country, and major percentage of industry of the country is based in 

Punjab (Azhar & Adil, 2019). Furthermore, all provinces are in one 

confederation and commercial related polices are planned and executed 

centrally, therefore, same rules and policies are practiced in all four provinces 

of the country, however, all the province preach different cultures and traditions, 

and scholars are convinced that behaviors are stimulated by the economy, 

cultural values and traditions (Manstead, 2018), therefore, the findings of the 

study conducted in one province/state could not be generalized for others. As 

the sample is selected from Pakistan, which is under developing, therefore, 
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results of the research counted in a developed country may be different. The 

difference of results of research studies of developed and under developed 

countries may vary to due to variance in their economies. Research conducted 

in developed and under developed proposed that outcomes differ due to different 

infrastructure and economies (Aycan, Al-Hamadi, Davis & Budhwar, 2007).  

 

 Second, this research study used self-reporting survey questionnaire for 

data collection to measure the variables based on perception of employees 

serving in hotel industry of Pakistan. The other data collection techniques, 

including direct observations or conducting questioned structured interviews 

could have been better choice. These may artificially increase or decrease the 

relationship among the study variables. To resolve this issue, there was two-

week time interval of data collection on dependent variables (take at Time 1) 

and the criterion variables (take at Time 2) (Poadsakof et al., 2003). We also 

reduce the social desirability bias by ensuring survey respondents’ privacy. 

Further researcher may use substitute data sourcing (Abid & Butt, 2017), 

however, alternate data collection was not feasible for Ph.D. studies in terms of 

time and cost. It is already established that data analysis results received from a 

single source may be affected by method variance, which may be the case with 

survey research method (Podsakoff & Organ, 1986).  

 

 Third, as deliberated in previous paragraph, the data collected is keeping 

in view the perception of an individual employee, and research based on 

perception of employees’ perception always come with limitation, because the 

perception of an individual employee is mere an opinion based on their personal 

experience and not based on facts (Erisman, Daniels, Wong & Franz, 2004). 

However, perception stimulates the behavior and actions related to employee 

job and personal growth (Hoe, 2008). Therefore, employees’ actions at 

workplace represent what they perceive the organizational working 

environment.  

 

 Fourth, this study is carried out in a non-Western context (i.e., Pakistan). 

Therefore, this could create a generalization problem since differences in the 

working context and culture in Pakistan is distinct from that of Western 

countries like Europe and North America (Laleman, Pereira & Malik, 2015).  

 

 Fifth, the majority of the respondents of this research study were male 

employees (i.e., 77.8 %) of hospitality sector that may cause the concerns about 

the generalizability of outcomes for both genders. 

  

 Sixth, in this research study, we control for respondents demographics 

information including age, gender, marital status, educational level, job type, 

and work experience in to avoid perplexing effects on observed interactions. 
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 Lastly, other than the acknowledgement of study limitations, the current 

study also provides some recommendations for future investigations. For 

instance, theoretical model is not extensive in anticipating all possible 

antecedents of ecological behavior and employee satisfaction. We only 

concentrated on employee environmental concern and employee intent, but 

there is a space for other aspects and it would be thought-provoking to assess 

how employee environmental awareness and environmental knowledge can 

affect employee job attitudes. Another interesting area would be to investigate 

the role that background, conflicts at the workplace, task interdependence, 

workplace incivility and bullying can play in influencing the prediction of 

employee ecological behavior. 

 

 

5.4 FUTURE RESEARCH 

 

 This research study also suggests direction for future research on the basis 

of study findings. Further research could extend and add the existing literature 

in various ways.  

 

 First, the outcomes of the research are based on the data analysis collected 

from one service industry i.e hospitality sector of Pakistan. Coming study can 

be done by collecting data from other sectors (education, health or banking etc). 

While several substantial outcomes have been calculated with a larger sample, 

because it provides more statistical power and allow more statistical analysis 

and precision.  

 

 Second, in future a comparative study could be managed to see the 

difference between employees’ prediction of ecological behavior & employee 

satisfaction among different sectors of Pakistan.  

 

 Third, cross cultural research study, principally among poor and advanced 

countries could give insight to see the difference related to the predictive 

ecological behavior of employees of hospitality sectors serving in different 

hospitality sectors based on different culture and economy.  

 

 Fourth, focus of this research study was based on quantitate approach 

applying survey based questionnaire. Future research could adopt other research 

methodologies techniques including qualitative or mix methodology to predict 

the employee satisfaction and ecological behavior. Future study may be based 

on demographics variables (age, sex, education level, job experience and their 

relationships with ecological behavior. Further, research question could be 

empirically examined discussing the role of gender influence the prediction of 
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employees’ actions for the environmental preservation and or conservation, and 

how employees’ education and experience influence the perception of 

environmental issues in hospitality sector. 

 

 Fifth, this research study acknowledges the role other antecedents of 

employee ecological behavior and employee satisfaction, therefore, future study 

could be tested the relationships environmental awareness and knowledge with 

other job attitudes to see the prediction of employee ecological behavior towards 

environmental issues.  

 

 Sixth, the present model was tested with the dominance of male 

respondents (77.8), therefore, in future study it could be empirically tested with 

the female dominance sample. 

 

 Seventh, as acknowledged in research limitation section, that we control 

demographic characteristics in our research study, therefore, we recommend that 

future study may add these different demographics of employees to observe the 

impact on the prediction of employee ecological behavior towards 

environmental problems.  

 

 Lastly, we had accepted that our theoretical research model is not 

comprehensive in anticipating all expected antecedents of employee satisfaction 

and ecological behavior. We only concentrated on two employee environmental 

attitudes (i.e environmental concern and intent), but there is a space for other 

features and it would be thought-provoking if future study evaluate how 

environmental awareness and knowledge can affect employee ecological 

behavior in the presence of employee job attitudes (i.e employee customer 

oriented OCB and organizational commitment).  

 

 

5.5 CONCLUSION 

 

 This research is an effort to present critical understanding related to the 

employees intention of hospitality sector to execute environmental green 

practices applying the three main triggers (i.e environmental concern, 

environmental intent and ecological behavior) of Theory of Planned Behavior 

and the three job attitudes , including too as mediators (i.e customer oriented 

OCB and organizational commitment) and one as predictable behavior 

(employee satisfaction) by designing an extended TPB model in the hospitality 

sector. Our study results endorse that the intentions of hospitality sector 

employees to execute the essential environmental green practices are outcomes 

of their attitudes toward ecological behavior, employee customer oriented 

discretionary behavior and organizational commitment. The findings indicate 
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that employees with positive environmental attitudes toward the customer 

oriented OCB and organizational commitment are expected to demonstrate 

ecological behavior at the workplace. The variations in previous and current 

outcomes may reflect the differences in the determinants of ecological behavior. 

The extended Theory of Planned Behavior model has allowed our study to 

provide useful insights for practitioners and academics concerning which 

psychological variables affect the intentions of hospitality sector employees to 

perform environmental behavior. However, limited information on the process 

is known. In view of serious environmental problems, knowing what factors 

motivate the employees to support their company’s green measures remains 

critical to the operators of environmentally friendly businesses. We believe that 

future research in this area, build on our endeavor, will better allow managers to 

comprehend how to promote employee happiness and the overall well-being. 
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ANNEXURE-A: 
 

QUESTIONNAIRE  

(T1) 

 
Dear Sir/Madam 

 

Thank you for giving the time and participation in the important research. Your response will 

be highly valued and will remain completely confidential and anonymous. Please answer each 

question as honestly as you can. It is most important to please answer ALL the questions. 

Thank you for your cooperation.  

 
Background Information 

 

Name (Optional):  

Designation:  

Name of Organization:  

Category of Organization:  Rest House   Hotel 

 Resturant   Other (if any) 

Gender:    Male    Female 

Marital Status:   

Age (Year):  

Contact (Optional):  

Education (Years):   

Total Industrial Experience (years):  

Tenure in this organization(years):  
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Environmental Concern (Minton and Rose, 1997): 

Environmental concern is defined as the “evaluation of, or an 

attitude towards facts, one's own behavior, or others' behavior 

with consequences for the environment”. 

(Please tick only one number) 
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1) I think we are not doing enough to save scarce natural 

resources from being used up 
1 2 3 4 5 

2) I feel sorry that the government does not do more to control 

environmental pollution 
1 2 3 4 5 

3) I feel disturbed when I think about the harm being done to 

plant and animal life by pollution 
1 2 3 4 5 

4) Hotel guests should pay higher prices for products, which 

pollute the environment 
1 2 3 4 5 

5) Public schools should require all students to take a course 

concerning environmental conservation 
1 2 3 4 5 

6) I feel disturbed when I think of the ways industries are 

polluting the environment 
1 2 3 4 5 

7) Hoteliers should be required to use recycled materials in 

their operations whenever possible 
1 2 3 4 5 

 

 

 
Environmental Intent: Refers to the willingness of the 

company or employee to use energy-saving or environmentally 

friendly materials with an objective of protecting the 

environment. Employees' attitudes (environmental knowledge, 

concern, and awareness) should be consistent with their intent 

to implement green practices (Minton and Rose, 1997). 

(Please tick only one number) 
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1) I would be willing to sign a petition to support my hotel 

company's environmental initiative  
1 2 3 4 5 

2) I would consider joining the hotel green committee 1 2 3 4 5 

3) I would be willing to do extra works, which are related to 

environmental protection even though no extra pay will be 

given 

1 2 3 4 5 

4) I would be willing to follow the hotel instructions to 

perform the required environmental practices 
1 2 3 4 5 

5) I would be willing to attend any environmental training 

programs organized by my hotel company 
1 2 3 4 5 
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Customer Oriented OCB: Customer-Oriented OCB is referred 

to as employees’ voluntary commitment towards customers 

within an organization that goes above and beyond job 

description, and is performed by the employee as a result of 

personal choice (Dimitriades’s et al., (2007) 

(Please tick only one number) 
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1) I am assisting co-workers to deliver high-quality customer 

oriented services. 
1 2 3 4 5 

2) To serve my customers, I volunteer for things that are not 

required. 
1 2 3 4 5 

3) I make innovative suggestions to improve customer 

service. 
1 2 3 4 5 

4) I expend considerable energy to come up with creative 

ways to assist customers facing problems. 
1 2 3 4 5 

5) I attend functions that are not required but that help 

customer service. 
1 2 3 4 5 

6) I exchange ideas with colleagues on how to improve 

customer service. 
1 2 3 4 5 

7) I deal restlessly with customer problems until they are 

resolved. 
1 2 3 4 5 

 

 

THANK YOU 
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ANNEXURE-B: 
 

QUESTIONNAIRE  

(T2) 

 
Dear Sir/Madam 

 

Thank you for giving the time and participation in the important research. Your response will 

be highly valued and will remain completely confidential and anonymous. The questionnaire 

will take 10-15minutes. Please answer each question as honestly as you can.  

It is most important to please answer ALL the questions. Thank you for your cooperation. 

 
Background Information 

 

Name (Optional):  

Designation:  

Name of Organization:  

Category of Organization:  Rest House   Hotel 

 Resturant   Other (if any) 

Gender:    Male    Female 

Marital Status:   

Age (Year):  

Contact (Optional):  

Education (Years):   

Total Industrial Experience (years):  

Tenure in this organization(years):  
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Organizational Commitment: Organizational commitment as 

‘the relative strength of an individual’s identification with and 

involvement in a particular organization’ (Meyer et al., (1993) 

(Please tick only one number) 

S
tr

o
n

g
ly

  

D
is

a
g

re
e

 

D
is

a
g

re
e

 

D
o
n
’t

  

K
n

o
w

 

A
g

re
e

 

S
tr

o
n

g
ly

  

A
g

re
e

 

1) For me, this is one of the best places to work  1 2 3 4 5 

2) I am proud to tell others that I am part of this organization  1 2 3 4 5 

3) I care about the fate of this organization  1 2 3 4 5 

4) I find that my values and the organization’s values are very 

similar 
1 2 3 4 5 

5) This organization inspires me to do my best  1 2 3 4 5 

6) I talk up this organization to my friends as a good place 1 2 3 4 5 

 
Employee Satisfaction: Cammannn et al., (1983) defined job 

satisfaction as a pleasurable or positive emotional state resulting 

from one’sjob or job experiences  

(Please tick only one number) 
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1) All in all, I am satisfied with my job 1 2 3 4 5 

2) Overall, I do not like my job 1 2 3 4 5 

3) In general, I like working in my job 1 2 3 4 5 

 
Ecological Behavior: Ecological behavior is defined as 

“actions which contribute towards environmental preservation 

and/or conservation” (Axelrod & Lehman, 1993) 

(Please tick only one number) 

S
tr

o
n

g
ly

  

D
is

a
g

re
e

 

D
is

a
g

re
e

 

D
o
n
’t

  

K
n

o
w

 

A
g

re
e

 

S
tr

o
n

g
ly

  

A
g

re
e

 
1) I have consulted my superiors about an environmental 

management issue 
1 2 3 4 5 

2) As the last person to leave a room, I switch off lights  1 2 3 4 5 

3) For short distances (within 10 min), I walk  1 2 3 4 5 

4) I reuse my shopping bags 1 2 3 4 5 

5) I buy products in refillable package  1 2 3 4 5 

6) I separate waste 1 2 3 4 5 

7) I collect and recycle used paper 1 2 3 4 5 

 

THANK YOU 


