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The present study examines the role of Organisational Citizenship Behaviour (OCB) and Service Dominant Logic (SDL) in 
creating value in higher education. Primary Data was collected by conducting a census survey of 235 faculty members of  
34 departments of University of Jammu. The results reflect that faculty members holding the designation of Assistant 
Professor or Associate Professor exhibit lower organisational citizenship behaviour in comparison to Professor. Similar to 
OCB, the results of SDL reveal that experienced faculty members (male or female) are more absorptive and collaborative in 
their nature in comparison to less experienced younger faculty members. Further, the findings indicate that in order to create 
maximum value output, effective networking among various university core stakeholders such as faculty members, students, 
non-teaching staff, librarians etc. can play a significant role.  The relationship through OCB and SDL based effective 
interaction between different stakeholders provide an opportunity for knowledge sharing which consequently paves way for 
optimal utilization of the skills and competencies of each member. The study although primarily based on five OCB 
dimensions (Organ, 1988) has scope for further research with regard to the role of different mediating variables such as 
TQM, personality etc. (Ackfeldt and Coote, 2005; Nga et al., 2010; Somech and Ron, 2007; Shveta and Jha, 2009).  Further 
the ten foundational premises given by Vargo and Lusch (2004) can be explored to understand the concept of SDL besides 
the absorptive and collaborative competencies. 
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INTRODUCTION 
        The present era of global competition demands greater need for the employees to develop themselves in 
their professional lives to contribute towards organisational growth. In this context Organisational Citizenship 
Behaviour (OCB) and Service Dominant Logic (SDL) can play significant role in enhancing organisational 
performance through effective cooperation and coordination among the stakeholders. OCB, an important 
behavioural concept, influences the foundation premises of SDL. It is well-established that values are key 
determinants of individual behaviour (Lusch and Vargo, 2008) and therefore, greatly influence the ways in which 
individuals conduct their business and judge the conduct of others. The co-creation of value and the exchange of 
knowledge and competencies that are important to SDL also require behaviours that can be measured against 
such underlying values. Edvardson et al., (2011) remark that value creation is based on social construction 
theories that takes place in a social system in which various actors integrate to create value. Thus the proposed 
study would contribute to the extant literature and provide useful insights for the ongoing scholarly exercise of 
elaborating, refining and developing new marketing framework of SDL. Besides, the proposed research would 
also try to build on the existing SDL mindset and expand the understanding of service exchange and value  
co-creation in relation to OCB by applying key concepts from social construction theories to SDL.  
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REVIEW OF LITERATURE 
     Organisational Citizenship Behaviour (OCB) coined by Bateman and Organ (1983), has gained massive 
significance in present times across various fields such as marketing, community psychology, industrial and 
labour law, human resource management etc. and  sectors such as health sector, education, banking, tourism etc. 
(Liu et al., 2004). Organisation of any nature cannot survive or prosper unless its employees engage in activities 
that reflect positive organisation-relevant behaviours (Hustedh, 2001). Organisations can be successful only if the 
employees go beyond their formal job responsibilities and freely provide assistance in terms of their time and 
energy to help the stakeholders accomplish the organisational objectives (Jahangir et al., 2004; Jung and Hong, 
2008). Smith et al., (1983) opined that OCB maximises the efficiency and productivity of the employees and 
ultimately contributes to the creation of value for the organisation (Jahangir et al., 2004). Consequently, 
employees derive practical importance from OCB concept on the basis that it represents contributions that do not 
relate to formal role obligations (Podsakoff and Mackenzie, 1997; Singh and Singh, 2010). Despite of the 
growing significance of OCB, the role of informal behaviours in the performance of organisation is still 
unsettled. 

OCB is conceptualized from various perspectives. Emmerik et al., (2005) and Chuin and Ramayah 
(2009), associated OCB with social responsibility or communal work, both of which are characterized by the 
absence of monetary payment for the work undertaken. Whereas, Walz and Neihoff (2000) represents OCB as a 
set of desirable organisational behaviours which demonstrates multi-dimensional relationships with positive 
organisational consequences. This is also supported by MacKenzie et al., (1993). Further, Nga et al., (2010) 
Chuin and Ramayah (2009) and Banu et al., (2012) contemplated OCB as a set of discretionary workplace 
behaviours that exceeds one’s basic job requirements. Since these efforts are made beyond the requirements 
specified in the job description, their presence cannot be enforced and similarly their absence cannot be penalised 
(Buentello et al., 2008; Singh and Singh 2010).  

SDL developed by Vargo and Lusch (2004) includes service marketing, market orientation, customer-
relationship management, networked markets, mass communications and interactivity (Bolton, 2004).  This new 
perspective of value co-creation based on service provision rather than on goods production is a challenging 
concept (Norman and Ramirez 1993; Prahalad and Krishan, 2008).  Weigand and Arachchige (2009) also remark 
that SDL does not view services as a particular kind of good that should be produced and marketed in the same 
way as traditional goods, rather it should focus on service provision (McColl-Kennedy et al., 2012).  
The underlying principle of SDL considers that value is created by the organisation along with other stakeholders 
instead of organisation itself.   

SDL is a broader and comprehensive concept based on exchange of intangibles such as knowledge and 
skills among stakeholders. Vargo and Lusch (2004) identified eight foundation premises relating to service(s), 
intangibles, operant resource, symmetric information, conversation, value proposition, relational and financial 
feedback, service as a basis of exchange (direct and indirect), operant resources (services), service economies, 
customers as a co-creator of value, offering value propositions, customer oriented and centred,  resource 
integrators (social and economic factors) etc. In their further writings Lusch et al., (2007) and Lusch and Vargo 
(2008) remarked that SDL can also be seen from the perspective of competencies. Yazdanparast et al., (2010) 
opined that application of organisational competencies, for the benefit of all stakeholders and the organisation, 
forms the core concept of SDL. These competencies help the organisation in creating value. This is also 
supported by Ballantyne and Varey (2008), Gummenson (2008) and Maglio and Spohrer (2008). Lusch et al., 
(2007), Abela and Murphy (2008), Arnould (2008) and Ford and Bowen (2008) argued that there is a need for 
SDL to be further worked out to gain more empirical validation. 
Role of OCB and SDL in Education Sector 
       The theories of OCB and SDL reflect the relationship between five OCB dimensions and two competencies 
of SDL in co-creating value. A high degree of OCB helps in creating harmonious relation and team spirit among 
the employees. Similarly, SDL also benefits the organisation by enabling the employees to collaborate and adjust 
with co-workers and to work in a networking system. Thus both the concepts are equally important for the 
organisational growth.  The ultimate purpose of OCB and SDL is to benefit the organisation in its growth which 
ultimately helps in creating value for the institution through imbibing OCB in faculty members in a SDL based 
organisation. 
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OBJECTIVES OF THE STUDY 
  OCB   refers to behaviours in the workplace that are discretionary and of high benefit to the organisation 

(Oplatka, 2006).  In order to assess such behaviours in the education sector five dimensions of OCB as identified 
by Organ (1983), namely altruism, conscientiousness sportsmanship, civic virtue, and courtesy have been studied. 
SDL in the education sector encourages employees to work in a networking system to promote effective 
interaction among various stakeholders. Therefore the functioning of the SDL based organisation focuses on the 
interaction between various members of organisation Lusch et al., (2007), Arnould (2008) and Yazdanparast et 
al., (2010). The present study is exploratory in nature that establishes relationship between two concepts viz OCB 
and SDL in creating value in higher education sector. Based on the review of literature and research gap found in 
previous studies, the study is conducted to fulfil the following objectives: 
 To examine the mediating role of OCB and SDL in the co-creation of value for the institution. 
 To ascertain the level of exhibition of OCB and SDL in education sector. 
 To ascertain necessary actions for improving and strengthening the role of OCB and SDL in co-creation of 

value. 
Hypothesis Formulation 
 OCB refers to behaviours in the workplace that are discretionary and of high benefit to the organisation as 
refereed by Mackenzie et al, (1993), Walz and Niehoff (2000) and Oplatka (2006).However, Chan et al., (2010) 
and Mele et al., (2010) consider SDL as innovative value co-creating process through faculty and students 
integration within the institution. This is also supported by Ballantyne and Varey (2008) and Gummenson (2008).  
 Research evidence suggests that OCB and SDL independently give rise to creation of value for the 
institution (Joensson, 2008). Value creation means that all the members of the organisation are directing their 
efforts and capabilities to enhance the performance of the organisation (Collins and Murphy, 2009). OCB benefits 
to the individual growth and as well as paves way to inculcate team spirit among employees (Walz and Neihoff, 
2000;  Buentello et al., 2008). This consequently is significant for the organisational growth (Podsakoff et al., 
2000). Similarly SDL also helps in the organisational growth through effective participation of stakeholders in  
co-creating value for the institution (Lusch et al., 2007; and Ford and Bowen, 2008). Since both the concepts 
directly or indirectly contribute to co-creation of value, an attempt is made to understand the interactive role 
between OCB and SDL in co-creating value in the organisation (Edvardson et al., 2011). In line with the existing 
literature and conceptual framework, the following hypotheses have been formulated: 
Ho1: The presence of OCB in an organisation significantly contributes to value creation. 
Ho2: SDL plays a mediating role in establishing relationship between OCB and SDL. 
Ho3:  The presence of SDL in an organisation significantly contributes to value creation. 
Ho4: OCB plays a mediating role in establishing relationship between OCB and SDL. 

 
RESEARCH METHODOLOGY 

Measures 
OCB and SDL among the faculty members of Jammu University were assessed for their respective 

dimensions. In case of OCB, five well accepted dimensions namely; altruism, sportsmanship, conscientiousness, 
civic virtue and courtesy were assessed (Somech and Ron, 2007; Jung and Hong, 2008; and Chuin and Ramayah, 
2009). Similarly for SDL two competencies i-e, absorptive competencies and collaborative competencies were 
included (Vargo and Lusch, 2004; Gummenson, 2008; Maglio and Spohrer; 2008; Vargo, 2008). Further, the 
value created for the university from the faculty perspective has also been assessed in terms of publications, paper 
presentations, participation in seminars and workshops, invited lectures, etc.  (Payne et al., 2008). In order to 
identify the items relevant for measuring OCB and SDL in the education sector discussions were held with the 
subject experts. These efforts resulted in identifying 42 items of OCB and 24 items of SDL. Further the 
demographic profile of the faculty members with respect to gender, age, qualification, designation and academic 
information related to teaching experience, administrative experience, publications, paper presentation, research 
guidance provided are also included in the questionnaire (Pettit et al., 2004).  
Pre-testing 

Head of Department (HOD) or senior most faculty member were selected from all departments for  
pre- testing and to finalize the questionnaire items. A total of 30 filled questionnaires were received from  
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34 contacted faculty members. Initially, questionnaire comprising 69 statements (13 altruism, 8 sportsmanship,  
10 conscientiousness, 8 civic virtue, 4 courtesy, 11 collaborative competencies, 12 absorptive competencies and  
3 value items) were used for data collection.  The pre- testing resulted in identifying items with similar meaning 
viz, one item from altruism dimension of OCB and one each from collaborative and absorptive competencies 
dimensions of SDL. Such items were subsequently deleted to form the final questionnaire comprising of 42 OCB 
items and 24 SDL items.  
Sample Size and Procedure 

A total of 235 faculty members of 34 departments of University of Jammu based on census were selected 
for final data collection. The faculty members were approached personally to get the first hand information on the 
research problem using questionnaire method. Only 180 responses are received out of 235 respondents with 
response rate of 76.60%. The sample of 180 respondents consisted of 63 per cent males (114 respondents) and  
37 per cent females (66 respondents) (Table 1). Segregating the entire population on the basis of percentage 
shows that the number of teachers in the age group (AG) AGI is 30 (16.7 per cent respondents), 71 teachers in the 
age group of AGII (39.4 per cent) and 79 in AGIII (43.9 per cent respondents).Further, the respondents are also 
classified on the basis of four academic factors namely qualification, designation, teaching experience and 
administrative experience. Regarding qualification, 3.9 per cent were M.Phil (7), 91.7 per cent Ph.D (165) and  
4.4 per cent were NET qualified (6). According to designation, 25.6 per cent, 33.3 per cent and 41.7 per cent were 
Assistant Professors (46), Associate Professors (60) and Professors (74). The teaching experience (TEG) and 
administrative experience (AEG) of the faculty members was also identified. The teaching experience is grouped 
under four groups. In the first group that is, TEGI, faculty have teaching experience of about 21.7 per cent.  
The remaining groups that is, TEGII, TEGIII and TEGIV show 41.1 per cent, 28.8 per cent and 8.5 per cent of 
teaching experience. Further the academicians belonging to respective four administrative groups that is AEGI, 
AEGII, AEGIII and AEGIV were having 27.2 per cent, 17.9 per cent, 7.2 per cent, 3.5 per cent and 44.4 per cent 
of experience. Among this 44.4 per cent of faculty members were found to have no administrative experience. 
Statistical Tools 

The relevant univarite, bivariate and multivariate techniques have been used to derive substantial results. 
The univariate techniques such as arithmetic mean, frequencies and standard deviation are used to analyse and 
interpret the OCB and SDL items and dimensions. Further, multiple regression analysis was used to examine the 
mediating effect of OCB and SDL (Hair et al., 2008; Foster et al., 2006). 

 
Table 1. Demographic and Academic Profile of Respondents 

Demographic  and academic Factors Groups Sub- Groups Number Percentage (%) 
Gender Male M 114 63 

Female F 66 37 
Age AGI 28-37 30 16.7 

AGII 38-47 71 39.4 
AGIII 48 & Above 79 43.9 

Qualification Mphil MPHIL 7 3.9 
PhD PHD 165 91.7 
NET NET 8 4.4 

Designation 
 
 

Assistant Professors AP 46 25.6 
Associate Professors Ass P 60 33.3 
Professors P 74 41.1 

Teaching Experience TEGI 1-10 39 21.7 
TEGII 11-20 74 41.1 
TEGIII 21-30 52 28.8 
TEGIV 31-40 15 8.5 

Administrative Experience 
 
 

AEGI 1-5 49 27.2 
AEGII 6-10 32 17.9 
AEGIII 11-15 13 7.2 
AEGIV 16-20 6 3.5 
No Experience  80 44.4 

Source: Author’s calculations based on primary data 
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RESULTS AND DISCUSSION 
OCB (Exploratory Factor Analysis and Reliability) 

The application of factor analysis on purified OCB data retained four dimensions namely, sportsmanship, 
altruism, conscientiousness and civic virtue whereas all items of courtesy are deleted. The retained items are 
grouped under five factors that is sportsmanship, altruism (Co-workers), altruism (Self), civic virtue and 
conscientiousness. Factor analysis applied on 18 purified items show KMO value (0.850) and BTS (chi- square= 
1027.333, df = 153 and p= 0.000). The OCB data converged into five factors after 12 iterations. The Cumulative 
Variance at this stage came to be 60.935%.  

Reliability statistics show Alpha value as 0.870, overall mean as M= 67.044, overall variance V= 100.691 
and overall standard deviation SD= 10.034. The Item Mean (M=3.725, V= 0.032) Item Variance (M= 0.998,  
V= 0.043) and Inter- item Correlation (M= 0.272, V= 0.011) also show a positive response with regard to item 
statistics. Hence no item is identified for further deletion. Thus the whole procedure of reliability purification 
resulted in 18 items of OCB scale. 
SDL (Exploratory Factor Analysis and Reliability) 

The application of factor analysis on 19 purified SDL items resulted in four factors christened as 
absorptive value, absorptive collaboration, collaborative competencies and absorptive competencies. The KMO 
value of 0.906 and BTS chi- square= 1850.72, df= 171 at 0.000 significant level are found to be good for final 
analysis. Thus the SDL data converged into four factors after 7 iterations at this stage. 

The reliability analysis runs on remaining 19 items and shows  CA value as 0.924 and the scale values of 
overall mean, overall variance and overall standard deviation as M=71.183, V=132.866 and SD=11.526 
respectively. The Item Mean (M=3.746, V=0.033), Item Variance (M=0.874, V=0.034) and Inter-item Correlation 
(M= 0.391, V=0.018) also show a positive response with regard to item statistics. Thus the whole proceeding of 
reliability procedure resulted in 19 items of SDL.    
Hypothesis Testing 
          A series of multiple regression was run to examine the relationship between SDL and value with OCB as a 
mediating factor and OCB and value with SDL as a mediating factor. The three conditions as cited by Baron and 
Kenny (1986) are examined to know about the mediating relationship. These conditions include: 
1. Exogenous factor  must affect mediating factor  significantly; 
2. Exogenous factor must affect endogenous factor significantly and; 
3. Lastly, if condition 1st and 2nd are satisfied then the value of exogenous factor affecting endogenous factor 

should be reduced to minimum and should be significant. Further if significant relationship exists between 
mediating factor and endogenous factor, then it indicates perfectly mediating relationship. 

Model 1- SDL as a Mediator Factor 
To examine the first condition multiple regression is run on OCB (exogenous variable) as a predictor of 

SDL (mediating variable) and this resulted in significant beta value (β= 0.832, p=0.000) while for the second 
condition  that is OCB (exogenous variable) as a predictor of VALUE (endogenous variable) show significant 
beta value ( β=0.738, p= 0.000). For the last condition multiple regression statistics for VALUE as endogenous 
variable and SDL and OCB as exogenous variables indicate significant impact of SDL (β=0.892, p=0.000) and 
insignificant impact of OCB (β= -0.005, t=0.962) on VALUE.  Overall results indicate that SDL although 
mediates the relationship between OCB and VALUE but its impact is quite weak, thus accepting Ho1 and partially 
accepting Ho2 (Table 2). 
Figure 1. Model 1- SDL as a Mediator Factor 

SDL

OCB

VALUE

 
Source: Author’s calculations based on primary data 
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Model 2 - OCB as a Mediator Factor 
    To examine the first condition multiple regression is run on SDL (exogenous variable) as a predictor of OCB 
(mediating variable) and this resulted in significant beta value (β= 0.703, p=0.000) while for the second condition  
that is SDL (exogenous variable) as a predictor of VALUE (endogenous variable) show significant beta value  
( β=0.889, p= 0.000). For the last condition multiple regression statistics for VALUE as endogenous variable and 
OCB and SDL as exogenous variables indicate insignificant impact of OCB (β=-0.005, t=0.962) and but 
significant impact of SDL (β= 0.892, t=0.000) on VALUE.  Overall results indicate that OCB does not mediate 
the relationship between SDL and VALUE. Thus Ho3 was accepted and Ho4 was rejected (Table 2). 
 
Figure 2.  Model 2- OCB as a Mediator Factor 

SDL

OCB

VALUE

 
Source: Author’s calculations based on primary and secondary data 
 
Table 2. Regression Statistics for Examining Mediating Roles of OCB and SDL 

Model R-Runs Variable Regression Mediating Effect 
   Beta p-value Standard Error  
 
Model 1 

Step 1  OCB (I) SDL(M) 0.832 0.000 0.053 Partial 
Step 2  OCB (I) Value(D) 0.738 0.000 0.058 
Step 3 
 

OCB (I) 
& 
SDL(I) 

Value(D) -0.005 
& 

0.892 

0.962 
& 

0.000 

0.091 
& 

0.099 
 
Model 2  

Step 1  SDL (I) OCB (M) 0.703 0.000 0.044  
Rejected Step 2  SDL (I) Value (D) 0.889 0.000 0.079 

Step 3 
 

SDL (I) 
& 
OCB (I) 

Value (D) 0.892 
& 

-0.005 

0.000 
& 

0.962 

0.099 
& 

0.091 
Source: Author’s calculations based on primary  data 
 

Effect of Demographics on the various Dimensions of OCB  
Sportsmanship 

As showing in table 3, the overall values of mean of different demographic groups related to 
sportsmanship factor reveal mixed average results. University teachers belonging to the age group (AG) AGIII 
(48 years and above) scored higher but average mean value of 3.23 as compared to other two age groups that is 
AGI (28–37 years) and AGII (38- 47years) with respective mean values as 2.97 and  2.89. However gender-wise 
both male faculty (3.06) and female faculty (3.03) exhibit almost same perception for sportsmanship. 

Academic factor-wise results of the three teaching groups reflect professors (3.22) to be more sporting 
than associate professors (2.91) and assistant professors (2.95). Further employees with PhD and MPhil 
qualifications show average sportsmanship behaviour whereas UGC-NET qualified employees show low degree 
of sportsmanship (2.25). The findings also reveal that employees falling in teaching experience group (TEG) with 
teaching experience of about 21-30 years (TEGIII) and 31-40 years (TEGIV) score respective mean and standard 
deviation values that is,  M=3.21,SD= 0.695  and M = 3.29 , SD = 0.726 are more sporting than employees falling 
in TEGI and TEGII groups (less than 20 years of teaching experience). The results indicate very interesting 
finding that employees with administrative experience (AEG) of any number of years are supporting in nature. 
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The results also indicate that young teachers with NET qualification and no administrative experience are less 
supportive. 

 Altruism (Co -workers)  
The results for altruism indicate higher mean value (M=3.20, SD= 0.769) for female employees as 

compared to male employees (M=2.97, SD= 0.746). The faculty belonging to AGII and AGIII ( 38-47 years and 
48-60 years) reflect average values of mean that is, 3.04 and 3.20 respectively in comparison to the faculty 
belonging to AGI (28- 37 years) with low value of mean (M=2.70). Hence the overall result clearly reflects that 
young faculty particularly male faculty are less helpful towards their co-workers.  

The results of academic factors reflect faculty qualified as PhD (3.10) and that too professors (3.24) 
exhibit altruism. It is also observed that excluding TEGI all the rest three groups score average values for helping 
behaviour of co-workers. However the faculty falling in TEGIII score little bit higher mean value (M=3.15) 
followed by TEGIV (M=3.14) and TEGII (M=3.12). Similarly groups related to administrative experience viz. 
AEGII (M= 3.19), AEGIII (M=3.23) and AEG IV (M= 3.17) show average approach for the OCB. Among the 
teaching and administrative experience groups TEGI (M=2.77, SD= 0.810) and AEGI (M= 2.96, SD= 0.735) 
show least mean values. While the remaining groups show average values ranging between 3.12 and 3.15 (TEG) 
and 3.19 to 3.50 (AEG). Further employees qualified with MPhil (2.43) or NET (2.88) and faculty designated 
either as associate professors (2.85) or assistant professors (2.98) are less contributing to altruism (Co-workers). 

 Altruism (Self)  
The mean value for male faculty (M=3.23, SD=0.776) and female faculty (M= 3.18, SD=0.783) reflect 

similar perception about altruism (Self) Further similar perception is also observed for the faculty belonging to 
three age groups viz. AGI, AGII and AGII. The mean value is arrived at M= 3.23 (AGI), M= 3.15 (AGII) and  
M= 3.25 (AGIII). Thus it is very clear from the overall values of demographic factor that both male and female 
faculty belonging to any one of the age groups (AGI, AGII and AGIII) show average willingness to work after 
official hours or during holidays. 

The faculty members working at any level of designation that is associate professors (M= 3.11), assistant 
professors (M= 3.20) and professors (M= 3.28) have same perception regarding altruism. Similarly faculty 
members of University qualified as MPhil and PhD  score more than average values (3.00 and 3.26 respectively)  
in comparison to UGC- NET qualified faculty (M= 2.38). The faculty with teaching experience of 1 to 10 years 
(TEGI), 11 to 20 years (TEGII), 21 to 30 years (TEGIII) and 31 to 40 years (TEGIV)   are averagely self-devoted 
towards their task as their  mean values are arrived at 3.00, 3.24, 3.35 and 3.14 respectively. Further among four 
administrative groups the mean value of AEGIV (M= 3.50) is highest whereas the remaining groups AEGI, 
AEGII and AEGIII score respective mean value 3.27, 3.16 and 3.15. Thus the results clearly reflect that only 
UGC- NET qualified faculty lacks in altruism (self).  

Civic Virtue 
The demographic factor-wise result indicate that both the gender groups that is male (M= 3.04,  

SD= 0.752) and female (M= 3.03, SD= 0.701) faculty averagely exhibit civic virtue behaviour. Results of this 
study also reveal that faculty belonging to AGI score higher mean value of M= 3.13, followed by AGIII  
(M= 3.03) and AGII (M= 3.00) respectively. 

Like all other factors the result of  civic virtue indicates that  faculty members with MPhil (M= 3.00) and 
PhD (M= 3.04)  degrees score  higher  mean values as compared to UGC- NET qualified faculty which show low 
mean value that is M= 2.75.  Faculty belonging to TEGI (1- 10 years) show less civic virtue (M= 2.90) whereas 
all other groups of teaching experience that is TEGII (M= 3.11), TEGIII (M= 3.02) and TEGIV (M= 3.07) show 
average response for working culture. Further the findings of the study indicate that professors (M= 3.07,  
SD= 0.746) assistant professors (M= 3.02, SD= 0.813) and associate professors (M= 3.00, SD= 0.596) are all 
averagely work conscious. Lastly in contrast to AEGIII (M= 2.92), the remaining three groups AEGI (M= 3.04), 
AEGII (M= 3.09) and AEGIV (M= 3.33) show average values for civic virtue.  Hence it is observed that faculty 
having teaching experience less than 10 years (TEGI) or having administrative experience less than 15 years 
AEGIII (11 to 15 years) or with UGC-NET qualification exhibit low degree of civic behaviour.  
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Conscientiousness 
Unlike all other factors the overall demographic factor- wise mean values are less satisfactory. Mean 

values of male teachers (M= 2.82) and female teachers (M=2.92) show that faculty possess conscientiousness 
quality at a low level. Further the study depicts that faculty belonging to AGIII (M=3.13) are more conscientious 
in comparison to other two groups that is   AGI (M=2.67) and AGII (M=2.65). Thus, the above results reflect that 
younger (AGI) and middle (AGII) aged employees’ exhibit conscientiousness behaviour at a low level. The 
academic factors reveal mixed average results. Faculty qualified with MPhil (M= 2.43), PhD (M=2.90) or UGC-
NET (M= 2.38) are less contributing towards conscientiousness. However, teachers designated as professors show 
average attitude towards conscientiousness factor. At the same time associated professors (M= 2.70) and assistant 
professors (M= 2.70) reflect low level of conscientious behaviour. Results indicates that out of four groups related 
to teaching experience TEGIII (21- 30 years) and TEGIV (31-40 years) score almost similar perception values 
that is, M=3.12 and M=3.14 in comparison to  TEGI (M=2.64) and TEGII (M= 2.74). The three administrative 
related groups that is AEGII, AEGIII and AEGIV show average conscientious behaviour with their respective 
mean values as 3.03, 3.00 and 3.17. Evidently, faculty with teaching experience 1 to 10 years (TEGI) and 11 to 20 
years (TEGII) and administrative experience less than 5 years are less concerned about conscientiousness value. 
 
Table 3. Descriptive Statistics for Difference Demographic and Academic Factors Relating to OCB Dimensions 
Demographic & 
Academic 
Factors 

Group Factors Sportsmanship Altruism 
(Co 

Workers) 

Altruism 
(Self) 

Civic Virtue Conscientiousness 

   M SD M SD M SD M SD  M SD 
Gender GI Male 3.06 0.823 2.97 0.746 3.23 0.776 3.04 0.752 2.82 0.833 

GII Female 3.03 0.841 3.20 0.769 3.18 0.783 3.03 0.701 2.92 0.791 
Age AGI 28-37 2.97 0.850 2.70 0.651 3.23 0.817 3.13 0.434 2.67 0.884 

AGII 
AGIII 

38-47 
48 & 
Above 

2.89 
3.23 

0.803 
0.816 

3.04 
3.20 

0.783 
0.740 

3.15 
3.25 

0.889 
0.650 

3.00 
3.03 

0.793 
0.768 

2.65 
3.13 

0.847 
0.686 

Qualification 
 
 
Designation 
 

QGI MPHIL 3.00 1.00 2.43 0.787 3.00 1.00 3.00 0.000 2.43 1.27 
QGII 
QGII 
DGI 

PHD 
NET 
Assistant 
Professor 

3.10 
2.25 
2.91 

0.808 
0.707 
0.839 

3.10 
2.88 
2.85 

0.753 
0.641 
0.729 

3.26 
2.38 
3.11 

0.723 
1.18 
0.875 

3.04 
2.75 
3.00 

0.754 
0.463 
0.596 

2.90 
2.38 
2.70 

0.793 
0.744 
0.891 

DGII Associate 
Professor 

2.95 0.852 2.98 0.770 3.20 0.777 3.02 0.813 2.70 0.830 

DGIII Professor 3.22 0.781 3.24 0.737 3.28 0.712 3.07 0.746 3.09 0.706 
Teaching 
Experience(yrs) 

TEG I 1-10 2.95 0.793 2.77        -
0.810 

3.00 0.889 2.90 0.680 2.64 0.959 

TEG II 11-20 2.95 0.935 3.12 0.721 3.24 0.841 3.11 0.769 2.74 0.812 

TEG 
III 

21-30 3.21 0.695 3.15 0.751 3.35 0.590 3.02 0.754 3.12 0.676 

TEG 
IV 

31-40 3.29 0.726 3.14 0.770 3.14 0.663 3.07 0.616 3.14 0.663 

Administrative 
Experience(yrs) 

AEGI 1-5 3.10 0.823 2.96 0.735 3.27 0.638 3.04 0.763 2.98 0.829 
AEGII 6-10 3.06 0.878 3.19 0.821 3.16 0.954 3.09 0.641 3.03 0.595 

AEGIII 
AEG 
IV 

11-15 
16-20 

3.38 
3.17 

0.650 
0.983 

3.23 
3.50 

0.927 
0.837 

3.15 
3.50 

0.899 
0.548 

2.92 
3.33 

0.760 
0.816 

3.00 
3.17 

0.816 
0.408 

Source: Author’s calculations based on primary data 
Note:  M-Mean SD- Standard Deviation 
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Demographic Impact of SDL among faculty members  
Absorptive Values 

Table 4 reveals that the mean value for male faculty (M=3.05) and female faculty (M=3.11) show that 
faculty members of Jammu University adjust to new changes and challenges from their environment. Among the 
three groups related to age faculty belonging to  AGII (3.00) and AGIII (3.20) are more adjusting in nature in 
contrast to  AGI (M= 2.90).   

Further, faculty with PhD qualification (M= 3.10) averagely possess absorptive values. However the 
faculty qualified with MPhil (M=2.86) and UGC-NET (M=2.75) contributes less towards absorptive values factor 
of SDL. Furthermore excluding assistant professors (M= 2.93), the faculty working as associate professors and 
professors averagely exhibit absorptive value as they scored mean value as 3.02 and 3.22 respectively.  Results 
indicate that faculty members with teaching experience of 31–40 years (TEGIV) scored maximum mean value 
that is M= 3.21, whereas the remaining groups 1-10 (TEGI), 11-20 (TEGII ) and 21-30 (TEGIII) with respective 
mean values as 3.03, 3.04, and 3.12 show average concern about absorptive values. Administrative experience 
wise faculty falling in AEGI (M= 3.10), AEGII (M = 3.13), AEGIII (M =3.08) and AEGIV (M =3.17) have 
almost similar perception regarding absorptive values. Thus, excluding the assistant professors and MPhil or NET 
qualified faculty, all the other remaining groups contribute towards this factor. 

Absorptive Collaboration 
The male employees show higher mean value (M=3.02, SD= 0.776) as compared to female employees 

(M= 2.88, SD= 0.832) for absorptive collaboration.  University teachers belonging to AGIII (M= 3.05) score 
higher but average mean value as compared to AGI (M= 2.93) and AGII (M= 2.89). The result indicate that 
female teachers and faculty belonging to AGI and AGII show less interest in absorbing new changes and 
information and also show less interest in collaborative based work. 

The qualification – wise result of academic factors reveals that MPhil (M=3.14) qualified faculty 
contribute maximally towards absorptive collaboration in comparison to PhD (M=2.99) and UGC-NET (M=2.25) 
qualified teachers. Further faculty grouped as professor (M= 3.08) and with teaching experience more than 20 
years (TEGIII M=3.06 and TEGIV M=3.21) exhibit these competencies averagely. However associate professors 
(M=2.87) and assistant professors (M= 2.90) and faculty belonging to TEGI (M=2.90) and TEGII (M=2.89) show 
less concern about absorptive and collaborative activities. The faculty falling in AEGIV score highest mean value 
that is 3.50, followed by AEGI (M=3.06) and AEGII (3.03). In contrast, AEGIII score least mean value of 
M=2.92. To conclude professors, faculty with MPhil degree and faculty with teaching experience more than  
30 years (TEGIII and TEGIV) exhibit SDL competencies to an average extent. 

Collaborative Competencies  
Overall the mean values related to demographic factors reflect average result. Male teaching employees 

(M=3.32) and female teaching employees (M=3.30) seem to have similar perception regarding collaborative 
competencies. Also, the three groups related to age of faculty members show average values that is 3.30 for AGI, 
3.39 for AGII and 3.25 for AGIII. Thus, it is very clear from the results that faculty in general either male or 
female faculty or faculty belonging to any one of the age groups (AGI, AGII and AGIII) prefer to work 
collaboratively with all other stakeholders. 

Similar to these results the findings for academic qualifications also indicate that faculty members 
working at any level of designation that is associate professors (M= 3.39), assistant professors (M= 3.20) and 
professors (M= 3.36) have same perception towards collaborative competencies. Similarly, faculty members with 
either PhD or UGC-NET qualification score somewhat higher mean values that is 3.32 and 3.38 respectively in 
comparison to MPhil qualified faculty (M=3.14). The study indicates that four groups related to teaching 
experience TEGI, TEGII TEGIII and TEGIV with mean value as 3.38, 3.35, 3.19 and 3.36 exhibit little 
differences in their perception. The three groups related to administrative experience that is AEGI (M=3.51), 
AGEII (M= 3.34) and AEGIV (M= 3.33) score higher average value in comparison to AEGIII (M= 2.92) which 
show low mean value. The results clearly reflect that excluding faculty belonging to AEGIII employees associated 
with the remaining groups of academic factors favour collaborative competencies.  
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Absorptive Competencies  
The demographic factor- wise result of the two gender groups indicates that the male faculty (M= 3.13, 

SD= 0.815) are more absorptive in behaviour than the female faculty (M= 3.00, SD= 0.804). The study result 
reveals that AGIII (48- 60 years)  and AGII (38- 47 years) faculty score higher mean values that is 3.18 and 3.04 
respectively in comparison to AGI (28-37 years) which score low mean value of 2.93. To summarise faculty 
members either male or female and belonging to AGIII and AGII are more absorptive in nature in contrast to 
younger employees (AGI).  

The academic factors reveal mixed average results. The faculty qualified with MPhil (M= 3.00) and PhD 
(M=3.13) possessed absorptive competencies more in comparison to UGC-NET qualified faculty with mean value 
of 2.38. The study results also indicates that assistant professor (M=3.03) and professor (M= 3.20) contribute 
averagely towards absorptive competencies whereas associate professors are less absorptive in nature. Further, 
excluding faculty related with TEGI (M= 2.92)  all other teaching groups that is  TEGII, TEGIII and TEGIV show  
average mean value that is 3.09, 3.19 and 3.07 respectively. Also all the administrative groups that is, AEGI, 
AEGII, AEGIII and AEGIV score more than average value that is 3.24, 3.03, 3.00 and 3.17 respectively. Hence, 
professors and assistant professors (NET/ PhD/ NET PhD) and faculty with teaching experience more than  
10 years and all the four administrative groups exhibit absorptive competencies.  

 
Table 4. Descriptive Statistics for Difference Demographic and Academic Factors Relating to SDL Dimensions 
Demographic 
&Academic Factors 

Group Factors Absorptive 
Values 

Absorptive 
Collaboration 

Collaborative 
Competencies 

Absorptive 
Competencies 

   M SD M SD M SD M SD 
Gender GI Male 3.05 0.689 3.02 0.776 3.32 0.658 3.13 0.815 

GII Female 3.11 0.747 2.88 0.832 3.30 0.723 3.00 0.804 
Age AGI 28-37 2.90 0.759 2.93 0.828 3.30 0.651 2.93 0.907 

AGII 38-47 3.00 0.717 2.89 0.803 3.39 0.665 3.04 0.818 
AGIII 48 & Above 3.20 0.668 3.05 0.703 3.25 0.707 3.18 0.764 

Qualification QGI MPHIL 2.86 0.900 3.14 0.690 3.14 0.900 3.00 0.816 
QGII PHD 3.10 0.702 2.99 0.803 3.32 0.673 3.13 0.777 
QGII NET 2.75 0.707 2.25 0.463 3.38 0.744 2.38 1.188 

Designation DGI Assistant 
Professor 

3.02 0.774 2.87 0.859 3.39 0.649 2.96 0.893 

DGII Associate 
Professor 

2.93 0.756 2.90 0.817 3.20 0.798 3.03 0.882 

DGIII Professor 3.22 0.603 3.08 0.736 3.36 0.587 3.20 0.682 
Teaching 
Experience(yrs) 

TEG I 1-10 3.03 0.811 2.90 0.912 3.38 0.711 2.92 0.957 
TEG II 11-20 3.04 0.711 2.89 0.804 3.35 0.671 3.09 0.797 
TEG III 21-30 3.12 0.704 3.06 0.725 3.19 0.715 3.19 0.768 
TEG IV 31-40 3.21 0.426 3.21 0.699 3.36 0.497 3.07 0.616 

Administrative 
Experience(yrs) 
 

 

AEGI 1-5 3.10 0.684 3.06 0.719 3.51 0.505 3.24 0.804 
AEGII 6-10 3.13 0.660 3.03 0.695 3.34 0.602 3.03 0.740 
AEGIII 
AEG IV 

11-15 
16-20 

3.08 
3.17 

0.760 
0.753 

2.92 
3.50 

0.862 
0.837 

2.92 
3.33 

0.862 
0.837 

3.00 
3.17 

0.816 
0.753 

Source: Author’s calculations based on primary data 
Note:   M-Mean 

     SD- Standard Deviation 
 

IMPLICATIONS AND CONCLUSION OF THE STUDY 
Overall the results of OCB reflect that the younger faculty, faculty qualified with M.Phil or NET and 

faculty having little teaching experience and faculty working as either associate professors or assistant professor 
are less exhibiting OCB behaviour. In contrast to the older employees, senior employees and faculty having more 
of teaching and administrative experience display average level of OCB.  Since OCB is related to personal and 
discretionary behaviour of individuals, and as such is very difficult to change the behaviour of individuals, hence 
change in one’s individual behaviour is suggested to further improve OCB.  As such adoption of voluntary 
appraisal system, informal meetings and making faculty members, students and other members more aware about 
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OCB should be conducted in the department to enhance the level of OCB (Katz and Kahn, 1966; Helen and  
Rubery, 2005; Oplatka, 2006; Pareek and Rao, 2009). 

SDL based on networking concept helps in creating and improving interaction-based activities, 
strengthening competencies of the stakeholders that ultimately lead to co-creation of value.  SDL focuses on the 
interaction between the faculty members and students to create value for the institution. Similar to OCB, the 
results of SDL reveal that experienced faculty members (male or female) are more absorptive and collaborative in 
their nature in comparison to less experienced younger faculty. Hence, strategies such as effective networking 
system to enhance student teacher interaction and better organisational working and physical environment should 
be provided. Further, university departments should organize regular academic events like seminars, workshops, 
refresher courses, training courses, orientation courses for faculty members at both national and international 
levels. The ultimate aim of holding such academic congregations is to acquaint the faculty of the department with 
the latest academic developments. Such practices will widen the knowledge horizon of the faculty (Robson et al. 
2004; and Helen and Rubery, 2005). 

Evidently the findings indicate that to create maximum value output, effective networking among various 
university core stakeholders such as faculty members, students, non-teaching staff, librarians etc. can play 
significant role. The relationship through OCB and SDL based effective interaction between different components 
provide an opportunity for knowledge sharing which can consequently pave way for optimal utilization of the 
skills and competencies of each party. This process will eventually result in value creation for the organisation in 
the long run. 

 
LIMITATIONS OF THE STUDY 

Despite appropriate efforts being taken to control subjectiveness of the responses of faculty members 
using validity and reliability methods. Still presence of subjectiveness in their responses cannot be ignored.  
The study although primarily based on five OCB dimensions (Organ, 1988) needs to be further extended with 
regards to the role of different mediating variables which include TQM, personality, organisational justice, 
organisational commitment, etc. and moderating factors such as size and type of university (state, centre or 
private) in the education sector. The third limitation of the study relates with limited competencies covered to 
examine SDL capabilities. The ten foundational premises given by Vargo and Lusch (2004) needs to be properly 
examined to understand the concept more comprehensively. Although core stakeholders concept is taken into 
consideration for extracting views on SDL, but only from faculty perspective. Hence  in future the core 
stakeholders concept should also be taken into account. Validation of the identified five OCB and SDL 
dimensions in other higher educational institutions across region, country and globe is required in the future 
research.  Moreover, the study can further be extended to other service sectors like hotel management, tourism, 
banking, tele-communication, insurance companies, corporations etc. 
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