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Abstract 
Organizational Citizenship Behavior (OCB) is receiving increasing attention in human resource management, especially in the high-intensity hotel industry. In the context of hospitality in Malaysia, issues such as staff shortages, high turnover rates, and job stress after the COVID-19 pandemic demand a focus on internal factors that can contribute to organizational survival and effectiveness. This conceptual study aims to explore the influence of psychological well-being and self efficacy on the tendency for employees to exhibit OCB. Based on previous literature reviews, these two variables have been identified as important drivers of positive workplace behavior. This study also proposes a quantitative methodological framework with a cross-sectional design approach involving data collection through structured questionnaires, as well as proposed analyses using SPSS and PLS-SEM. It is hoped that these conceptual implications can provide initial guidance to researchers and hospital management in designing intervention strategies that support human capital development and improve overall organizational performance. 
Keywords: Organizational Citizenship Behavior, psychological well-being, self-efficacy 
 
Introduction 
In the post-pandemic era and organizational transformation, the hotel sector is now facing major challenges involving workforce shortages, high turnover rates, and increasing work stress. The shortage staff in the hotel sector has been identified as pressing challenge to hotel industry (Ghazali & Ishak, 2021; Sangaran & Selvanayagam, 2021; Ma et al., 2023). According to reports, Malaysian hotels have an annual turnover rate of 25% to 30%, which seriously compromises operational effectiveness and service consistency (Bahari et al., 2025), It a critical human resource challenges.
In the face of this reality, organizations need to rely not only on the performance of formal tasks (in-role behavior), but also on Organizational Citizenship Behavior (OCB), which is the voluntary actions of employees that go beyond the scope of their duties, such as helping colleagues, taking initiatives, and supporting organizational goals (Sun & Yoon, 2022; Arifin et al., 2022). Although OCB offers great potential in improving organizational performance and resilience, this behavior is still underemphasized in many organizations. Therefore, understanding the factors that influence OCB is an important requirement, especially in critical sectors such as healthcare. 
Furthermore, today's workforce landscape is dominated by the millennial generation, which is expected to represent 75% of the global workforce by 2025 (Brant & Castro, 2019). Studies show that millennial workers value extrinsic rewards, status, and free time more than previous generations (Twenge et al., 2010; Campbell et al., 2017). This difference in work values may make them less likely to engage in OCB, which typically requires additional effort beyond their formal job responsibilities. However, in the context of labor shortages and the urgent need to maintain organizational operations, encouraging OCB among this generation is particularly important (Jnaneswar & Ranjit, 2022; Sangaran & Selvanayagam, 2021). 
Literature reviews show that internal factors such as psychological well-being and self-efficacy play an important role in driving OCB. Individuals with high levels of self-efficacy are more likely to exhibit OCB behaviors (Anfajaya & Rahayu, 2019; Rahman & Karim, 2022), while psychological well-being is also associated with increased positive attitudes and motivation among employees.Therefore, this conceptual paper builds a theoretical foundation to understand the role of psychological well-being and self-efficacy in influencing organizational citizenship behavior among healthcare workers. Through a review of the existing literature and the proposed theoretical relationships, this study provides a foundation for potential future empirical research. Accordingly, the objectives of this study are as follows: 
1) To examine the influence of psychological well-being on organizational citizenship behavior. 
2) To examine the influence of employee self-efficacy on organizational citizenship behavior 
 
 
 
Literature Review 
Organizational Citizenship Behavior (OCB) 
Organizational Citizenship Behavior (OCB) refers to voluntary actions of employees that go beyond their formal job responsibilities, without direct reward, but contribute to the smooth running and success of the organization (Buil et al., 2019; Yang et al., 2021). These behaviors include helping colleagues complete tasks, participating in organizational activities without coercion, and complying with organizational rules even when there is no direct supervision (Mangindaan & Tewal, 2020; Arifin et al., 2022). 
Organ (1998) asserted that OCB is characterized by an individual's commitment to the organization, including efforts such as being punctual, helping colleagues, and avoiding conflict. These behaviors foster a positive work environment, enhance teamwork, and support operational effectiveness (Smirti, 2021; Udin & Yuniawan, 2020). Therefore, identifying the factors that drive OCB is important to create a work culture that supports high performance and organizational sustainability (Abbasi & Wan Ismail, 2023; Sumardjo & Supriadi, 2023). 
Psychological Well-Being 
Psychological well-being involves elements of self-esteem, self-control, healthy social relationships, and a sense of meaning in life (Arifin et al., 2022; Kinowska & Sienkiewicz, 2023). In service sectors such as healthcare, psychological well-being is important to help employees deal with emotional stress and daily job challenges (Ali et al., 2022; Firdayanti, 2022). 
Studies show that psychological well-being has a significant relationship with OCB. Employees who are in a good mental state are more likely to engage in OCB because they have sufficient psychological resources to deal with work demands (Rahman & Karim, 2022). Social Exchange Theory states that employees who feel supported and appreciated by the organization tend to reciprocate with positive behaviors such as OCB (Eisenberger et al., 1997; Maan et al., 2020). 
In addition, ergonomic work environments can also impact employee well-being and behavior (Latip et al., 2022). Therefore, organizations that foster psychological well-being have the potential to reduce turnover rates and improve performance through increased OCB (Afram et al., 2022; Caroll, 1989). Based on these insights, the following hypothesis is proposed for further investigation. 
H1: There is a significant relationship between employees’ psychological well-being and organizational citizenship behaviour. 
Self-Efficacy 
Self-efficacy refers to an individual’s belief in their ability to perform tasks effectively and achieve specific goals (Bandura, 1997; 2016). It operates through four basic processes: cognitive, motivational, emotional, and selection. Factors such as performance outcomes, representative experiences, social training, and emotional and physiological states play important roles in the formation of self-efficacy (Dani Saadi, 2021; Lopez, 2020). 
Employees with self-efficacy are more willing to face challenges and contribute to the organization through OCB (Latip et al., 2020). They do not undertake challenging tasks, but rather see them as opportunities to grow. Studies by Anfajaya & Rahayu (2019), Prasetyo et al. (2022), and Mahipalan et al. (2019) support that self-efficacy has a positive and significant relationship with OCB. Individuals who are confident in their abilities also tend to show additional initiative and commitment at work. 
Thus, based on the above literature, the following hypothesis is proposed:    
H2: There is a significant relationship between employees’ self-efficacy and organizational citizenship behaviour. 
Table 1: Summary of the proposed hypothesis 
Hypothesis
 


H1 There is a significant relationship between employees’ psychological well-being and organizational citizenship behaviour. 
H2 There is a significant relationship between employees’ self-efficacy and organizational citizenship behaviour. 
 
Proposed Conceptual Framework 
[image: ] 
Figure 2.1: Proposed Conceptual Paper 
Proposed Methodology 
This study will use a quantitative approach with a cross-sectional design to investigate the relationship between psychological well-being, self-efficacy, and organizational citizenship behaviour among employees in the healthcare sector. Data will be collected through a structured questionnaire distributed online using Google Forms, to facilitate respondent access and expedite the data collection process. Simple random sampling will be applied to ensure that each employee has an equal opportunity to participate in the study, thus increasing the feasibility and accuracy of the study results. 
The data obtained will be analyzed using SPSS software for basic statistical examinations such as reliability tests and data normality checks. Next, Structural Equation Modeling techniques using PLS-SEM will be implemented to test the causal relationship and validity of the developed model. This process will ensure that the data and accuracy of the model built to produce valid and reliable study results. 
Emphasis will also be given to the detection of unusual data (outliers) and instrument evaluation as important steps in strengthening data quality. It is hoped that with this systematic method, the study can contribute in-depth and effective knowledge on the role of psychological well-being and self-efficacy in influencing organizational citizenship behavior. 
Conclusion 
In conclusion, this conceptual framework aims to systematically investigate the relationship between psychological well-being, self-efficacy, and organizational citizenship behavior among hotel workers in Malaysia. A deep understanding of the interaction between these variables is very important, especially in the context of a challenging work environment such as hospitals, where high work pressure, emotional burden, and the need to provide high-quality services demand a high level of commitment and dedication from employees. Through this study, it is hoped that the psychological factors that contribute to the increase in organizational citizenship behavior, which plays an important role in strengthening a positive work culture, increasing productivity and improving the operational effectiveness of healthcare organizations. 
Furthermore, this study can serve as a basis for hotel management and stakeholders in formulating holistic intervention strategies to foster psychological well-being and enhance employee self-efficacy. Thus, it is hoped that employees will be more resilient to work stress and be able to demonstrate behaviors that go beyond their formal duties for the good of the organization. Thus, the findings of this study not only have the potential to contribute to the development of theories in the field of human resources and organizational psychology but also have significant practical implications in improving the quality of hotel services in Malaysia. Further research based on this conceptual framework is needed to provide a clearer and more comprehensive picture to help organizations face current challenges and achieve excellence in healthcare service delivery. 
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