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DELTHELTVS. FH—0, AADORFEITHT
%50CBL LTOOCB-IE, VAU T LA&T VX —
v~ (Williams& Anderson 1991 R LR L 7z

LOEN, FEDMEANZERNICHT Z1THTH 5.
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Y — AR OMR A RATEI D H b ATz Ll <
Wy s0REMN, EiF, chETOTIIITH)V]
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@Croth (2005) o 2 FEA

Ea it
(Conscientiousness/discretionary behaviors; Altruism;
Civic virtue; Sportsmanship; Courtesy)

@Van Dyne et al. (1994), Bettencourt et al. (2001) ¢ 3 BEIFFEHAY
(Loyalty; Participation; Service Delivery)

@Van Dyke & Le Pine (1998) o 2 SEEHHM
(Helping = Affiliative—promotive; Voice = challenging—promotive)

@Villiams& Anderson(1991),Ma & Qu (2011) &> 3 FEFHEFEM

(Customer coproduction behaviors; Customer citizenship behavior (CCB))
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93



KO BES>TETVR I EMNFRENTWVWS. Fie,
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P—EXERMUT LM, E5EEENH D
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Service Organization Citizenship Behavior (SOCB), New Direction in OCB Theory
—Possibility of new dimension of organizational revitalization
generated by external correspondence of organizations—

Soichiro MAEYAMA, Mitsuko WAKATA

Abstract
We have intrinsically confirmed what the SOCB theory, “organizational citizenship behavior in service organizations"
proposed by M. Groth, A.Somech & A.Drach-Zahavy. Particularly, while paying attention to the challenges and
limitations of present OCB research situation which has actually focused only on the internal aspects of organizations,
we confirmed that not only the internal factors inside of the organization but also the “organization citizenship
behavior" of persons at the boundary of the organization (boundary spanner), such as front staff, has a significant
impact on the organization by creating a "good work/ deployment" in which the staff and customers collaborate and
generate satisfaction.

In order to confirm what was proposed in SOCB, as a benchmark, we examined the substantive service delivery
provided by Family Self-Sufficiency (FSS) program at Public Housing Agency, a public housing organization in the U.S.

Finally, as an implication, we mentioned that the OCB theory has been deepened by the new SOCB researches,
and that the “radical” revitalization of organizations can emerge only in a responsive relationship with society
(environment outside of organizations). In addition, we mention about the possibility of research on “the impact of
organizational revitalization on the revitalization of whole aspects of societies".

OCB theory has the more potential to better understand the development of organizations in society.
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