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Article Info ABSTRACT

Background and purpose: In contemporary workplaces, citizenship behavior significantly
influences both individual and organizational performance. Employees typically exhibit a strong
inclination to engage in organizational citizenship behaviors. However, the research indicates
that, in certain circumstances, such behaviors may have adverse effects on organizations.
Therefore, this study aims to develop a model that identifies the antecedents of ambivalence
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regarding organizational citizenship behavior within government organizations.

Research method: The current research methodology is qualitative, employing thematic
analysis as the strategic approach. The participants consisted of eight managers from
government executive bodies and five university professors. A purposeful and snowball
sampling technique was utilized, and data analysis was conducted using open and axial coding.
To assess the validity of the qualitative model, the agreement coefficient between two coders
was calculated, yielding a value of 0.784, which indicates a strong level of validity for the
model.

Findings: The research findings identify four themes: cognitive, structural, social, and
emotional, along with individual themes. In total, there are 12 overarching themes and 152 basic
themes identified within the study.

Conclusion: The identified factors significantly contribute to the ambivalence surrounding
organizational citizenship behavior in government organizations, prompting the need for
proposed solutions to mitigate this issue.

Keywords: Ambivalence, citizenship behavior, organizational citizenship behavior

@ Crosdark

© 2025 the authors. Published by Islamic Azad University, Rafsanjan Branch. This is an open access article

under the terms of the Creative Commons Attribution-NonCommercial 4.0 International (CC BY-NC 4.0) License.
(http://creativecommons.org/licenses/by/4.0/)

NUMBER OF REFERENCES
26 2 3

NUMBER OF FIGURES NUMBER OF TABLES

* Corresponding author:
Email: h.rezaiefar(@jiaubir.ac.ir

ORCID: 0000-0002-78111-9269


http://creativecommons.org/licenses/by/4.0/
mailto:h.rezaiefar@iaubir.ac.ir
https://sanad.iau.ir/journal/thr

Introduction

Today, organizational citizenship behavior (OCB) is essential for the development, effectiveness,
and overall productivity of any organization. OCB enhances an organization’s ability to attract
and retain top talent, improves coordination among workgroups, and fortifies the organization’s
stability, enabling it to respond more adeptly to external changes. The effectiveness and
efficiency of an organization are foundational to the success of OCB (Kang & Huang, 2023).
Moreover, there is a strong inclination among organizations to foster OCB, largely due to the
positive impact that such behaviors tend to have on both groups and the organization as a whole.
Research indicates a positive correlation between OCB and improved unit or organizational
performance, productivity, profitability, customer satisfaction, and overall effectiveness
(Podsakov et al., 2014). From a practical standpoint, it is increasingly important to investigate
the factors influencing organizational citizenship behavior, especially in an era where the
efficiency of government services is under close scrutiny. Understanding these factors not only
strengthens public service ethics but is also essential for enhancing the overall performance of
government agencies (Ekbal et al., 2024).

In addition, it is important for organizations to recognize the issue of ambivalence in
organizational citizenship behavior. Employees exhibiting ambivalence may inadvertently hinder
organizational performance and diminish the quality of services rendered. Furthermore, such
ambivalence can contribute to higher employee turnover rates. Consequently, a thorough
understanding and exploration of the nuances surrounding organizational citizenship
ambivalence can empower organizations to implement strategies that mitigate these issues,
enhance employee engagement, and ultimately improve organizational performance.

To foster and strengthen organizational citizenship participation, it is essential to identify and
address the challenges and obstacles contributing to these concerns. Research highlights the
necessity of examining this phenomenon within the Iranian context, revealing a significant gap in
the literature. Existing studies have predominantly focused on the adverse consequences and less
favorable aspects of organizational citizenship behaviors, underscoring the need for more
comprehensive research in this area (Hanson et al., 2022). Despite the considerable attention
given to the concept of ambivalence in organizational literature, there has been a lack of direct
examination of ambivalence in relation to employees' organizational citizenship behavior
(Koopman et al., 2016). This study explores a newly defined construct known as "organizational
citizenship ambivalence," emphasizing its potential impact on organizational citizenship
behavior performance and, by extension, on the overall effectiveness and efficiency of
organizations.

Furthermore, while existing research often highlights the positive aspects of organizational
citizenship behavior, it is equally important to investigate the less favorable or ineffective
dimensions of this behavior (Bolino et al., 2004). By addressing this complexity, we can enhance
our understanding of the factors that influence an individual's choice to engage in or abstain from
certain behaviors associated with citizenship (Koleman et al., 2022). This investigation also
sheds light on the negative implications of mandatory citizenship behavior on overall
performance (Domnik et al., 2023). From a theoretical perspective, research into the ambivalence
surrounding organizational citizenship behavior contributes to the advancement of organizational
behavior theories. It aims to establish the relationship between employees' citizenship behaviors
and various influencing factors, including organizational policies, structure, and leadership
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styles.The findings of this research will be valuable not only to government executive bodies but
may also be applicable to private organizations. Additionally, it can serve as a resource for
management scholars and practitioners, particularly in the fields of government management and
human resources, and should be incorporated into university programs and higher education
institutions. In light of the above, the central question of this research is: How can we design a
model to understand the antecedents of ambivalence in organizational citizenship behavior
within government organizations?

Research Method

The research employs a qualitative methodology, specifically thematic analysis. The study
involves eight participants from managerial positions within government executive bodies, each
possessing a minimum of ten years of executive management experience. Additionally, five
university professors specializing in organizational behavior and human resources, holding the
rank of assistant professor or higher with at least ten years of teaching experience, are included
as participants. The sampling approach utilized was both purposive and snowball sampling. To
ensure data validity, the agreement coefficient of two coders was calculated using the Kappa
coefficient. In this study, 15% of the coded interview documents were reviewed by two experts,
with the coding results demonstrating a Kappa coefficient of 0.784, as computed by SPSS
software. This result indicates a high level of agreement and supports the validity of the research,
given that it exceeds the established threshold of 0.6.

To analyze the research data, we utilized the coding method provided by Max Kyuda software,
categorizing the data through open and axial coding. Open coding is an analytical process in
which concepts are defined, and their attributes and dimensions are identified. During the open
coding phase, the researcher delineates the concepts and elaborates on them based on their
characteristics and dimensions, progressing to the central coding phase, which involves
synthesizing and integrating the various codes.

Finding

In addressing the research question regarding the patterns of antecedents influencing
ambivalence in organizational citizenship behavior within government organizations, we initially
conducted a review of existing literature to identify relevant indicators associated with this
phenomenon. Subsequently, we analyzed interview data to extract the necessary coding.
Utilizing a thematic analysis approach, we combined the methodologies proposed by Braun and
Clarke (2006) and Attride-Stirling to develop a structured and comprehensive process for
thematic analysis. This process included familiarization with the data, creation of primary codes,
coding, description and interpretation of the text, and the development of a theme network.
Participants in the interview process were designated with the abbreviation 'A' followed by an
index. Following this, the researcher systematically analyzed the initially coded data, organizing
the codes at a broader level to form foundational themes. The resulting analysis has led to the
development of an ambivalence model of organizational citizenship behavior specific to
government organizations.

A



Conclusion

The research findings indicate that the antecedents of ambivalence in organizational citizenship
behavior encompass four primary themes: cognitive, structural, social, emotional, and individual
aspects. Additionally, the study identifies twelve specific organizing themes, including self-
efficacy, impression management, job requirements, organizational structure, managerial causes,
group coalition, social structure, emotional intelligence, personality traits, commitment,
demographics, and individual conflict management, which together encompass 152 foundational
topics. Based on the findings, it is recommended that governmental organizations implement
training programs and individual development workshops to enhance employees' abilities and
bolster their self-efficacy. Identifying and leveraging individual strengths in work assignments
can further promote self-efficacy and reduce ambivalence. To address impression management,
organizations should foster a culture of transparency, ensuring that employees feel that
management accurately perceives their actions without bias. Additionally, providing
communication skills training for both employees and managers can alleviate misunderstandings
and enhance internal interactions. Regarding job requirements, it is essential to clearly delineate
roles and responsibilities to minimize ambiguities and contradictions. Furthermore, a rational
division of workloads should be established to prevent excessive demands and clarify individual
roles. In terms of organizational structure, it is advisable to design an effective structure that
facilitates activities and coordination, thereby minimizing the potential for ambivalence. Regular
reviews of the organizational structure will ensure its efficiency and effectiveness. Concerning
managerial issues, providing support and constructive feedback is critical for improving
employee performance. Lastly, strengthening group relationships within government
organizations is vital for fostering a cooperative environment and establishing positive social
coalition among employees.
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