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This paper aims to explore how customer-orientation and organizational justice(OJ)
have impacts on organizational citizenship behavior(OCB) in combination of the effects
of job satisfaction (JS) and organizational commitment(OC). The main findings are as
follows. First, only one factor, organization commitment, out of all the five factors, has
direct positive impact on OCB. Second, customer-orientation has positive impact on
OCB only with the mediating effects of JS and OC. Third, OJ has direct impact on OC
in a negative way. However, the total effects of O] on OC and OCB turn out to be
positive since the indirect effect of OJ through JS on them are significant enough to
offset the negative direct effect.
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b7_2, b7_6
, b4_2,
b7_1, b7_3

3

b5_1
b6_3
b4 1

b4 4
0.974, Bartlett's Test: chi-square=16608.33, P
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