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PENGARUH ORGANIZATIONAL CITIZENSHIP BEHAVIOR, KEADILAN
ORGANISASIONAL, DAN MOTIF EKSTERNAL TERHADAP CUSTOMER
CITIZENSHIP BEHAVIOR PADA PELANGGAN GIANT HYPERMARKET

SUN CITY SIDOARJO

Dwi Irnawati
2012210395
STIE Perbanas Surabaya
2012210395@students.perbanas.ac.id

Tujuan dari penelitian ini yaitu untuk menguji secara empiris mengenai
pengaruh Organizational Citizenship Behavior, Keadilan Organisasi, dan Motif
Eksternal terhadap Customer Citizenship Behavior di Giant Hypermarket Sun City
Sidoarjo. Penelitian ini menggunakan data primer dengan metode survey dan
menggunaan kuesioner. Penelitian ini menggunakan 123 pelanggan di Giant
Hypermarket Sun City Sidoarjo. Dalam penelitian ini menggunakan variabel
Endogen vyaitu Customer Citizenship Behavior, dan variabel Eksogen yaitu
Organizational Citizenship Behavior, Keadilan Organisasi, dan Motif Eksternal.
Hasil dari olahan Warp PLS 4.0 bahwa Organizational Citizenship Behavior tidak
berpengaruh signifikan terhadap Customer Citizenship Behavior, kemudian Keadilan
Organisasional dan Motif Eksternal Berpengaruh signifikan terhadap -Customer
Citizenship Behavior.

Kata Kunci: Organizational Citizenship Behavior, Keadilan Organisasional, Motif
Eksternal, Customer Citizenship Behavior
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THE EFFECTS OF ORGANIZATIONAL CITIZENSHIP BEHAVIOR,
ORGANIZATIONAL JUSTICE AND EXTERNAL MOTIVES TO CUSTOMER
CITIZENSHIP BEHAVIOR TO CUSTOMERS IN GIANT HYPERMARKET
SUN CITY SIDOARJO

Dwi Irnawati
2012210395
STIE Perbanas Surabaya
2012210395@students.perbanas.ac.id

The purpose of this study is to examine empirical the effects of organizational
citizenship behavior, organizational justice, external motives to customer citizenship
behavior in Giant Hypermarket Sun City Sidoarjo. This research used primary data
with survey method and used questionnaires. This research involved 123 customers
in Giant Hypermarket Sun City Sidoarjo. In this research used dependent variable
was customer  citizenship —behavior, and independent variable were used
organizational citizenship behavior, organizational justice, and external motives.
The result of Warp PLS 4.0 that organizational Citizenship Behavior have not a
significant effect to customer citizenship behavior, and then the organizational
justice and external motives have a significant effectto customer citizenship behavior.

Keywords: Organizational Citizenship Behavior, Organizational Justice, exsternal
maotives, Customer Citizenship Behavior
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