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ABSTRACT 
Identifying the factors that encourage the work behavior that is most crucial to organization’s success and discovering the 
factors that promote this behavior is of utmost importance for sustainable excellent performance in this highly competitive 
business environment. This paper attempts to measure the relationship among Demographic factors and Organizational 
Citizenship Behavior, Emotional Intelligence and Personality factors of managerial employees in the IT sector of Bangalore 
city. The research design was elaborate and descriptive in nature.406 managers from the IT sector consisted of the sample for 
the study. The results reveal that Demographic factors impact specific dimensions of Organizational Citizenship Behavior, 
Emotional Intelligence and Personality of the employees. These findings can be of significance while deciding Human 
Resource strategies for Talent acquisition, Training and Development and Compensation management. 

Keywords: Organizational citizenship behavior, Emotional intelligence, Personality factors, Interpersonal helping, Loyal 
boosterism, Conscientiousness, Agreeableness 

INTRODUCTION 

Along with organizational factors like technology, 
adaptability, human resource management, strategic thinking 
etc. individual attributes of the employees also has been 
found to be responsible for improving organizational 
performance. With the business environment becoming 
highly dynamic, the individual’s ability to provide ground-
breaking and inventive contributions to the organization’s 
performance has become not just desirable but essential. The 
necessity for employees to go beyond the prescribed 
requirement for the work role and exhibit the willingness 
and ability to provide innovative contributions towards 
achieving organizational goals is becoming more and more 
imperative. The individual’s role in the success of the 
organization is becoming more pronounced in the complex 
business environment of today. 

The potential for Organizational Citizenship Behaviors to 
influence organizational performance and human resource 
outcomes makes the phenomenon worthy of further 
investigation. Since Organizational Citizenship Behaviors 
are largely unrecognized and unrewarded [1] the incentive to 
perform them must be looked for in the employee’s 
individual make up. What individual factors encourage the 
expression of Organizational Citizenship Behavior needs to 
be investigated. A complete picture of Organizational 
Citizenship Behavior antecedents in the employee is still to 

be created. Because of their increasing importance in 
organizational behavior research and their predicted and 
likely influence on Organizational Citizenship Behavior, 
Emotional Intelligence and Personality Factors are 
investigated in this study as possible individual factors that 
influence Organizational Citizenship Behaviors. The 
possible relationship between Emotional Intelligence and 
Personality factors of the employee and the impact this has 
on his willingness to exhibit behavior beyond the 
specification of his work role which yet benefit the 
organization, are both crucial elements in the long-term 
viability of an organization in today’s competitive and fast 
changing business environment. The Information 
Technology industry which is facing stiff completion within 
the country and outside would certainly benefit from 
actionable inputs about improving the employees’ 
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motivation to go beyond the call of duty. Though some work 
has been done on five factor personality traits and Emotional 
Intelligence, and Emotional Intelligence and Organizational 
Citizenship Behavior, the work has mostly been done in a 
western organizational setting. The inter linkage between 
Personality type, Emotional Intelligence and Organizational 
Citizenship Behavior in the service industry in India, 
especially in the Information Technology industry, has not 
been studied. 

RESEARCH GAP 

The relationship between components of Emotional 
Intelligence and Five Factor Personality model with respect 
to Organizational Citizenship Behavior dimensions has not 
been investigated thoroughly in the Indian context, 
especially with respect to the service industry. There have 
been a few studies in the Asian continent about the 
relationship between Emotional Intelligence and 
Organizational Citizenship Behavior, but the combined 
impact of Emotional Intelligence and Personality Factors on 
Organizational Citizenship Behavior has not been studied. 
Then again there is a need to further find the correlation 
between the chosen variables in the service industry in India 
since the existing research focuses on the Asian continent. 
Since service industries thrive on the interaction between 
employees and clients, a study focused on the service 
industry in India is needed. This academic study is attempted 
to throw some light on this gap areas. 

OBJECTIVE 

To ascertain the relationship between demographic factors, 
personality factors, emotional intelligence and 
Organizational Citizenship Behavior. 

TENTATIVE HYPOTHESIS 

With these objectives in view, the following hypotheses 
have been framed to test and make the study in a proper 
manner (Table 1). 

Table 1. Tentative Hypothesis. 

S No Hypothesis 

1 
Ho 

There is no relationship between Demographic 
factors and Emotional Intelligence 

H1 
There is relationship between Demographic 

factors and Emotional Intelligence 

2 
Ho 

There is no relationship between Demographic 
factors and Personality Factors. 

H1 
There is relationship between Demographic 

factors and personality Factors. 

3 

Ho 
There is no relationship between Demographic 

factors and Organizational Citizenship 
Behavior 

H1 
There is relationship between Demographic 

factors and Organizational Citizenship 
Behavior 

The primary data are those which are collected afresh at for 
the first time and thus, it is original in character. For the 
concerned study data was collected through Questionnaire 
from managers working in the IT industry in and around 
Bangalore. 

RESEARCH DESIGN 

The study was elaborate and descriptive in nature and survey 
method was used to complete the study. The population of 
the study comprised of managers from IT industry from 
Bangalore. A convenient sampling technique 
(Nonprobability sampling method) selecting 400 from the 
below mentioned areas of survey. For data collection, a self-
designed questionnaire was administered. A 5-point Likert 
scale (1 = strongly disagree, 5 = strongly agree) used for 
scale anchoring. The collection of data was subjected to 
analysis through SPSS. To study the interrelationship of 
different parameters like personality factors, emotional 
intelligence and Organizational Citizenship Behavior in the 
service industry inter-correlation matrix was used. 
Regression analysis was used to study the impact of 
Personality factors and Emotional factors on Organizational 
Citizenship Behavior. Chi Square test was applied to 
ascertain the association between Organizational Citizenship 
Behavior, Personality and Emotional Intelligence with 
Demographic variables Like Gender, Income Work 
Experience and Age. Further, Factor Analysis Was applied 
to extract the variables. The reliability was determined 
through Cronbach Alpha. 

Sample extent: In and around Bangalore city 

Sample size: 400 managers primarily from the IT Sector. 
The hub of IT industry in India is in Bangalore as majority 
of the firms are in Bangalore, followed by Hyderabad and 
Gurgaon. Approximately 10,000 employees in managerial 
capacity serve in these firms. 

Applying the formula 

Where 

n: Sample; N: Total population; e: Tolerable error (5%); n: 
10000/ (1+10000) (0.05)²; n: 10000/10001*0.0025; n: 
10000/25.0025; n: 400 

Questionnaire Design 

The questionnaire consists of four sections, starting with 
general information about the respondents who are managers 
in in various sectors of the service industry but primarily 
from IT sector. The subsequent sections covered are 
inventories to measure the Organizational Citizenship 
Behavior, Emotional Intelligence and Personality Factors of 
the respondents. Organizational Citizenship Behavior was 
measured using the 26 items Moorman and Blakely Scale, 
Emotional Intelligence using the 16 items Wong and Law 
Emotional Intelligence Scale (WLEIS) and Personality 
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Factors using the 44 items John and Srivastava Scale. The 
questionnaire of this study is contained in Appendix I. The 
questionnaire was divided into following four sections for 
the convenience (Table 2). 

I. Section One

This section is intended to collect general information like 
name gender, marital status, educational qualification, 
Industry/sector working in, age, income and experience in 
years of the respondent. 

II. Section Two

This section was about the Organizational Citizenship 
Behavior of the respondents, who work as managers in 
various service industries, including the five domains of 

Interpersonal Helping, Individual Initiative, Personal 
Industry, Loyal Boosterism and Individual Role Behavior. 

III. Section Three

This section was about the Emotional Intelligence of the 
respondents, who work as managers in various service 
industries, including the four domains of Self Emotional 
Appraisal, Other’s Emotional Appraisal, Regulating of 
Emotion and Use of Emotion. 

IV. Section Four

This section was about Personality Factors, as specified in 
the Big Five model of Personality of the respondents, 
including Openness to Experience, Conscientiousness, 
Extraversion, Agreeableness and Neuroticism. 

Table 2. Questionnaire Design. 

Section Content 

Section One General 

This section contains general information like name gender, 

marital status, educational qualification, Industry/sector working 

in, age, income and experience in years. of the respond. 

Section Two Organizational Citizenship Behavior 

This section was about the Organizational Citizenship Behavior 

of the respondents, who work as managers in various service 

industries, including the five domains of Interpersonal Helping, 

Individual Initiative, Personal Industry, Loyal Boosterism, and 

Individual Role Behavior. 

Section Three Emotional Intelligence 

This section was Emotional Intelligence about the Emotional 

Intelligence of the respondents, who work as managers in various 

service industries Self Emotional Appraisal, Other’s Emotional 

Appraisal, Regulating of Emotion and Use of Emotion. 

Input variables: Demographics of the employees, work 
behavior, employee’s perception of the organization, 
willingness to go beyond the call of duty. 

Output variables: Satisfaction levels of the customers, trust, 
value for money, Goodwill for the organization, 
Organizational performance. 

Techniques and Scales used to measure variables 

The Reliability and Validity of the Scales 

Reliability and validity of the scale is important for 
obtaining meaningful results. Validity and reliability relate 
to the interpretation of scores from psychometric instruments 
(e.g., symptom scales, questionnaires, education tests, and 
observer ratings) used in clinical practice, research, 
education and administration. The main concern for 
performing validity and reliability is to develop a 

measurement that reflects a true score of the variables being 
measured [2]. 

Most psychological societies (e.g., British Psychological 
Society) and academics suggest that an acceptable level of 
reliability for psychometric tests is as under: 

Reliability Analysis of the scale 

Reliability analysis was employed to test the consistence 
level and relationship between groups of statements 
designed in the questionnaire. The reliability of the 
Organizational Citizenship Behavior, Emotional Intelligence 
and Personality Factors scale was analyzed by Cronbach’s 
coefficient alpha. The alpha is a figure that ranges between 0 
and 1. According to Cohen, the Cronbach’s alpha value at 
0.6 is marginally reliable while 0.91 or above is highly 
reliable. Cohen also suggests that the Cronbach’s alpha 
value which is over 0.7 shows there are good estimates of 
internal consistency reliability. Cronbach’s alpha value was 
calculated as follows: 
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Where 

N2: The square of the number of items in the scale; m 
(COV): The mean interterm covariance; Sum (VAR/COV): 
Equals the sum of all the elements in the variance/ 
covariance 

Reliability and Validity of Respondent Satisfaction 
Dimensions (Table 3) 

Table 3. Reliability Statistics of Organizational Citizenship 
Behavior, Emotional Intelligence and Personality factors. 

Cronbach’s 

Alpha 

Cronbach’s 

Alpha based on 

std. items 

No of Items 

.856 .826 86 

As shown in Table 3 the Cronbach’s alpha value for 
satisfaction dimensions is .856. In other words, satisfaction 
dimensions have reached an acceptable level of Cronbach’s 
alpha value above 0.7, so it can be concluded that 
Organizational Citizenship Behavior of the respondent’s 
satisfaction dimensions has a high reliability. The test, as a 
data collection tool, must produce information that is not 
only relevant but free from systematic errors; that is, it must 
produce valid information. In general, a test is valid if it 
measures what it claims to measure. A test, however, does 
not possess universal and eternal validity. It may be valid for 
use in one situation but invalid if used in another. Cronbach 
states that a test which helps in making one decision in a 
particular research situation may have no value at all for 
another. According to Zikmund and Babin [3] validity is the 
accuracy of a measure or the extent to which a score 
truthfully represents a concept. In other words, Validity is 
concerned with the test being capable of testing what it was 
designed for, which is not as simple as it seems [4]. 

DEMOGRAPHIC STATISTICS 

The following sample (Table 4) descriptive will be of value 
in understanding the sample characteristics. The 
demographic variables on which data taken was from the 
respondents were Gender, Marital status, Age, Education, 
Industry, Income, and work experience. 

Out of total respondents 54.9 per cent belonged to married 
status followed by 43.3 percent belonging to single category. 
The marital status variable was used to look at whether 
marriage is associated with the employee’s work behavior. 
Whether the social, financial and emotional impact of 
marriage might result in desirable workplace behavior is a 
question that would interest organizations stakeholders. 

Table 4. Demographic Profile of the Respondents. 

Attributes Distribution Frequency % 

Gender 
Male 259 63.79 

Female 147 37.21 

Marital Status 

Married 223 54.9 

Single 176 43.3 

Divorced 4 1.0 

Separated 3 .8 

Age 

18-23 16 3.9 

24-29 189 46.6 

30-35 84 20.7 

36-40 42 10.3 

41-45 23 5.7 

46-50 7 1.7 

>50 45 11.1 

Education 

Graduate 23 5.7 

Professional 

Graduate 
33 8.1 

Postgraduate 23 5.7 

Professional 

Postgraduate 
322 79.3 

Higher than 

Postgraduate 
5 1.2 

Annual 

Income 

< 5 93 22.9 

6-10 137 33.7 

11-15 75 18.5 

16-20 33 8.2 

21-25 18 4.4 

>25 50 12.3 

Number of 

years in the 

industry 

>5 183 45.1 

6-10 102 25.1 

11-15 34 8.4 

16-20 34 8.4 

21-25 12 3.0 

26-30 8 2.0 

31-35 24 5.9 

>35 9 2.2 
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Ascertain the relationship between demographic factors, 
OCB and Emotional Intelligence 

The prime objective of the study is to explore association 
between demographic variables with OCB and Emotional 

Intelligence like Conscientious and Agreeable depicts in 
Table 5. This has been performed with the help of SPSS by 
using Chi-Square and Crammer V Statistics. 

Table 5. A Table Showing Consolidated Statistical Summary for Testing Of Hypothesis. 

Hypothesis 
Chi Square 

value 
P-Value

Crammer 
V 

Strength 
Hypothesis 
Accepted/ 
Rejected 

There is significant association between 
Gender and Interpersonal Helping 

9.728 .033 .109 weak Accepted 

There is significant association between 
Gender and Personal Industry 

5.352 .719 .081 weak Rejected 

There is significant association between 
Gender and In-role Behavior 

6.342 .699 .023 Weak Rejected 

There is significant association between 
Work Experience and Interpersonal 
Helping 

30.801 .053 .159 weak Accepted 

There is significant association between 
Work Experience and Personal Industry 

33.673 .212 .144 weak Rejected 

There is significant association between 
Work Experience and In-role behavior 

29.673 .112 .004 Weak Rejected 

There is significant association between 
Gender and Loyal Boosterism 

3.578 .466 .066 weak Rejected 

There is significant association between 
Gender and Individual Initiative 

8.752 .619 .114 weak Rejected 

There is significant association between 
Work experience and Loyal Boosterism 

27.111 .019 .568 Moderate Accepted 

There is significant association between 
Income and Loyal Boosterism 

27.835 .006 .648 Strong Accepted 

There is significant association between 
Income and Individual Initiative 

12.561 .973 .089 weak Rejected 

There is significant association between 
Income and Interpersonal Helping 

19.88 .339 .129 weak Rejected 

There is significant association between 
Income and Personal Industry 

12.561 .973 .089 Weak Rejected 

I There is significant association between 
Income and In-role behavior 

24.562 .862 .079 weak Rejected 

There is significant association between 
Gender and Conscientiousness 

102.297 .000 .746 Strong Accepted 

There is significant association between 
Work experience and Conscientiousness 

41.303 .005 .484 Moderate Accepted 

There is significant association between 
Income and Conscientiousness 

38.461 .003 .424 Moderate Accepted 

There is significant association between 
Gender and Agreeableness 

9.385 .153 .108 Weak Rejected 

There is significant association between 
Work Experience and Agreeableness 

56.298 .000 .764 Strong Accepted 

There is significant association between 
Income and Agreeableness 

44.223 .001 .564 Moderate Accepted 

There is significant association between 
Gender and Self Emotional Appraisal 

5.352 .719 .081 weak Rejected 

There  is significant association between 
Gender and Other’s Emotional Appraisal 

4.923 .418 .023 weak Rejected 

There is significant association between 4.822 .567 .077 weak Rejected 
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Gender and Use Of Emotion 
There is significant association between 
Gender and Regulation Of Emotion 

10.139 .255 .112 weak Rejected 

There is significant association between 
Age and Self Emotional Appraisal 

38.662 .030 .154 Weak Accepted 

There is significant association between 
Age and Other’s Emotional Appraisal 

40.224 .020 .346 weak Accepted 

There is significant association between 
Age and Use Of Emotion 

16.516 .557 .117 weak Rejected 

There is significant association between 
Age and Regulation Of Emotion 

15.202 .915 .097 weak Rejected 

There is significant association between 
Income and Self Emotional Appraisal 

12.561 .973 .089 weak Rejected 

There is significant association between 
Income and Other’s Emotional Appraisal 

10.231 .884 .024 weak Rejected 

There is significant association between 
Income and Use Of Emotion 

28.549 .052 .446 Moderate Accepted 

There is significant association between 
Income and Regulation Of Emotion 

23.395 .497 .204 weak Rejected 

There is significant association between 
Work Experience and Regulation Of 
Emotion 

20.673 .202 .012 weak Rejected 

There is significant association between 
Work Experience and Self Emotional 
Appraisal 

33.672 .212 .144 Weak Rejected 

There is significant association between 
Work experience and Other’s Emotional 
Appraisal 

29.110 .111 .155 weak Rejected 

There is significant association between 
Work experience and Use Of Emotion 

16.326 .961 .142 Weak Rejected 

H1: The gender of the participants in the study was revealed 
to be associated with their Interpersonal Helping (p value 
.033) and it revealed a weak association. Male respondents 
were found to be more inclined to helping co-workers to 
perform their job responsibilities in a better manner, when 
they need help to do so than female respondents [5]. Men 
tend to help others who flounder under a heavy workload 
and especially extending a helping hand to new or 
inexperienced employees. Women employees tend to be less 
forthcoming than men in offering to help others improve 
their performance, if it is not in their job description. This 
may be because women perceive more biases against them 
than men [6]. 

H2: Work experience in years of the respondents was found 
to be associated with Interpersonal Helping (p value .053) 
but this has shown a weak strength. Those with less than 5 
years’ experience in the industry are more willing to help co-
workers and go beyond the remunerative role description. 
This could be because of the need for success of the 
relatively new entrant into the organization [7]. Those who 
have more experience seem less inclined to offer help 
beyond their specified role and responsibilities [8]. 

H3: Work experience in years of the respondents was 
depicted to be associated with Loyal Boosterism (p value 
.019). Further, it was found to be moderate association. 
Those with less than five years of experience in the industry 
were found to be the most inclined to defend the 
organization when other employees or outsiders criticize it 
[9]. They actively promote the organizations products to 
friends and family and feel proud to represent the 
organization. Those with 6 to 10 years’ experience also 
exhibit this behavior but to a lesser extent [10]. 

H4: Income of the respondents was discovered to be 
associated with Loyal Boosterism (p vale .006). Moreover, 
this association was found to be a strong one. Those within 
the income bracket of 6to 10 lakh per annum showed the 
most pride in the organization in public and encourage use 
of its products [11,12]. 

H5: Gender of the respondents was ascertained to be 
associated with the personality factor of Conscientiousness. 
It was found to be a strong association (p value .000). Male 
employees tend to more planned and systematic in execution 
of their duties than women employees [13]. They are found 
to be more cautious and controlled in their work behavior. 
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Gender of the employee plays a part in whether they 
approach work systematically or impetuously [14]. 

H6: Number of years of experience of the respondents was 
observed to be associated with the personality factor of 
Conscientiousness. Further, this association was found to be 
a moderate one (p value (.005). Employees with less than 5 
years of experience tended to be more responsible and work 
hard in a goal-oriented manner [15]. After this it was the 
group with experience between 6 to 10 years that exhibited 
conscientious behavior of doing work in an organized 
manner and strictly observing work norms [16,17]. 

H7: Income of the respondents was revealed to be associated 
with the personality factor of Conscientiousness [1]. It 
revealed a moderate strength (p value (.003). Those who 
earn between 6 to 10 lakh per year was found to be more 
diligent in discharging their duties in a timely manner and 
were disciplined in their approach to work. After this the 
category of those with 11 to 15 years of experience showed 
the same organized and systematic traits [18]. 

H8: Number of years of experience was depicted to be 
associated with the Personality Factor of Agreeableness 
[19]. Moreover, this association was found to be a strong 
one (p vale .000). Employees with less than 5 years in the 
industry was found to be more polite, obliging to their 
colleagues as well as customers and more sympathetic to 
others’ difficulties in work situations [20]. After this group 
those with 16 to 20 years of experience showed a greater 
tendency to encourage and promote social harmony by their 
co-operative behavior. 

H9: The Income of the participants in the study was 
determined to be associated with their Agreeableness factor 
and it showed a moderate association (p value .001). Those 
in the 6 to 10 lakh per annum income bracket had the most 
prominent tendency to put other peoples’ needs before their 
own and they found fulfillment in reaching out to those 
coworkers who needed their help. They were more trusting 
of others and in turn trustworthy themselves. They value 
their ability to get along with others and consequently are 
willing to compromise and be considerate [17,21]. 

H10: Age of the respondents was found to be associated 
with the Self Emotion Appraisal dimension of Emotional 
Intelligence. It was found to be a weak association (p value 
.030). Those in the 24 to 29 age group were found to be 
better able to perceive, understand and manage their 
emotions. The information processed from emotions result 
in certain adaptive behaviors perceived as beneficial in the 
social setting [22,23]. 

H11: The Age of the participants was revealed to be 
associated with the Others’ Emotional Appraisal dimension 
of Emotional Intelligence. Moreover, this association was 
found to be a weak one (p value .020). Those employees 
who are in the 20-24 dominated in identifying and 
understanding the emotions of people around them. The 

information gathered by recognizing and understanding the 
emotions of those around them in the workplace gives them 
an advantage in managing those emotions in a manner 
beneficial to the organization [10]. Those in the age group of 
30 to 35 come next in being able to recognize and 
understand others’ emotions. 

H12: The income of the participants in the study was 
observed to be associated with their ability to do Others’ 
Emotional Appraisal and it revealed a moderate association 
(p value .052). Those in the 6 to 10 lakh are the most 
dominant in appraising the emotions of those around them. 
This enhances their ability to process the emotional 
environment at their workplace and adopt behavior suitable 
for the better functioning of the organization [24]. Those 
with less than 5 lakh per year are next in exhibiting the 
ability to appraise others’ emotions, followed by those in the 
11 to 15 lakh bracket [25]. 

CONCLUSION AND LIMITATIONS 

The study concluded that certain demographic factors do 
influence two of the Organizational Citizenship Behavior, 
Interpersonal Helping and Loyal Boosterism. Interpersonal 
Helping is the discretionary and non-remunerable work 
behavior of individuals which is beyond the job 
responsibilities specified in the job description where they 
go out of their way to help their colleagues. These behaviors 
are entirely voluntary and do not impact the compensation or 
monetary rewards that the employee in entitled to. It is 
shown that men are more inclined to offer help to new 
employees and those who have difficulties in discharging 
their duties. Those with less than 5 years’ experience in the 
industry are more likely to go beyond the call of duty and 
help co-workers [26]. As one grows in the organization one 
may have more and more responsibilities which may hinder 
Interpersonal Helping. Those with less than five years in 
experience are also prominent in exhibiting Loyal 
Boosterism. They defend the organization in public and 
encourage use of organization products. Loyal Boosterism is 
exhibited by those in the income bracket of 6 to 10 lakhs per 
annum. Thus, it is those at the beginning of their career who 
dominate in Loyal Boosterism [27]. 

Demographic factors were also found to be associated with 
Emotional Intelligence dimensions [28]. Those in the age 
group of 24 to 29 are shown to be better able to perceive 
their emotions though the association is a weak one. This 
stage is crucial for career development and the recognition, 
and it can be surmised that they utilize their perception of 
emotions to make better career-oriented decisions. The same 
age group is shown to be more adept at perceiving the 
emotions of others as well though this is also a weak 
association; the income variable shows a moderate 
association with the ability to perceive others’ emotions. 
Those in the 6 to 10 lakh brackets dominate in the ability to 
perceive others’ emotions. This shows that the information 
synthesized for the perception of self and others’ emotions 
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help those at the beginning of their career to better decision 
making [29,30]. 

Since Personality Factors are traits and not behavior their 
association with demographic variables throws valuable 
light on human nature [31]. Personality factors are one of the 
most important ingredients that define a human being. The 
association between different demographic units and 
personality factors has been a matter of great interest for 
management researchers and thinkers [32]. Goldberg’s [32] 
taxonomy of personality factors as defined in the Five Factor 
model contains the most comprehensive collection of 
personality traits witnessed in the global population. Hence 
the findings from this research of the association between 
two of the Personality factors, Conscientiousness and 
Agreeableness to various demographic factors are of major 
significance. Gender is shown to be associated strongly with 
the personality factor of Conscientiousness. Number of years 
in experience and Income are also associated with moderate 
strength to Conscientiousness. It is seen that men are more 
planned and systematic in their approach to work. Social 
factors in India which free men from most domestic 
responsibilities may result in their greater ability to approach 
work in an organized manner [33]. Employees with less than 
5 years’ experience followed by those with 6 to 10 years 
dominate in conscientious behavior. This is crucial to their 
progress in the organization which triggers the behavior. For 
the same reason those who earn between 6 to 10 lakh per 
year was found to be more diligent in discharging their 
duties in time and with attention to detail [34]. Number of 
years in experience is strongly associated with 
Agreeableness and Income is moderately associated with 
Agreeableness. Those that have spent less than 5 years in the 
industry were prone to be more polite and accommodating 
with both colleagues and customers. This may be due to 
their need to generate goodwill as a means to advancing in 
the career path. Interestingly, the next demographic group 
who exhibited Agreeableness was those with 16 to 20 years 
of experience. This shows that by the time people reach the 
middle management levels they are once again conscious of 
the need for harmony in the workplace for increased 
productivity. Only these personality factors were shown to 
have a significant association with demographic factors. 

There are of course, a few limitations which cannot be 
solved by any probabilistic approach. These include the 
Geographical area of the study is limited to metro like 
Bengaluru where IT industry is concentrated. Secondly, 
answers being influenced by personal biases cannot be ruled 
out. 

Managerial Implications 

The study proven this relationship can be used to adapt the 
recruitment process to select employees who are likely to 
express Organizational Citizenship Behaviors to increase the 
organization’s effectiveness. The training process can also 
be made more effective if employees with the required 

emotional temperament and personality factors predisposed 
to excel in client interaction can be selected. In fact, all the 
other Human Resource functions like, Talent acquisition and 
management, Compensation and Benefit management, 
Succession planning etc. can be made more effective and 
efficient if the proposed relationship between the variables 
can be proven. The data about the three studied variables for 
each employee can be collected at entry level and analyzed 
to predict and enhance desirable role behavior. 

The finding that Demographic factors have a significant 
association with certain dimensions of Personality Factors, 
Emotional Intelligence, and Organizational Citizenship 
Behavior will be extremely useful in not only enhancing but 
also predicting task performance. Understanding the 
relationships between these variables will enable managers 
to generate positive workplace behaviors that can contribute 
to better service interactions. It will be extremely useful in 
most of the Human Resource functions as recruitment and 
selection, training and development, performance 
management, career management etc. 
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