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Abstract. Trust given by the company to each of the employees can 

motivate them to contribute to the company development. Employees got 

to motivate themselves internally to improve their role in the organization 

for winning the competition. The purpose of this research is to investigate 

the effect of organizational trust and organizational citizenship behavior 

towards employee performance in Fave Hotel Rungkut Surabaya, 

Indonesia. Fave Hotel needs to empower the employee to improve their 

competitiveness. The surveys were distributed to permanent employees 

who have been working for at least one year. There were 52 persons who 

filled the surveys. The surveys used a Likert scale. The data was processed 

using Partial Least Square software. First, the results indicated that 

organizational trust affects organizational citizenship behaviors. Second, 

organizational trust affects company performance. Third, organizational 

citizenship behavior affects employee performance. Fourth, organizational 

citizenship as an intervening variable can improve organizational trust for 

employee performance. Fave Hotel commits to empower their employee 

through organizational trust and improves employee’s role with 

organizational citizenship behavior. 
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1 Introduction 

This day, a budget hotel requires all employees to have a multitasking ability besides 

having a team working ability. This is required because the budget hotel requires efficiency. 

So, it is common to have fewer employees, and the employees have more tasks. Trust is a 

psychological condition of someone when someone has finally agreed to make himself 

serve other people because he has a positive expectation of how a thing can change [1]. 

Trust in an organization can be a competitive advantage for the company’s internal 

condition which has a massive effect on a company’s development. Development in a 
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company is determined by its human resources; it can achieve its best performance if it 

involves human resources in its activity. OCB (Organizational Citizenship Behavior) also 

affects the company, especially human resources. The company needs its employee’s 

ability, knowledge, and effort for its operational and administration activity. Human 

resources also improve the effectivity and efficiency of the company. A critical aspect of 

human resources is OCB. Performance is the result of an individual’s work, both quality, 

and quantity, to achieve the company’s purpose [2]. Teamwork is a factor that affects and 

improves employee’s performance in the hotel. Teamwork is required in the hospitality 

industry [3]. This is caused because of the service industry, like the budget hotels have 

fewer employees, and they are required to work together. It is also required for the hotel 

leader. If a leader could not show his leadership, then the employee would not have OCB. 

This could make the leader not to be a good example for the employee. Employee’s 

positive behavior can support individual performance and company performance for better 

company development [4]. Creating a good human resource is all about employee 

performance. If the employee works effectively, then the company will run effectively too. 

Performance is the result of individual work, both quality, and quantity, given the 

responsibility to the person itself. Performance is a result that is created as a benchmark 

compared to the results given. 

The phenomenon in the Fave Hotel Rungkut, Surabaya, Indonesia had three variables, 

which were Organizational trust, Organizational citizenship behavior, dan employee 

performance. Fave Hotel had 50 to 55 employees. The organizational trust phenomenon has 

already created in the Fave Hotel Rungkut. Each employee works and builds 

communication with its superior and other employees. If there was a complain from the 

guest, the complain was done well. The trust created in Fave Hotel Rungkut also can be 

seen from the employee. Organizational citizenship behavior was not created directly in 

Fave Hotel Rungkut. Fave Hotel Rungkut was a budget hotel that required each employee 

to have a multitasking ability and teamwork among the other employee. This is because a 

budget hotel required efficiency. No wonder if employees are fewer, and some of them 

have a double job description. Nevertheless, everyone does their part without arguing. If the 

guest comes at night, the employee doesn’t have any problem working longer than the day. 

This research defined how big is the effect of organizational trust towards organizational 

citizenship behavior, the effect of organizational trust towards employee performance, and 

the effect of organizational citizenship behavior towards employee performance. 

2 Background theory 

2.1 Organizational trust 

Trust in an organization is one of the most important aspects of building organizational 
culture. Trust in an organizational can be described as three things, which are: integrity 
trust, character, and leadership, trust in the relationship, trust with integrity, honesty, and 
justice among other employees. Trust in an an organization is phycology that is contained 
in a condition to accept lack based on positive hope or intention from other people [1]. 

Employee trust toward the company can improve performance and have positive impact 

on another employee. Organization culture is a value that is developed in an organization, 

in which the value is used to direct employee behavior [5]. Employee behavior is 

influenced by the work environment that is created by the organization culture, where the 

culture is hoped to improve the company’s performance. Organizational culture has the 

possibility to change in time, the employee can change them, and these changes of behavior 

have a role in creating organizational trust. There are five indicators of organizational trust, 

which are: integrity, competence, consistency, loyalty, and transparency [6]. 
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2.2 Organizational citizenship behavior 

Citizenship behavior is described as a volunteer activity of the employee that has the 

possibility to be valued or not to be valued but can contribute to the organization to 

improve all work [7]. Organizations in common assume that to achieve a competitive 

advantage, the one that is needed is the individual ability of the employee because 

individual work will affect teamwork. A good performance is not just based on individual 

ability but also based on employee behavior. The behavior required is not only in-role but 

also extra-role. Extra-role behavior is also called OCB. The OCB is individual behavior that 

is directly or indirectly acknowledged by the formal reward system and contributes to 

effectivity and efficiency organizational function [8]. OCB dimensions are: altruism which 

is a discretionary behavior from employee which help their partner in problem that can be 

measured by behavior; courtesy which is a discretionary behavior from employee which is 

over of organization’s rules in case of abstention; civic virtue which is individual behavior 

that showing responsibility in participating with the organization; conscientiousness  which 

is employee behavior of obeying rules, taking rest, and the base factor of company in 

reducing conflict; sportsmanship which is employee’s willingness to tolerate unideal 

condition [9, 10]. 

2.3 Employee performance 

The employee performance is a frame of employee behavior to contribute positively or 

negatively towards the company’s purpose [7]. Employee performance is the result of 

employee work, which is a process of management in which the proof of the result can be 

shown and measurable. Employee performance is the result of the work qualitatively or 

quantitatively achieved by the employee [11]. 

The measurement of performance is important to do. The purpose of the measurement is 

to know whether the employee can finish his job in accordance with the time given. 

Performance measurement can be done to a tangible and measureable work. Therefore, it is 

needed to have a quantitative measurement. Performance measurement can be done to six 

aspects which are: result, knowledge, initiative, dexterity, behavior, dicipline in time, and 

absent [12]. 

2.4 Relationship between concepts and research hypotheses. 

The employee can motivate themself. This is because organizational trust is a stimulus to 

organizational citizenship behavior significantly through employee motivated behavior 

[13]. In a relationship that has high organizational trust, loyality and organizational 

citizenship behavior can appear from the employee through contribution. The employee 

will volunteerly show more behavior if the employee assumes the organization where they 

work can be trusted. The relationship of organizational trust toward organizational 

citizenship behavior [14]. The result was organizational trust had a significant effect on 

organizational citizenship behavior. Thus: 

H1:  Organizational trust has a positive effect on organizational citizenship behavior in 

Fave Hotel Rungkut 

 

Organizational trust effect employee performance and can build a dynamic organization 

environment [5]. Organizational trust as an intervening variable for ethical leadership on 

organization innovation with the result that organizational trust can improve organizational 

innovation on a public sector company in Lithuania [15]. Thus: 
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H2:  Organizational trust has a positive effect on employee performance in Fave Hotel 

Rungkut. 

 

The effect of OCB on performance efficiency can be seen when the company can 

achieve its goal. The higher the OCB, the higher the performance efficiency. OCB is a 

behavior burdened by the company. Besides that, the higher the OCB can define how big 

the task and the responsibility that can be finished based on a commitment to be a better 

employee. With a willingness to achieve organizational goal, then this can define the 

efficiency of company performance [16]. 

Organizational citizenship behavior improves the performance in small and middle 

company in Bucharest, with 73 samples to SMEs (small and medium enterprises) [17]. 

Good relationship with a leader with building organizational citizenship behavior could 

affect company performance, especially in the product quality and quantity [18]. 

H3:  Organizational citizenship behavior has a positive effect on employee performance in 

Fave Hotel Rungkut. 

3 Research method 

This research is descriptive quantitive research, which means that research about data 

collected in numbers, even if it is supported by qualitative research as supportive research. 

This method is called a quantitative method because the data is done in numbers and using 

a statistic analysis. The population is not just on the amount of object studied, but also all 

characteristic that is had by the object [19]. 

The population is an employee in Fave Hotel Rungkut, Surabaya, Indonesia which was                                  

52 employees. The research is done to know the level of employee performance in Fave 

Hotel Rungkut Surabaya. The appropriate method used was descriptive quantitative 

research. The sample’s characteristic used in this research is the respondent who qualified 

to answer the applied research, which was all 52 employees in Fave Hotel Rungkut called 

by saturated population. The data collection method is through a questionnaire. The 

questionnaire is a data collection technique where the respondent fill the survey completely. 

The analysis technique used in this research is a quantitative analysis using the SEM 

model with smartPLS software version 2.0. SEM can test the direct and indirect effects on 

variables [20]. Sem is a statistic technique to test and estimate the causal relationship with 

integration factor analysis and path analysis. Pls is one of analysis method based on 

variance designed to finish a multiple regression when a specific problem on data occur, as 

the small amount of research sample model evaluation in pls done with evaluating the outer 

model and inner model. The first outer model test is the construct validity test to show how 

good the result was to describe a construct. A strong correlation between construct and 

indicators is more than 0.5. validity test was done, and the result was a lot of indicators has 

a value under 0.5. This can cause an invalid process, so some items had to be deleted which 

are: do things according to words (X13) with factor loading of 0.499; not misusing other 

people rights (X24) with factor loading of 0.387; try to avoid problem (X25) with factor 

loading of 0.436; realizing the impact of work (X26) with loading factor of 0.259; avoid 

problem when working (X27) with factor loading of 0.471; produce performance that 

exceed standard (X28) with loading factor of 0.241; and not blaming other people of self-

mistake (Y17) with loading factor of 0.379. The second stage had all meet the requirements 

of more than 0.5 (table 1). 

Outer model test result composite reliability is rated good if the value is more than 0.7. 

Composite reliability for organization trust is 0.862; organization citizenship behavior 

0.858; employee performance 0.824. each variable had the composite reliability of more 

than 0.7, which means it can be concluded that the reliability met the requirement. 
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Table 1. Convergent Validity Test 

Variable Measurement item Loading factor 

Organization Trust 

(X1) 

X1.1 Honest working 0.755 

X1.2 Work seriously 0.703 

X1.4 Keeping promises to a colleague 0.603 

X1.5 Sharing ability 0.543 

X1.6 Developing self-ability 0.724 

X1.7 Obeying company rules 0.607 

X1.8 Honest to colleague 0.522 

X1.9 Work with enthusiasm 0.641 

X1.10 Transparency toward company 0.630 

Organization Citizenship 

Behaviour 

(X2) 

X2.1 Helping absent colleague 0.657 

X2.2 Helping a busy colleague 0.569 

X2.3 Voluntarily helping colleague 0.716 

X2.9 Keeping a relationship with a 

colleague 

0.633 

X2.10 Not much whining the company 0.634 

X2.11 Not looking for a company mistake 0.616 

X2.12 Focus on positive things 0.715 

Employee Performance 

(Y) 

Y1.1 Understanding the work 0.777 

Y1.2 Can work exceeding the standard 0.658 

Y1.3 Can work with the time given 0.618 

Y1.4 Producing an expected result 0.658 

Y1.5 Doing the work right 0.555 

Y1.6 Willing to do the work until finished 0.670 

 

4 Analysis and discussion 

The inner model is a structural model to predict the causal relationship between latent 

variable. Through the bootstrapping process, a t-statistic parameter test was obtained to 

predict the causality relationship. The causal relationships developed in the model needs to 

be tested with the null hypothesis. This hypothesis declared that the regression coefficient 

between the relationship is not different from null through t test like in the regression 

analysis. Hypothesis test in this research is done with an inner model test, which is an 

exogen latent variable on endogen and endogen latent variable to endogen variable. 

Hypothesis using 5 % alpha with the t-test used is 1.96, so the hypothesis will be refused if 

the t-test value is below 1.96. The result of data analysis for hypothesis test is in Table 2.   
 

Table 2. Results Inner Model for Hypothesis Test 

Effect of Variable Original sample 

estimate 

Mean of 

subsamples 

Standart deviation t-statistic 

X1 -> X2 0.741 0.747 0.029 5.824 

X1 -> Y1 0.508 0.501 0.082 6.211 

X2 -> Y1 0.303 0.313 0.079 3.848 

 

Organizational trust in organizational citizenship behavior had a gamma coefficient of 

0.741 and a t-statistic of 5.824 > 1.96. that means organizational trust has a positive effect 

on organizational citizenship behavior in Fave Hotel Rungkut. This can be seen from the 

mean value of the survey that showed a value of more than 4.2 and was categorized as high. 

The mean result of variable organizational citizenship behavior also showed a value of 

more than 3.4 with a high category. This result is in line with the fact that showed the Fave 
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Hotel Rungkut keeps on building a better organization trust. The mean result of 

organizational trust shows the highest indicator is loyalty in the item x19 which is working 

honestly and developing self-ability. This shows that when the employee works with 

enthusiasm, then the employee shows a sense of trust to the company through good 

behavior. 
Organizational trust in employee performance based on table 2, coefficient gamma is 

0.508, with a t-statistic of 6.211 > 1.96. The result shows that H2 is accepted. This means 
that organizational trust has a positive effect on employee performance in Fave Hotel 
Rungkut. Statistic result shows that employee performance in Fave Hotel Rungkut can be 
categorized as high. This can be seen from the mean value of 4.2 and categorized as high. 
The mean result of variable employee performance also shows 3.4 value and categorized as 
good. The result is in line with the fact that show Fave Hotel Rungkut employees keep on 
carrying out the task with the time given to them. This can be created through the 
application of clear job description. The mean result of variable employee performance 
shows the highest indicator is quantity, which is on item y13, which is doing the task on 
schedule. This finding also supported by the previous research that organizational trust 
affects employee performance [21]. 

Organizational citizenship behavior on employee performance based on Table 2 has the 
gamma coefficient of 0.303 with a t-statistic of 3.848 > 1.96. The results showed that H3 
was accepted. Thus, organizational citizenship behavior has a positive effect on employee 
performance in Fave Hotel Rungkut. Statistic results showed that organizational citizenship 
behavior in Fave Hotel Rungkut could be categorized as high. This can be seen from the 
mean value of over 4.19 and categorized as high. The finding was in line with the fact that 
in Fave Hotel Rungkut, employees appreciate every right the company gave to the 
employee, so a high organization citizenship behavior can be created. The highest indicator 
was item X23, which was a volunteer in helping other employees in their job. 

5 Conclusion 

Based on the research result, this research can be concluded that organizational trust has a 
positive effect on organizational citizenship behavior in Fave Hotel Rungkut, with working 
honestly and developing self-skill to inspire other employees in their job. Organizational 
trust has a positive effect on employee performance in the Fave Hotel Rungkut with 
working honestly and developing self-skill to inspire other employees can improve the 
knowledge of the job. Organization citizenship behavior in the Fave Hotel Rungkut 
voluntarily helps other employees in their job and focusing on the hotel goal. Also, positive 
things for the hotel can give knowledge for the employee and improving their skills in 
finishing the job.   
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