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Abstract – Organizational citizenship behavior is behavior related to contributions outside the formal role displayed by an employee 

and does not expect formal rewards or gifts with the aim of achieving organizational goals and effectiveness. Organizational 

citizenship behaviour is  voluntary behavior outside the formal role that does not expect rewards and can provide benefits to the 

organization. One of the organizational citizenship behavior predictor is self efficacy. Self efficacy can improve and build ideal 

employee behavior so that organizational performance is more effective . Another predictor of organizational citizenship behavior is 

employee engagement. Employee engagement is a condition where a person has a sense of satisfaction and has a positive mind about 

his work which is characterized by high enthusiasm, dedication and absorption in doing work. This study aims to find out the 

influence of self efficacy and employee engagement towards organizational citizenship behavior using three measuring instruments; 

organizational citizenship behavior scale, self efficacy, and employee engagement scale. The data was analyzed by multiple regression 

method and showed that self efficacy and employee engagement significantly influenced organizational citizenship behavior. It means 

there is contribution of self efficacy and employee engagement towards organizational citizenship behavior among PT. Prudential Life 

Assurance agents. 
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I. INTRODUCTION 

 

Insurance should have a strategy to faces the challenge with positive growth. Insurance companies must be prepared and survive 

to face the condition of domestic and global issues. Prudential  Life Assurance is one of the insurance companies in Indonesian 

and it’s a part of Prudential PLC, a leading group of financial companies. The company mission is to become the best retail 

financial service company in Indonesian, over the expectations of clients, sales, staff and stake holder, by providing good 

service, quality products, professional agents which has highly committed, and profitable investment income. PT. Prudential 

Life Assurance in Indonesia was founded in 1995. As part of a group with more than 167 years of experience in the life 

insurance industry, Prudential Indonesia is committed to developing its business in Indonesia. Prudential Indonesia provides a 

variety of products and services designed to meet and complete every financial need of its customers in Indonesia (Investor, 

2016). 

 

The insurance business is about the trust of customers and the conscience of an agent or marketer. The way agents serve clients 

is a reflection of the personal paradigm of agents themselves (Patton, 1998). The success of a company in carrying out its 

functions depends on the quality of human resources in it (Luthans, 2006). Human resources in this company are agents who are 

the main assets of the company who are planners and active actors in every activity of the organization (Malayu, 2011). 

Personal selling is mostly done in the insurance field (Sudarsono, 2002). Their task is very challenging, if they do not represent 

the famous company, then they must increase their credibility (Madura, 2001). Agents must not only introduce available 

insurance products and try to make prospective clients willing to buy the product, but must also be able to educate and approach 

potential clients in a healthy sense and have funds to buy products according to clients needs. Agents must be able to identify 

clients needs because they can influence their behavior (Widjaja, 1993). 

 

Insurance agents have their own challenges in running their business, including awareness of insurance in Indonesia is still low, 

and the influence of the social strata of society itself. The ratio of insurance premiums, life insurance premiums for example 

compared to gross domestic product (GDP) by Nielsen Indonesia last year was only 1.6%.  
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This figure is the lowest compared to Asian countries such as India, which has more population, but the ratio is twice that of 

Indonesia, which is 3.1%. Or Malaysia which has a premium to GDP ratio of 3.2%. Compare also with Thailand, which 

amounted to 3.8%, Singapore 4.4%, and Hong Kong which reached 11.7%. The Financial Services Authority also released data 

that out of around 240 million people in Indonesia, only 18% or around 43.2 million understood insurance. And of that number 

only 12% or around 28.8 million have insurance products. This means that the Indonesian people do not have protection when 

they experience a disaster. OJK survey results show that the lower the social strata of society, the lower the level of financial 

literacy (Investor, 2016). 

 

In the field itself, agents do not only sell insurance products but also want to help clients who are experiencing difficulties 

(helping clients when summit a claim), accompanying and financing clients to the laboratory if when applying need requested 

for medical check-up, keeping good relationships with clients because of the benefits of long-term insurance products until the 

clients dies, monitor the due date of the policy payment, visit clients to the hospital, follow-up for withdrawal of funds if the 

clients requires investment, find information on education costs according to inflation if the clients takes the program to 

education insurance, making financial planning according to clients needs, even making an appointment with a doctor to find 

out the range of hospital costs so that clients can get hospital costs according to the benefits of insurance without any difference 

in costs. These are things that are actually outside of the job description of a agents. For this reason, OCB is important for 

insurance agents. 

 

Therefore, in the face of business competition, the company does not only demand employee performance as an HR in 

accordance with what is expected. The company also really needs employees who are willing to work beyond what should be 

done (Organ, 1988). OCB is a beneficial behavior carried out by employees, free from the provisions or obligations with the 

aim to help achieve organizational goals (Organ et.al, 2006). OCB can help organizations to achieve the desired standard, where 

every personnel in the organization must be able to exceed the standards set by the organization (Sarwono & Soeroso, 2001). 

The OCB concept are to be more innovative, flexible, productive and responsive for the survival and success of the organization 

(Garg & Rastogi, 2006). Basically, OCB behavior has specific characteristics, namely behavior that goes beyond the formal 

role that becomes the task or job description in an organization that is done voluntarily and is fully aware of the interests of the 

organization and is not a demand listed in an organization (Greenberg & Baroon, 2003).  

 

One of the factors that influence OCB is self-efficacy. Every employee must remain in his confidence, so he will avoid 

disturbances that can create a value of his self-confidence decreases. Self-efficacy of self-belief can be obtained, changed, 

enhanced or reduced, through one or a combination of four sources, namely the experience of mastering achievement, vicarious 

experience, social persuasion and emotional arousal (Temes. 2010). Self-belief in the ability to perform tasks that cause the 

individual to be more confident in himself (self assured) and better able to focus on work (Griffin. 2003). As a agents, the 

character of self-efficacy is very important to persuade (convince) others. Agents who are belief in insurance products in the 

company where they work, customers will also be sure of the products they buy from these agents. And when making decisions, 

agents always have a stake, it will make the agents feel engaged (employee engagement). 

 

In addition to efficacy, OCB can also be influenced by employee engagement. Companies will be more fortunate if their 

employees already feel engaged to the company (Sandy & Suharnomo, 2011). Employee engagement influences overall 

company performance and is the key to organizational success and profitability (Ott, 2007). 

Harter, Schmidt and Hayes (2002) define employee engagement as a form of individual involvement, and satisfaction and 

enthusiasm in doing work. Employees who have an engagement to the company will be emotionally and intellectually 

committed to the company and will give their best effort beyond what is expected in a job. 

Bowles & Cooper (2009) states that employees who feel engaged will take some actions such as advocacy (recommending their 

organization as a good place to work or recommending goods and services produced); "Going the extra mile" (do not 

immediately go home when working hours are over, keep trying to give customer needs), volunteering in completing a task, 

showing low opposition and so on. Schaufeli (2003) states that employees who are engaged will have a strong dedication to the 

organization that is characterized by high involvement in efforts to progress the organization, and has the resilience in doing his 

work. 

 

Based on the results of the above research and the opinions of experts, the researcher is interested in knowing how to describe 

the influence of self-efficacy and employee engagement towards organizational citizenship behavior on agents at PT Prudential 

Life Assurance Prustarshine Agency Medan. 
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II. OBJECTIVES AND METHODS 

 

The chief objective of this study is to find out the influence of self efficacy and employee engagement toward 

organizational citizenship behavior among PT. Prudential Life Assurance agents. 

The study participants were 100 agents from one agency who have worked over two years in PT. Prudential Life 

Assurances in Medan, Indonesia. The number of male participants (39 people) and female participants (61 people). Most 

participants were in the age range 25-44 years (63%).  

This study used 3 measuring tools; organizational citizenship behavior scale, self efficacy scale, and employee engagement 

scale. Organizational citizenship behavior scale was based on Organ; Podsakoff; & Mackenzie’s theory (2006) consisting of 19 

items with reliability (α) = 0.860; self efficacy scale is based on Bandura's theory (1997) consisting of 15 items with reliability 

(α) = 0.862; and employee engagement scale is based on Schaufeli's theory (2001) consisting of 12 items with reliability (α) = 

0.864. The three measuring instruments used Likert scale consisting of five choices of answers, namely Strongly Agree, Agree, 

Neutral, Disagree, and Strongly Disagree with score level per item 1 for Strongly Agree to 5 for Strongly Disagree. Items were 

divided into two types; favorable and unfavorable. Validity of measuring instruments obtained through professional judgment 

analsysis and factor analysis using SPSS 17.0. 

 

III. RESULT AND DISCUSSIONS 

 

Hypothesis of the study are H1 = There is an influence of self efficacy on agents organizational citizenship behavior; H2 = 

There is an influence of employee engagement on agents organizational citizenship behavior and H3 = There is an influence of 

self efficacy and employee engagement towards agents organizational citizenship behavior. The five assumption tests for 

multiple regression analysis are fulfilled, so that the research data can use parametric statistical principles. 

Data analysis obtained on self efficacy and organizational citizenship behavior showed p = 0.00; R = 0.277 It means self 

efficacy gives a 27.7%. (significant) influence on organizational citizenship behavior. Data analysis obtained on the employee 

engagement and organizational citizenship behavior showed p = 0.00; R = 0.309. This means that employee engagement has a 

30.9% influence on agents organizational citizenship behavior. The influence of self efficacy and employee engagement 

simultaneously gives p = 0.00; R = 0.581 to agents organizational citizenship behavior. This means that self efficacy and 

employee engagement have an influence on organizational citizenship behavior for about 33,8%, while the remaining 66.2% is 

influenced by other factors. 

The conclusion data analysis above was the stronger self efficacy perceived by agents the higher organizational citizenship 

behavior to the organization will be. Some reasons that may explain this; First, self-efficacy has a positive correlation with 

optimistic variables (Rhodes, 2002). Employees have the confidence to continue to work well even with less than ideal 

company system conditions (Hinton, Simpson, & Smith, 2008). Second, self-efficacy fosters self-confidence, fostering positive 

expectations in employees. Self-efficacy can encourage employees to feel confident about their careers at work. Have peace of 

mind in living his career at work even with a limited career system. Employees continue to carry out their daily work and work 

without seeing any inconvenience to the career system in the organization (Higgins, Dobrow, & Roloff, 2010). Third, belief in 

the ability to perform this task causes the individual to be more confident in himself and more able to focus attention on work 

(Sunarto, 2007). Academic research results are also in line with those conducted by Luthans and Peterson (2002) found that self 

efficacy has a positive relationship with work performance, where individuals with high self-efficacy will tend to be more 

proactive in doing work and show maximum effort in efforts to achieve their goals even when problems arise. 

Supported by Copper (2010) that self-efficacy is positively related to OCB, it can be seen from the collective behavior of 

employees that will enhance and build ideal behavior both individually or in groups of employees so that organizational 

performance is more effective (Matthew, et al, 1993). Copper (2013) also confirms that the efficacy and OCB will contribute to 

the success and effectiveness of the organization. 

The results of further research showed that employee engagement has a significant influence towards agents' organizational 

citizenship behavior. This means that the higher the engagements of the agents, the higher OCB will be. Conversely, the lower 

the engagement of agents, the lower the OCB is for agents. Some of the reasons that may explain this; First, the employee 

engagement is a positive attitude held by marketers towards the organization and organizational values. Employees who are 

supported by the organization will give reciprocity to the organization by giving rise to the OCB behavior  (Shore & Wayne, 

1993).  
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The results of a study conducted by Ariani (2013) showed that the engagement of marketers affected OCB. Second, 

marketers with positive psychological and emotional conditions will generally have an engaged attitude towards the company 

and produce high OCB. (Rurkkhum. 2010) which states that there is a significant influence between the engagement of 

marketers and OCB. Previous research has shown that the main feature of marketer engagement is the ability to transfer 

engaged attitude among fellow marketers. Working in groups with members who have high engagement can influence other 

members to feel and behave in the same way, which will improve a work environment and improve organizational performance 

(Bakker et al., 2006; Salanova et al., 2005). 

The results of this study also showed that self efficacy and employee engagement together affect the agents’ organizational 

citizenship behavior. This means that the higher self-efficacy and the higher employee engagement, the higher OCB in the 

marketer. Ulrich (2007) said that a successful organization departs from 3 important qualities that must be contained in 

employees, namely: competence, commitment or engagement, and contribution. In other words, job performance and 

organizational success not only depend on the competencies or cognitive skills possessed by agents, but also depend on how 

agents respond to work and the organization in which they work. The study of how the thoughts and feelings felt by agents 

towards their work, and about whether agents have the will to dedicate themselves to the organization is very closely related to 

a concept called the engagement of agents. 

 

 

IV. CONCLUSIONS 

 

Based on the analysis, it can be concluded that self efficacy and employee engagement affect agents’ organizational 

citizenship behavior. That means, the more agents internalize the self efficacy and the higher employee engagement they have, 

the higher organizational citizenship behavior will be. It is just, employee engagement has bigger impact than self efficacy on 

agents’ organization citizenship behavior. The implication of this research is for the PT. Prudential Life Assurance to sustain 

efforts that have been done so far about the self efficacy and employee engagement activies so that organizational citizenship 

behavior will remains high. 
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