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SERVE PERFECTLY,
BE HAPPIER
Organizational citizenship behaviour is
important in ensuring high quality service in
hospitality. Dr Tracy Xu and colleagues
conducted a multi-phase survey study to
demonstrate the importance of service
employees’ perfectionism in motivating
employees’ citizenship behaviors and their
wellbeing.
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This study raises important managerial implications for practitioners. Employees need to have the right
personality and love their work to provide exceptional customer service. Thus, organisations can benefit
from hiring candidates who possess high self-oriented perfectionism, which is necessary for service
companies to develop a culture of employees engaging in citizenship behaviour. In addition, assisting
employees to self-assess their behavioural impact on personal wellbeing and mindfully reflect on positive and
meaningful events at work can help cultivate a health-focused organisational culture.
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