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Abstract

The main purpose of this study was to identify the components of organizational citizenship behavior based on employees’
mental models in Iran Air (the Islamic Republic of Iran Airline). The present research is applied in terms of purpose and
descriptive in terms of data collection method. A combination of library, interview, and survey methods was employed. In
the library method, the concepts and definitions of the research variables, subject literature, and previous studies were
reviewed. Ultimately, the required information was collected through interviews in a focus group and surveys. The research
was conducted qualitatively and in an exploratory manner. The study population consisted of the managers of Iran Air. In
this study, the opinions of 15 experts and managers were utilized based on the mentioned characteristics. One of the common
methods in qualitative data analysis, thematic analysis, was applied using MAXQDA software. The study sought to develop
a model of organizational citizenship behavior based on employees’ mental models in Iran Air. According to the thematic
analysis, 112 initial codes, 24 first-level themes, and 4 second-level themes were identified. The recognized themes include
individual factors, organizational factors, environmental factors, and process-related factors. The results revealed that
organizational citizenship behavior in this organization is influenced by four major categories of factors: individual,
organizational, environmental, and process-related. These factors directly and indirectly affect the quality of employees’
behavior and their participation in achieving organizational goals. The identification and analysis of 112 initial codes to
reach the first- and second-level themes indicate the depth and accuracy of the research in extracting an appropriate
conceptual model for this organization.

Keywords: Organizational citizenship behavior, employees’ mental models, Iran Air.
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Extended Abstract

Introduction

Organizational Citizenship Behavior (OCB) has emerged as a crucial concept in organizational studies and
human resource management, reflecting the discretionary actions of employees that go beyond their formal
job descriptions and contribute significantly to organizational performance and sustainability. Rooted in the
principles of psychology and organizational behavior, OCB encompasses voluntary actions such as altruism,
conscientiousness, loyalty, and civic virtue, which are not directly rewarded but enhance the effectiveness of
organizational functioning (Wilhelm et al., 2022). In today’s competitive and rapidly changing business
environment, particularly in service-oriented industries such as aviation, OCB plays a decisive role in shaping
organizational resilience, customer satisfaction, and sustainable competitive advantage (Syahrul et al., 2024).
One of the innovative approaches in understanding OCB is through the lens of employees’ mental models.
Mental models represent individuals’ internal cognitive frameworks, consisting of values, beliefs,
assumptions, and expectations that guide their perceptions and actions in organizational contexts (Yrjola et al.,
2018). They function as interpretive systems that influence how employees perceive their roles, interpret
organizational policies, and decide to engage in behaviors beyond their formal responsibilities. As (Habashi
et al., 2022) argues, mental models are deeply interwoven with organizational behavior, shaping attitudes
toward trust, justice, and collaboration, which in turn foster or inhibit OCB. This makes the exploration of
OCB through mental models especially relevant for organizations operating in dynamic and high-stakes
industries such as aviation.

Prior studies have underscored the multifaceted nature of OCB, highlighting the importance of psychological
and organizational antecedents. For instance, personality traits such as conscientiousness and responsibility
(Bagheri et al., 2021), psychological capital (Chamisa et al., 2020; Rezasadeh, 2019), and organizational
commitment (Shang et al., 2021; Wibowo & Jayanagara, 2024) have been shown to significantly influence
employees’ tendencies to engage in citizenship behaviors. Similarly, leadership style (Marmosa, 2022),
organizational justice (Vakilian et al., 2022), and cultural values (Feiz & Ahmadi Alvar, 2021; Yusnita, 2024)
are organizational-level determinants of OCB. These factors are intertwined with employees’ mental models,
which serve as interpretive frameworks that either enhance alignment with organizational goals or create
dissonance that hampers positive behavior (Leyer et al., 2023).

The aviation industry provides a fertile ground for examining the dynamics of OCB. Employees in this sector
face unique pressures, including strict safety requirements, continuous customer interaction, and vulnerability
to external environmental factors such as economic crises, global regulations, and international competition
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(Syahrul et al., 2024). In such an environment, the voluntary and proactive behaviors encompassed in OCB
become essential for organizational survival and growth. As (Falkner, 2022) notes, changing mental models
within complex systems is key to supporting emergent beneficial behaviors, making this conceptual alignment
highly relevant to the aviation sector. Moreover, in the case of Iran Air, organizational challenges such as
sanctions, regional competition, and evolving customer expectations necessitate a stronger reliance on
employees’ voluntary contributions beyond their formal duties.

Despite the recognized significance of OCB, relatively few studies have systematically examined it through
the prism of employees’ mental models. The integration of these two concepts allows for a more nuanced
understanding of how cognitive perceptions, beliefs, and shared assumptions shape the willingness of
employees to engage in extra-role behaviors. Prior works have highlighted that alignment between employees’
mental models and organizational objectives enhances participation, trust, and cooperation (Liao et al., 2022;
Yarmuhammadi Monfared et al., 2022). Conversely, misalignment can foster counterproductive attitudes
and diminish employees’ motivation to contribute (Zarei Jamkhaneh et al., 2023). Therefore, studying OCB
in relation to mental models provides theoretical depth and practical implications for organizational policy and
leadership development.

This study contributes to the literature by identifying the components of OCB based on employees’ mental
models in Iran Air. The findings expand the scope of OCB research by categorizing antecedents into four
domains: individual, organizational, environmental, and process-related factors. Such categorization aligns
with previous research that has emphasized the multidimensional and context-dependent nature of OCB
(Ansori & Wulansari, 2021; Prayitno et al., 2022). By combining qualitative thematic analysis with
organizational case study methods, the study addresses a gap in both theory and practice, offering insights into
how mental models can inform the design of strategies to foster OCB in complex service organizations.
Methods and Materials

This research was designed as an applied, qualitative, and exploratory study. Data collection was based on a
triangulated approach that included library research, focus group interviews, and survey methods. First, the
library method was used to review and synthesize concepts, definitions, and prior studies on OCB and mental
models. Second, semi-structured focus group interviews were conducted with 15 experts and managers from
Iran Air, selected based on criteria such as extensive managerial experience, familiarity with organizational
dynamics, and willingness to contribute to the study. Finally, supplementary surveys were distributed to gather
perceptions and validate findings.

The primary method of data analysis was thematic analysis, carried out using MAXQDA software. Through
iterative coding and categorization, 112 initial codes were identified. These codes were further refined into 24
first-level themes and 4 second-level themes, representing the four major domains of influence: individual,
organizational, environmental, and process-related factors. Validity and reliability of the findings were ensured
through inter-coder reliability indices and methodological triangulation.

Findings

The thematic analysis yielded four main categories of factors influencing OCB in Iran Air.

1. Individual Factors: This category encompassed variables such as job satisfaction, organizational
commitment, personality traits, emotional intelligence, and intrinsic motivation. Sub-dimensions
included affective and normative commitment, self-efficacy, sense of purpose, empathy, and
responsibility. These factors shaped how employees perceived their roles and their willingness to
engage in extra-role behaviors.

2. Organizational Factors: Key organizational determinants included organizational culture, leadership,
justice, support, communication, and growth opportunities. Themes such as transparency,
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transformational leadership, distributive and procedural justice, emotional and financial support, and
access to learning resources were identified as critical antecedents of OCB.

3. Environmental Factors: This category reflected the broader context of the aviation industry,
including competitive pressures, economic conditions, workplace environment, international
interactions, and technological advancements. Sub-factors such as innovation, brand image, market
share, social responsibility, safety standards, and digitalization were emphasized.

4. Process-Related Factors: The final category included trust, teamwork, creativity, flexibility, and
resilience. Elements such as effective communication, team responsibility, conflict resolution, idea
generation, adaptability, and psychological resilience contributed to fostering OCB.

Overall, the study revealed that OCB in Iran Air is shaped by the interplay of cognitive perceptions (mental
models) and contextual influences, which directly and indirectly affect employee participation and
performance.

Discussion and Conclusion

The findings highlight the multifaceted and multidimensional nature of OCB when analyzed through the
framework of mental models. At the individual level, results confirmed the importance of job satisfaction,
emotional intelligence, and psychological capital as drivers of OCB, aligning with previous studies that
emphasized the role of positive psychological states in promoting voluntary behaviors (Chamisa et al., 2020;
Yildiz, 2019). Organizational-level findings emphasized the role of justice, leadership, and culture, resonating
with research that identified fairness, transformational leadership, and cultural alignment as crucial antecedents
of citizenship behavior (Feiz & Ahmadi Alvar, 2021; Marmosa, 2022; Vakilian et al., 2022).
Environmental factors such as industry competition and international regulations underscore the necessity for
organizations in volatile sectors to cultivate employees’ willingness to adapt and innovate. This insight is
consistent with the arguments of (Falkner, 2022) on the role of changing mental models in promoting
resilience and adaptability. Similarly, process-related factors such as teamwork, trust, and flexibility
corroborate findings from (Prayitno et al.,, 2022) and (Ansori & Wulansari, 2021), which identified
collaboration and organizational support as critical mediators of OCB.

In conclusion, the study demonstrates that OCB in Iran Air is not merely a product of formal organizational
structures but is deeply embedded in employees’ mental models and cognitive frameworks. The four identified
domains—individual, organizational, environmental, and process-related—provide a holistic model that can
guide managers in designing strategies to foster citizenship behaviors. By aligning organizational policies with
employees’ values and beliefs, enhancing fairness and support, and promoting adaptability in the face of
external challenges, Iran Air can strengthen its culture of citizenship and achieve sustainable performance
outcomes.
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