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Resumen
Propósito: Analizar la influencia del desempeño laboral de los docentes 
en el nivel de recomendación de boca en boca por parte de los padres de 
familia. 
Metodología: Se obtuvieron 147 encuestas aplicadas por conveniencia a 
docentes y 302 respuestas de padres de familia de las variables de interés. 
Posteriormente se utilizaron ecuaciones estructurales para identificar 
relaciones significativas entre estas variables. 
Resultados: El desempeño laboral y la orientación a resultados de los 
docentes se relacionan positiva y significativamente con el comportamiento 
ciudadano promotor en los padres de familia.
Implicaciones: Los directivos de las escuelas podrían aumentar la 
recomendación de boca en boca por parte de los padres de familia si 
fomentan un mejor desempeño laboral y una mayor orientación a 
resultados en los docentes. 
Originalidad: Aportar evidencia empírica para respaldar la teoría 
del intercambio social donde el buen desempeño laboral influye en el 
comportamiento ciudadano de los apoderados. 
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Abstract 
Purpose: To analyze the influence of teachers’ job performance on the 
level of word-of-mouth recommendation by parents. 
Methodology: A total of 147 convenience-sample surveys were collected 
from teachers and 302 responses from parents regarding the variables of 
interest. Subsequently, structural equation modelling was employed to 
identify significant relationships among these variables. 
Results: Teachers’ job performance and orientation toward results are 
positively and significantly related to promoting citizenship behaviour in 
parents.
Implications: School leaders can increase word-of-mouth 
recommendation from parents by encouraging better job performance and 
greater orientation toward results of teachers. 
Originality: Provide empirical evidence to support the social exchange 
theory, where good job performance influences the civic behavior of 
parents.
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INTRODUCTION

Raising the level of satisfaction of students and 
parents in private schools has become a signi-
ficant challenge for school administrators, due 
to the vast and varied competition that drives 
higher customer expectations (Diaz Rios & Ur-
bano Canal, 2021). It is even more relevant for a 
private school to build a trusting and long-term 
relationship with its clients (Encinas Orozco & 
Cavazos Arroyo, 2016). The need to identify spe-
cific marketing strategies is undeniable, as they 
must move away from the traditional methods 
used to sell other products or services—especia-
lly because the company-customer relationship 
is typically occasional or of medium duration 
(Figueroa González et al., 2024).

Faced with an aggressive and competitive envi-
ronment characterised by uncertainty, comple-
xity, and turbulence, most educational institu-
tions base their strategy for success on internal 
resources rather than external resources (Enci-
nas Orozco & Cavazos Arroyo, 2016). More spe-
cifically, it would be relevant to identify strate-
gies in a private school’s internal management 
that could help generate greater trust and con-
nection with its clients (Soto-Pérez et al., 2020). 
Such as developing and managing a school’s 
human capital (Núñez-Ríos et al., 2018). In this 
context, it is interesting to determine which 
internal human resource management factors 
promote appropriate marketing strategies for 
private schools?

Previous studies have supported the relations-
hip between some human resource variables 
such as commitment, self-efficacy, job satis-
faction, job performance and service climate 
on marketing variables such as customer satis-
faction, customer loyalty, customer citizenship 
behaviour and promoter citizenship behaviour 
(Chan et al., 2017; Podsakoff et al., 2009; Sala-
nova et al., 2005; Soto & Rojas, 2019). However, 
none of these previous studies have analysed 
such relationships from a human resource ma-
nagement and marketing approach in educatio-
nal institutions. On the other hand, regarding 
the previously studied human resource varia-
bles, job performance has a unique connotation 
given that the ultimate organisational goal of 
human resource management is productivity, 
therefore the job performance variable is im-
portant to study in detail from its different do-

mains (Ortiz Soto et al., 2024). It would be novel 
to relate job performance variable to a variable 
that indicates customer satisfaction and has a 
positive effect on advertising or recommending 
the education service to new and potential cus-
tomers, i.e. promoter citizenship behaviour.

This study assesses whether the teacher’s job 
performance at a private school influences the 
level of parents’ word-of-mouth recommen-
dation. Word-of-mouth recommendation is an 
adequate strategy for an educational institution 
since it avoids commercialising education (War-
di et al., 2018). Institutions with high acade-
mic standards often do not require advertising 
efforts, as their current clients promote them 
through word-of-mouth (Diaz Rios & Urbano 
Canal, 2021; Encinas Orozco & Cavazos Arroyo, 
2016).  This article proposes to add to the litera-
ture an explanation using structural equations 
by path modelling about whether the variable 
job performance (analysed for its task perfor-
mance, organisational citizenship behaviour 
and orientation toward results dimensions) in-
fluences promoter citizenship behaviour. This 
extends research findings on human capital 
management in education by looking at possi-
ble relationships with other management fields, 
such as marketing.

The relationship between job performance va-
riables and promoter citizenship behaviour is 
interpreted in light of social exchange (Chan et 
al., 2017).  This theory is explained through the 
principle of reciprocity, in which any positive or 
beneficial action received by a third party crea-
tes an obligation to respond in kind (Matrafi, 
2024). This means that when parents receive 
unexpected and extraordinary teacher perfor-
mance, they may feel compelled—under the 
principle of reciprocity—to return such bene-
fits, possibly by offering a positive recommen-
dation of their children’s school. 

LITERATURE REVIEW

This section reviews the literature on task per-
formance, contextual performance, results 
orientation, and promoter citizenship beha-
viour to highlight the relevance of the research 
problem.
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Task and contextual performance

Job performance has been conceptualised in 
two ways: first, task performance (TP) that re-
lates to the responsibilities of the nature of the 
work itself; second, contextual performance 
(CP), which refers to behaviours beyond the as-
signed role that benefit the organisation (Prad-
han et al., 2017). Thus, task performance refers 
to all activities related to formal work and in-
dicates the level of efficiency of an individual 
in prescribed functions (Podsakoff et al., 2009). 
Contextual performance is the set of positive 
activities for the organisation that an employee 
performs even though it is not in the nature 
of his or her job, and it is assumed that these 
actions will not be remunerated (Chan et al., 
2017). Contextual performance is also known 
as organisational citizenship behaviour (Gong 
et al., 2018).

Task performance differs from contextual per-
formance in at least five aspects. Task perfor-
mance contributes to the line of business of 
the organisation, varies depending on the na-
ture of the work, is carried out in exchange for 
a payment, is defined in job descriptions, and 
relies on knowledge and skills to be carried out 
(Yang & Hwang, 2014). Contextual performan-
ce supports the work environment; activities 
are common across different jobs and prima-
rily require employees’ attitudes and disposi-
tions (Gong et al., 2018). Moreover, contextual 
performance creates an ideal environment for 
task performance, which suggests that in edu-
cational institutions, it can positively influence 
the quality of the services they provide (Organ, 
1997; Srivastava, 2017). Previously, Podsakoff et 
al. (2009) have proved the positive consequen-
ces of contextual performance on efficiency and 
productivity of both the organisation and the 
employee. Thus, the first hypothesis to be eva-
luated in the work is: 

H1. The teachers’ self-perception of their level 
of contextual performance positively in-
fluences their level of task performance.

Orientation toward results

An employee is oriented toward results (OtR) 
when he or she can persevere and overcome 
obstacles to achieve objectives consistently 
(Pradhan et al., 2017). In this way, organisatio-
nal citizenship behaviour (contextual perfor-

mance) has been linked to orientation toward 
results, and it has even been identified as a 
factor to improve organisational effectiveness 
(Srivastava, 2017). Schaufeli & Salanova (2007) 
point out that employees who are oriented 
toward results tend to focus on organisational 
success, as well as being better individual per-
formers. Furthermore, other authors affirm 
that orientation toward results and organisa-
tional citizenship behaviour significantly affect 
organisational effectiveness (Gong et al., 2018; 
Pradhan et al., 2017).

Although previous studies have linked contex-
tual and task performance with an orientation 
toward results, this work intends to identify if 
both relationships exist within the educational 
environment and, in that case, obtain informa-
tion on which factor could be more influential 
in orientation toward results. In that sense, the 
following hypotheses are stated:

H2. Teachers’ perception of their contextual per-
formance positively influences their orienta-
tion toward results.

H3. Teachers’ perception of their task perfor-
mance positively influences their orienta-
tion toward results.

Promoter citizenship behaviour

Promoter citizenship behaviour (PCB) refers to 
the set of unpaid and unsolicited actions that 
a customer engages on behalf of their supplier, 
such as making positive word-of-mouth recom-
mendations (Ahamad, 2019). Promoter citizens-
hip behaviour is one of the several dimensions 
of customer citizenship behaviour, which also 
includes a) suggestions to improve service, b) 
supervision of other consumers, c) active voice, 
d) positive actions for developing the service, e) 
exhibition of relationships of belonging, f) flexi-
bility and g) participation in business activities 
(Encinas Orozco & Cavazos Arroyo, 2016). 

The Net Promoter Score (NPS), designed by 
Reichheld (2003),was used to assess promoter 
citizenship behaviour. Some studies have ex-
plained that customer satisfaction positively 
influences word-of-mouth recommendations 
(Wardi et al., 2018). The NPS predicts custo-
mers’ behaviour based on their intentions to 
recommend a product (González & Garza, 
2014). The question developed by Reichheld to 
predict behaviour was: How likely would you 
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recommend this company to a friend or family 
member? Although NPS has been rejected as a 
measure for predicting company performance, 
it can be used to indicate customer loyalty and 
satisfaction (González & Garza, 2014).

Previous studies have identified a significant 
relationship between organisational and pro-
moter citizenship behaviour (Chan et al., 2017; 
Soto & Rojas, 2019). In contrast, Salanova et al. 
(2005) found a relationship between the em-
ployees’ level of commitment and the client’s 
satisfaction. However, from the perspective of 
educational institutions, the present study aims 

to explore these relationships further by detai-
ling the different domains of job performance 
and orientation toward results in their possible 
influence on promoter citizenship behaviour. 
Thus, the last hypothesis is:

H4. Teachers’ perceptions of orientation toward 
results influence the parents’ intention to 
recommend their school (promoter citizens-
hip behaviour).

A diagram of the established research hypothe-
ses is presented in Figure 1, which shows the 
theoretical model to be evaluated in this study: 

METHODOLOGY

Sample and procedure to collect information

The sample was taken from private schools in 
Guadalajara, Mexico. By purposive sampling, 
four of the top ten private schools in the state 
of Jalisco were chosen based on  the results of a 
standardised national test of 2015 (Suryananda 
& Yudhawati, 2021). All the schools offered the 
same educational levels: elementary, middle, 
high school and sports. Each level was consi-
dered to measure the opinions of parents and 
teachers. Four private schools were analysed, 
encompassing 16 educational levels (4 sections 
by four schools). The combined population of 
these schools was approximately 1,200 families 
and 156 full-time teachers.

Two instruments were applied, one designed for 
teachers and the other for parents. The teacher 
surveys were administered at the beginning 
of an academic meeting, for which access was 
granted specifically for this purpose. Of the 156 
teachers in these four schools, only 147 comple-
ted and valid questionnaires were collected (94% 
response rate). Following the recommendation 
of Hair et al. (2019) to achieve at least 100 obser-
vations, the sample size obtained is considered 
adequate. Twenty-seven per cent of the sample 
were women, with an average of 16 years of tea-
ching experience and an average age of 41. Re-
garding the section they taught, 12% were from 
sports, 32% from elementary, 34% from middle 
and 21% from high school. The survey for pa-
rents was sent in an envelope in the children’s 
backpacks, asking them to return them at their 

Figure 1. Theoretical model to analyse the influence of contextual performance (CP) on promoter citizenship 
behaviour (PCB), with the mediating variables of task performance (TP) and orientation towards results (OtR). 
Source: self-elaboration
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earliest convenience. 302 responses of parents 
were obtained (25% response rate). 

Measurement instrument

The instrument applied in this study is based on 
scales and instruments documented in the lite-
rature pertaining to each of the four variables. 
The ranges to measure the variables included 
a Likert scale of five positions from 1 (totally 
disagree) to 5 (completely agree). Once the ins-
trument was applied and statistically analysed, 
those questions in which the factorial loading 
did not reach a minimum of 0.7 were elimina-
ted. Thus, the teacher’s instrument was reduced 
from 16 to 10 questions.

Six items were taken from the Role-Based Per-
formance Scale used and validated by Yang and 
Hwang (2014) to assess teachers’ tasks and con-
textual performance. In this study, three items 
were used to measure task performance and 
three items to measure contextual performan-
ce. Orientation toward results was evaluated 
through three items from the Service Orienta-
tion scale proposed and validated by Hogan et 
al. (1984). Promoter citizenship behaviour was 
evaluated with the Net Promoter Score question 
(Reichheld, 2003). Unlike the methodology of 
the NPS, this study did not calculate the net rate 
of promoters but rather to obtain an average va-
lue per school section on a rating scale from 1 
(very unlikely) to 5 (very likely). The complete 
set of questions is shown in Table 1.

Table 1. Instrument applied to teachers and item (PCB2) applied to parents, with mean values (μ) and standard 
deviation (σ)

Indicator Item μ σ

CP1 I actively help my workmates with their work 4.57 0.54

CP2 I complete assigned tasks even if they are beyond my responsibility 4.73 0.47

CP3 I coordinate with my workmates 4.66 0.57

TP1 I reach assigned objectives 4.57 0.51

TP2 I comply with my work schedule (I start and finish on time) 4.56 0.73

TP3 I am prudent in avoiding errors 4.34 0.70

OtR1 Section tasks are accomplished taking best advantage of resources 4.55 0.55

OtR2 My daily work contributes to reaching organisation goals 4.68 0.51

OtR3 My performance as a teacher allows students to re-enrol for the following term 4.78 0.42

PCB1 How likely are you to recommend the school where you work to a relative or friend? 2.83 0.98

PCB2 How likely are you to recommend the school to a relative or friend? 4.52 0.27

Notes: Abbreviations correspond to the following: contextual performance (CP) on promoter citizenship behaviour 
(PCB), with the mediating variables of task performance (TP) and orientation towards results (OtR).             	
Source: self-elaboration.

Data Analysis

The structural equation modelling was con-
ducted using PLS-PM approach. This multiva-
riate statistical technique identifies significant 
relationships between constructs. In addition, 
PLS-PM approach does not require the data to 
follow a specific distribution (Hair et al., 2019). 
When evaluating the model in Figure 1 using 
PLS-PM, the analysis is divided in two parts: the 
measurement model and the structural models. 
The measurement model consists of the set of 
indicators that reflect a construct’s variations 

that are not directly observable. In contrast, the 
structural model comprises constructs and their 
relationships (López-Hernández et al., 2022).

The procedure for assessing the model followed 
these steps: First, the measurement model, the 
reliability of the indicators and constructs must 
be assessed, as well as the convergent and dis-
criminant validity of the indicators (Hair et 
al., 2019). Next, the structural model was exa-
mined by reviewing the R2 coefficients and the 
redundancy index (Soto-Pérez et al., 2020). Fi-
nally, the model’s overall quality was assessed 
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by calculating the goodness of fit, bootstrapping 
analysis, the effect size of significant relations-
hips and the analysis of direct and indirect 
effects (Núñez-Ríos et al., 2022).

RESULTS

The following quantitative analysis aims to va-
lidate the hypotheses in the model proposed in 
Figure 1. The analysis has three sections: the 
analysis of the measurement model, the analy-

sis of the structural model and the overall qua-
lity of the model.

Analysis of the measurement model

First, the reliability of the indicators is asses-
sed using factorial loadings. The squared factor 
loadings show the amount of variance of the 
indicator that is explained by its construct or 
latent variable. In all cases, a minimum level 
of 50% of variance explained must be reached, 
i.e. when the factor loadings are higher than 0.7 
(Hair et al., 2019). Figure 2 shows that factor 
loadings are higher than 0.7 for all items.

Figure 2. Factor loadings greater than 0.7 for each indicator.
Notes: Abbreviations correspond to the following: contextual performance (CP) on promoter citizenship behaviour 
(PCB), with the mediating variables of task performance (TP) and orientation towards results (OtR). Source: 
self-elaboration.

The reliability of a construct is a measure that 
identifies whether re-applying the same indi-
cators would yield the same results (Hair et al., 
2019). It can be assessed by Cronbach’s alpha 
(α) and DG rho (ρ), these measures identify 
whether the different indicators correlate with 
each other in an acceptable way to measure a 
single construct (Núñez-Ríos et al., 2022). The 
construct is considered to have the necessary in-
ternal consistency when the calculated α and ρ 
values are greater than 0.7(López-Hernández et 

al., 2022). Table 2 shows that the variables task 
performance, orientation toward results, and 
promoter citizenship behaviour comply with 
these limits, so they are considered to meet the 
necessary reliability and consistency. However, 
for the variable contextual performance (CP) 
the α value is below 0.7. Nevertheless, from a 
broader perspective, the ρ value -   considered 
a more robust measure – exceed 0.7, which su-
pports the assumption of reliability for the CP 
variable.
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In the third step of the analysis of the measure-
ment model, convergent validity will be asses-
sed, indicating whether there is consistency in 
the construct with what it should measure (So-
to-Pérez et al., 2020). Convergent validity will 
exist if the AVE values for each construct are 
higher than 0.5 (Hair et al., 2019). This thres-
hold is reached in all cases as shown in Table 
2. In Table 2, it is also possible to identify the 
discriminant validity, a measure that enables 
us to determine whether each construct does 
not measure what is not intended to measure.  
(Núñez-Ríos et al., 2022). The way to assess it 
is through the ranges of factor loadings [λ] and 
the ranges of cross-factor loadings [C-λ]; these 
ranges should not overlap, so that the indicators 
have higher loadings on their own construct 
than when they are assessed on other constructs 
(López-Hernández et al., 2022). Discriminant 
validity is achieved in this study (see Table 2).

Analysis of the structural model

The coefficient of determination R2 represents 
the proportion of variance of each dependent 
(or endogenous) variable explained by its inde-
pendent (or exogenous) variables. Table 2 shows 
the corresponding values for this model. For the 
endogenous variables, contextual performance 
and orientation toward results, the calculated 
R2 values indicate a moderate level of variance, 
as explained by the exogenous variables. For 
the endogenous variable - promoter citizenship 
behaviour - the R2 level is low. Concerning re-
dundancy, Table 2 also shows the values of the 
endogenous variables. The redundancy index is 
higher than 0 in all cases, supporting the predic-
tive relevance of the model.

Based on the proposed structural model, Figure 
3 shows the coefficient paths from the exoge-
nous variables to the endogenous ones (already 
standardised).

Table 2. Cronbach’s alpha (α) and DG rho (ρ) to measure the reliability of the constructs.

Variable α ρ [λ] [C-λ] AVE R2 Redundancy

Contextual performance (CP) 0.68 0.82 0.72 - 0.83 -0.11 - 0.53 0.61 0 0

Task performance (TP) 0.7 0.83 0.74 - 0.82  0.17 - 0.50 0.62 0.30 0.18

Orientation toward results 
(OtR) 0.76 0.86 0.81 - 0.83  0.17 - 0.45 0.68 0.29 0.2

Promoter citizenship be-
haviour (PCB) 0.92 0.96 0.96  0.05 - 0.29 0.93 0.08 0.07

Notes: Also, factorial loading ranges [λ], cross-factorial loadings [C-λ] and values of the average variance extracted 
(AVE) for each latent variable. Finaly, R2 values and redundancies per latent variable.
Source: self-elaboration

Figure 3. Structural model for the present research and its coefficients for each path.
Notes: Abbreviations correspond to the following: contextual performance (CP) on promoter citizenship behaviour 
(PCB), with the mediating variables of task performance (TP) and orientation towards results (OtR).  	
Source: self-elaboration.
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Overall quality of the model

The first step in assessing the overall quality of 
the model - depicted in Figure 3 - is to deter-
mine the significance of the coefficients of each 
relationship. This was assessed using p-values 

and bootstrapping analysis. Table 3 shows whe-
ther the relationships are significant to support 
the hypotheses proposed according to t-values 
and p-values.

Table 3. Coefficients, p-values and results of the bootstrapping analysis to evaluate the significance of each path of 
the structural model of this study.

Paths Coefficient p-value Mean.Boot Std.Error perc.025 perc.975 f2

CP -> TP 0.54 0.00 0.55 0.05 0.45 0.64 0.42

CP -> OtR 0.36 0.00 0.36 0.09 0.17 0.53 0.13

TP -> OtR 0.24 0.00 0.24 0.08 0.08 0.4 0.05

OtR -> PCB 0.27 0.00 0.27 0.07 0.12 0.41 0.09

Note: Cohen’s f2 are shown to identify the effect size of each path. Abbreviations correspond to the following: 
contextual performance (CP) on promoter citizenship behaviour (PCB), with the mediating variables of task per-
formance (TP) and orientation towards results (OtR). Also, perc.025 and perc.975 represents the lower and upper 
limits of the confidence intervals at 95%. 
Source: self-elaboration.

Regarding the bootstrapping analysis with a re-
sampling configuration of 1,000 and a signifi-
cance level of 5%, the coefficients of all paths 
were also found to be significant, as they did not 
include 0, as shown in Table 3 (López-Hernán-
dez et al., 2022). Therefore, all four hypotheses 
are accepted.

Following the procedure suggested by Sanchez 
(2013) in his plspm package for R, the good-
ness-of-fit calculated for the present model 
was GoF = 0.3890, indicating that the model’s 
predictive ability is 38.90%. Also, the effect si-
zes of each path coefficients were calculated 
by Cohen’s f2(Samartha & Kodikal, 2018). If 
the f2 values are less than or equal to 0.15 it is 
considered a low effect of the exogenous cons-
tructs on the endogenous ones; if the f2 values 
are greater than 0.15 and less than or equal to 
0.35, the effect size will be medium. And, if the 
f2 value is greater than 0.35 the effect will be 
large. The effects of the relationships of con-
textual performance on orientation toward re-

sults, task performance on orientation toward 
results and orientation toward results on pro-
moter citizenship behaviour are low, as shown 
in Table 3. In contrast, the effect size of the rela-
tionship between contextual performance and 
task performance is large.

Finally, to evaluate the overall quality of the 
model, an analysis of the direct and indirect 
effects of the model (Figure 3) is shown in Ta-
ble 4. In this table, one relationship that should 
be particularly noted is that of CP -> PCB. Al-
though the model does not propose a direct re-
lationship, it is possible to identify an indirect 
effect of 0.14. The importance of this relations-
hip lies in the ability to analyse and contrast the 
citizenship behaviour of employees and clients, 
and to identify how in this case it is a positive 
relationship, so the higher the level of organi-
sational citizenship behaviour on the part of 
employees, the higher the level of citizenship 
behaviour on the part of clients.
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DISCUSSION

The first hypothesis tested in the model is whe-
ther organisational citizenship behaviour in-
fluences task performance. This relationship 
was demonstrated in the present model (accep-
ting hypothesis H1), ratifying previous studies 
(Soto & Rojas, 2019; Soto-Pérez et al., 2020). 
The effect size from organisational citizenship 
behaviour to task performance was large, for 
the present study. This relationship may have 
its origin in that organisational citizenship 
behaviour contributes to creating a positive 
work environment to facilitate performance. 
Some OCBs that facilitate TP may be helping 
co-workers, accepting improvement cues from 
superiors, supporting activities beyond those 
initially assigned and maintaining workplace 
cleanliness (Ortiz Soto et al., 2024). Every em-
ployee will develop his or her potential better in 
a harmonious environment than in one where 
there is little cooperation between colleagues 
and civic values are undervalued. This rela-
tionship within the educational environment is 
indispensable, even more so in private schools, 
given that there is an extremely interesting and 
delicate binomial in private education. This bi-
nomial is on the one hand that the student is 
a person to be educated through academic de-
mands, but on the other hand, is a client who 
must be satisfied by the service for which he or 
she pays. When a teacher pretends to fulfil only 
the formally required duties, it will be difficult 
for him/her to educate a person and even more 
difficult for him/her to be willing to satisfy his/
her pupil as a client. It is only from the pers-
pective of performing beyond what is formally 

required that a teacher can fulfil his or her edu-
cational function at a private school.

The following hypotheses focused on the in-
fluence of organisational citizenship behaviour 
(H2) and task performance (H3) on the orien-
tation toward results variable. In contrast to 
Boyatzis (2008), who did not consider an inte-
raction between these variables, in the present 
study, a positive and significant relationship 
was found between organisational citizenship 
behaviour and orientation toward results, as 
well as between task performance and orienta-
tion toward results. However, the independent 
variable, organisational citizenship behaviour, 
has a greater influence on orientation toward 
results, contrary to what might have been ex-
pected, since a higher level of task performance 
should have a stronger influence on orientation 
toward results. This would imply that in order 
to improve teachers’ orientation toward results, 
the priority would be to increase organisational 
citizenship behaviour as this in turn promotes 
a work environment of cordiality, respect, and 
support among colleagues, which could in turn 
increase the company’s productivity through 
task performance and orientation toward re-
sults (Orozco Arias & Anzola Morales, 2023). 
Orientation toward results is an interesting at-
titude for school institution management be-
cause it can imply that a teacher seeks to ensu-
re that his or her teaching strategies translate 
into concrete learning for students and that the 
teacher assumes that his or her job is not only 
education but also the satisfaction of customers 
who are paying for a service (Diaz Rios & Urba-
no Canal, 2021).

Table 4. Analysis of direct and indirect effects for all the paths contained in the structural model presented in this 
study. 

Direct Indirect Total

CP -> TP 0.54 0.00 0.54

CP -> OtR 0.37 0.13 0.50

CP -> PCB 0.00 0.14 0.14

TP -> OtR 0.24 0.00 0.24

TP -> PCB 0.00 0.07 0.07

OtR -> PCB 0.27 0.00 0.27

Notes: Abbreviations correspond to the following: contextual performance (CP) on promoter citizenship behaviour 
(PCB), with the mediating variables of task performance (TP) and orientation towards results (OtR).  
Source: self-elaboration
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The fourth hypothesis (H4) examines whether 
orientation toward results influences parents’ 
and teachers’ intention to recommend their 
school. Reichheld (2003) stated that the Net 
Promoter Score question predicts customer be-
haviour, which is supported by the theory of 
planned behaviour. This free recommendation 
by consumers and teachers in favour of their 
school to third parties has previously been refe-
rred to as promoter citizenship behaviour (Soto 
& Rojas, 2019), deriving from one of the dimen-
sions of customer citizenship behaviour. Based 
on the results of this study, contextual perfor-
mance positively influences perceptions of 
task performance, and both variables influence 
orientation toward results. This variable has a 
positive relationship with the word-of-mouth 
recommendation intention of parents and tea-
chers to their family and friends (H4). This idea 
of predicting customer citizenship behaviour 
from employee citizenship behaviour is not of-
ten addressed, especially in the school setting, 
where the nature of these selfless behaviours is 
ideal for education.

Contrasting these results with previous studies, 
Salanova et al. (2005) identified a relationship 
between employee commitment and customer 
satisfaction. Their study concluded that organi-
sational resources and employee commitment 
predict service climate, which in turn predicts 
employee performance and ultimately custo-
mer loyalty. However, in contrast to the propo-
sal by Salanova et al. (2005), the study presented 
here takes an approach that relates word-of-
mouth recommendations from teachers and 
parents positively influenced by the different 
domains that job performance may involve (or-
ganisational citizenship behaviour, task perfor-
mance, orientation toward results). Moreover, 
in an aggressive and competitive environment, 
educational institutions should rely on internal 
rather than external resources (Figueroa Gon-
zález et al., 2024). On the other hand, Chan et 
al. (2017) presented a study that relates the ci-
vic virtue of employees and customers, althou-
gh not in the educational setting. In a study by 
Chan et al (2017) study, employee citizenship 
behaviours were related to consumer citizens-
hip behaviours with service climate as a me-
diating variable. However, in the present study, 
teacher and client citizenship behaviours were 
related through task performance and orienta-
tion toward results.

CONCLUSIONS

Organisational citizenship behaviour or con-
textual performance implies a performance 
beyond the call of duty. According to the statis-
tical results of this study, this behaviour incen-
tivises task performance and guides employees 
to work toward goals. Managing a school with 
this profile of collaborators must be a standard 
pursued by some managers of educational ins-
titutions. It is important to remember that the 
task of educating, by nature, entails fulfilling 
beyond the responsibilities that can be tradi-
tionally identified as teaching a lesson, trans-
mitting knowledge, or presenting a topic. A 
teacher’s responsibility is to ensure the learning 
and development of their students. Therefore, 
it is relevant to study citizenship behaviour in 
the educational field. If we shift the focus from 
personnel management to marketing strategies 
in a private education institution, citizenship 
behaviours fit appropriately again. Since get-
ting a school to be recommended by its custo-
mers is the appropriate marketing strategy, it 
is transmitted with the greatest confidence and 
the least utilitarian intention on the part of the 
school, since a school that fulfils its academic 
duty should not need advertising, so the recom-
mendation of its users would be enough.

Practical and theoretical implications

Regarding its practical implications, this model 
offers an interesting perspective on citizens-
hip behaviours since it involves teachers and 
parents. This path begins in personnel mana-
gement and influences the development of 
marketing strategies. Specifically, this model 
encourages promoter citizenship behaviours, 
so school administrators seeking recommen-
dations between customers should focus on 
helping their institution’s employees develop 
organisational civic behaviours. This behaviour 
is extremely interesting for educational insti-
tutions for the reasons outlined above. The be-
nefits of these citizenship behaviours may be 
useful for managers of various services beyond 
education.

About the theoretical implications, this model 
is based on social exchange theory; however, it 
is striking how this theory can work beyond the 
organisation, impacting customers. Social ex-
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change theory explains why, when a person or 
organisation receives actions or objects in their 
favour, they feel obliged to respond in kind by 
returning the favour. In this case, the extraordi-
nary work a parent receives from teachers may 
influence the parent to return a favour to the 
institution by recommending it to their family 
and friends.

Limitations and future directions for research

This study presents some methodological li-
mitations, so the results should be viewed cau-
tiously. The methodological limitations include 
the lack of randomness in the data collection, 
the social desirability of teachers’ responses re-
garding their own performance, and the possi-
ble influence of contextual variables not consi-
dered in the model.

Future research recommendations include ad-
ding variables such as personality traits, job 
satisfaction, teacher self-efficacy, and commit-
ment. Also, identifying variables that can es-
tablish significant relationships between orga-
nisational citizenship behaviour and customer 
citizenship behaviour would allow for a more 
in-depth understanding of their causes and be-
nefits. Future research should also consider me-
thods that combine behavioural and attitudinal 
measures.

Conflict of Interest Declaration:

The authors declare that they have no con-
flicts of interest.

Funding:

The authors did not receive funding for this 
research.

Use of Artificial Intelligence (AI):

The authors declare that they did not re-
ceive assistance from an AI during the re-
search process or during the writing of this 
document.

REFERENCES

Ahamad, F. (2019). Impact of word-of-mouth, 
job attributes and relationship strength on 
employer attractiveness. Management Re-
search Review, 42(6), 721-739. https://doi.
org/10.1108/MRR-11-2017-0382

Boyatzis, R. E. (2008). Leadership develo-
pment from a complexity perspective. 
Consulting Psychology Journal: Practice 
and Research, 60(4), 298–313. https://doi.
org/10.1037/1065-9293.60.4.298

Chan, K. W., Gong, T., Zhang, R., & Zhou, 
M. (2017). Do Employee Citizenship Be-
haviors Lead to Customer Citizenship 
Behaviors? The Roles of Dual Identifica-
tion and Service Climate. Journal of Ser-
vice Research, 20(3), 259-274. https://doi.
org/10.1177/1094670517706159

Diaz Rios, C., & Urbano Canal, N. (2021). Publi-
cly subsidized private schools in developing 
countries: Lessons from Colombia. Educa-
tion Policy Analysis Archives, 29, 34. https://
doi.org/10.14507/epaa.29.5647

Encinas Orozco, F. C., & Cavazos Arroyo, J. 
(2016). Validación de la escala de compor-
tamiento ciudadano de consumidores de 
servicios educativos. Contaduría y Admi-
nistración, 61(4), 649–665. https://doi.or-
g/10.1016/j.cya.2016.03.001

Figueroa González, E. G., Tortolero Portugal, R., 
Herrera Soto, M., & Sotelo Asef, J. G. (2024). 
Management of human talent and work 
performance of administrative staff in aca-
demia. RAN - Revistas Academia & Negocios, 
10(2), 210–221. https://doi.org/10.29393/
RAN10-13GTER40013

Gong, B., Greenwood, R. A., Hoyte, D., Ramkis-
soon, A., & He, X. (2018). Millennials and 
organizational citizenship behavior: The 
role of job crafting and career anchor on ser-
vice. Management Research Review, 41(7), 
774-788. https://doi.org/10.1108/MRR-05-
2016-0121

González, E., & Garza, J. (2014). Índice 
de Promotor Neto y su relación con la 
satisfacción del cliente y la lealtad. Revista 
Electrónica Nova Scientia - Revista de Inves-
tigación de La Universidad de La Salle Bajio, 
7(13), 411–437. https://doi.org/2007 - 0705



12

Revista Academia & Negocios Vol. 11 (2) 2025 pp. 1 - 13

Hair, J. F., Black, W. C., Babin, B. J., & Ander-
son, R. E. (2019). Multivariate data analysis 
(8th edition). Cengage Learning.

Hogan, J., Hogan, R., & Busch, C. M. (1984). 
How to Measure Service Orientation. Jour-
nal of Applied Psychology, 69(I), 167–173. 
https://doi.org/10.1037/0021-9010.69.1.167

López-Hernández, C., Lizarraga-Álvarez, G. I., 
& Soto-Pérez, M. (2022). Enhancing lear-
ning of accounting principles through expe-
riential learning in a board game. Accoun-
ting Education, 32(3), 300-331. https://doi.or
g/10.1080/09639284.2022.2059770

Matrafi, M. (2024). The Impact of Social Ex-
change Theory on Employee Motivation 
and Job Satisfaction. International Journal 
of Management (IJM), 15(4), 130–136. ht-
tps://doi.org/10.5281/zenodo.13305487

Núñez-Ríos, J. E., Sánchez-García, J. Y., Soto-Pé-
rez, M., Olivares-Benitez, E., & Rojas, O. G. 
(2022). Components to foster organizational 
resilience in tourism SMEs. Business Process 
Management Journal, 28(1), 208-235. ht-
tps://doi.org/10.1108/BPMJ-12-2020-0580

Núñez-Ríos, J. E., Sánchez-García, J. Y., Tejei-
da-Padilla, R., & Soto-Pérez, M. (2018). A 
systems science approach to structure hu-
man capital management in Mexican lod-
ging SMEs. International Journal of Applied 
Systemic Studies, 8(4), 279-299. https://doi.
org/10.1504/IJASS.2018.103761

Organ, D. W. (1997). Organizational citizens-
hip behavior: It’s construct clean-up time. 
Human Performance, 119(4), 1129-1153. ht-
tps://doi.org/10.1093/ahr/119.4.1129

Orozco Arias, J. I., & Anzola Morales, O. L. 
(2023). Organizational Culture for Innova-
tion: A Case Study Involving an University 
Faculty. Journal of the Knowledge Economy, 
14(4), 4675-4706. https://doi.org/10.1007/
s13132-022-01069-9

Ortiz Soto, M., Larregui Candelaria, G., & Ri-
vera Ortiz, J. G. (2024). Factores que impac-
tan el desempeño laboral: Estudio sobre la 
adaptabilidad al teletrabajo inducido por el 
evento del COVID-19. RAN - Revistas Acade-
mia & Negocios, 10(1), 121–144. https://doi.
org/10.29393/RAN10-9FIMJ30009

Podsakoff, N. P., Whiting, S. W., Podsakoff, P. 
M., & Blume, B. D. (2009). Individual- and 
Organizational-Level Consequences of Or-
ganizational Citizenship Behaviors: A Me-
ta-Analysis. Journal of Applied Psychology, 
94(1), 122–141. https://doi.org/10.1037/
a0013079

Pradhan, R. K., Kumari, I. G., & Kumar, U. 
(2017). Human resource flexibility and 
organisational effectiveness: mediating 
role of organisational citizenship beha-
viour. International Journal of Human 
Resources Development and Management, 
17(3/4), 282-300. https://doi.org/10.1504/
IJHRDM.2017.087125

Reichheld, F. F. (2003). The One Number You 
Need to Grow. Harvard Business Review, 
81(12), 46-55. 

Salanova, M., Agut, S., & Peiró, J. M. (2005). 
Linking organizational resources and 
work engagement to employee performan-
ce and customer loyalty: the mediation 
of service climate. The Journal of Applied 
Psychology, 90(6), 1217–1227. https://doi.
org/10.1037/0021-9010.90.6.1217

Samartha, V., & Kodikal, R. (2018). Measuring 
the Effect Size of Coefficient of Determina-
tion and Predictive Relevance of Exogenous 
Latent Variables on Endogenous Latent 
Variables through PLS-SEM. Internatio-
nal Journal of Pure and Applied Mathema-
tics, 119(18), 39-48. https://acadpubl.eu/
hub/2018-119-18/1/4.pdf

Sanchez, G. (2013). PLS Path Modeling with R. 
Berkley: Trowchez Editions. http://gaston-
sanchez.com/PLS_Path_Modeling_with_R.
pdf

Schaufeli, W. B., & Salanova, M. (2007). Effi-
cacy or inefficacy, that’s the question: Bur-
nout and work engagement, and their re-
lationships with efficacy beliefs. Anxiety, 
Stress, & Coping, 20(2), 177–196. https://doi.
org/10.1080/10615800701217878

Soto, M., & Rojas, O. (2019). Self-efficacy and 
job satisfaction as antecedents of citizens-
hip behaviour in private schools. Inter-
national Journal of Management in Edu-
cation, 13(1), 82. https://doi.org/10.1504/
IJMIE.2019.096472



Job performance as antecedent to word-of-mouth recommendation… / Soto-Pérez

13

Soto-Pérez, M., Sánchez-García, J. Y., & Núñez-
Ríos, J. E. (2020). Factors to improve job per-
formance and school effectiveness. Interna-
tional Journal of Educational Management, 
34(5), 805–822. https://doi.org/10.1108/
IJEM-07-2019-0237

Srivastava, A. P. (2017). Teachers’ extra role be-
haviour: relation with self-efficacy, procedu-
ral justice, organisational commitment and 
support for training. International Journal 
of Management in Education, 11(2), 140. ht-
tps://doi.org/10.1504/IJMIE.2017.10002822

Suryananda, T. D., & Yudhawati, R. (2021). As-
sociation of serum KL-6 levels on COVID-19 
severity: A cross-sectional study design with 
purposive sampling. Annals of Medicine 
and Surgery, 69. https://doi.org/10.1016/j.
amsu.2021.102673

Wardi, Y., Abror, A., & Trinanda, O. (2018). 
Halal tourism: antecedent of tourist’s sa-
tisfaction and word of mouth (WOM). Asia 
Pacific Journal of Tourism Research, 23(5), 
463–472. https://doi.org/10.1080/10941665.
2018.1466816

Yang, C., & Hwang, M. (2014). Personality traits 
and simultaneous reciprocal influences be-
tween job performance and job satisfaction. 
Chinese Management Studies, 8(1), 6–26. ht-
tps://doi.org/10.1108/CMS-09-2011-0079


